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Taking the madness
out of recruitment

SIMON KENT
EDITOR
Despite the lockdown, despite the restrictions, the word of recruitment like the
business world it serve is incredibly busy. We continue to see massive changes
in the workplace, innovations and new launches in recruitment technology, the
rise and fall of major employers and new start-ups.
In this fiercely challenging time, talent will win out. Finding and placing the right
people in the right companies has never been more critical, and not just at
leadership levels. This is true of the recruitment industry’s clients but it is also
true of the recruitment industry itself.

14

In this month’s issue we show how despite the stresses and strains on the
staffing industry at the moment it is still necessary to ensure your business and
processes are water tight and delivering. Even when talent is tight organisations
still need a diverse workforce. They still need to be certain they are getting the
best of the talent available and that the talent they access will deliver for them
and stay with them.
As we hope for a brighter end to this month, it is more than encouraging to find
the staffing industry in good shape, ready to deliver to the highest standards.
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DEALS CONTINUE

set the standard:
phrase (also the standard has been set)

to perform an activity at a level that others have to try to achieve
eg. www.ir35shield.co.uk

Figures from BDO LLP show that
despite the impact of COVID-19,
transaction volumes in the UK
recruitment market ended the
year with just four fewer deals
than 2019 levels. The company
found 21 deals were completed
in the sector during 2020 – ten
of which were in the last three
months of the year, mirroring
activity seen in January 2020.
In total, there were just four
fewer deals than 2019 levels,
generating significant momentum
for the year ahead.
The annual BDO M&A Review:
Recruitment report shows a
number of resilient sectors that
demonstrated strong levels of
deal activity over the last 12
months. These include global
healthcare recruitment, with
deals up by 50 per cent, and
recruitment platforms and
software, which accounted for 27
per cent of all activity.
Once again, there has been a
sustained level of investment with
private equity continuing to play
an active role in UK recruitment
deals, accounting for a third of
all transactions in 2020. This
further demonstrates the growing
importance of private equity
within the overall transaction
environment, with the availability

of liquidity being a distinct
difference to previous recessions.
“The global pandemic has had a
profound impact upon the M&A
recruitment landscape – both in
the UK and globally,” said James
Fieldhouse, M&A managing
director at BDO LLP. |”However,
what is apparent is how resilient
the market has been, with clear
signs of recovery during the
latter half of the year. In fact, the
strength and speed of recovery
is such that overall transactions
volumes in the UK recruitment
market ended the year almost in
line with 2019 levels.”
The BDO report showed that,
despite a recovery in deal activity,
the COVID-19 outbreak is
expected to result in a sharp drop
(35 per cent) in annual revenue
for the UK recruitment sector in
2020 to £9.2 billion, with demand
affected particularly in areas like
hospitality and tourism. Growth for
the next five years is forecast at
6.6 per cent – a lower rate than in
previous years, and growing from
a lower base given the economic
recession.
Fieldhouse added: “The next 12
months is a particularly tricky
period to predict, given the
ongoing uncertainty caused by
the global pandemic, the effects

of the most recent lockdown in
early 2021, as well as Brexit. The
anticipated potential changes to
rules around UK capital gains
tax have also been an influence
driving recent deal volumes
generally, although this has to be
balanced with the switching off
of Government support which is
likely to impact adversely upon
unemployment. Following the
surge in deals towards the end of
2020, we hope for increased deal
activity during 2021, and the

roll-out of a vaccine certainly
gives us reason to be hopeful.”
The BDO FTSE Recruitment
Index fell to a low of over 50
per cent in 2020, but recovered
to finish 16 per cent down
compared to the start of the year.
Over the previous six years, the
BDO Recruitment FTSE has
consistently outperformed the
wider market in terms of capital.
However, it has taken a significant
hit in the post COVID-19
environment.

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

BURNOUT AND
RETENTION

Study raises concerns for talent
management in year ahead.
A study conducted by DDI and HR
analyst Josh Bersin has suggested
an unprecedented year of ongoing
change and a lack of confidence
in current and future leadership
could lead to retention problems
within the next year. The lack of
confidence is being fueled by
burnout and a sense of constant
crisis.
DDI’s Global Leadership Forecast
2021 is the largest of its kind, and
includes data from more than
15,000 leaders and 2,102 human
resource professionals. These
leaders represent more than 1,740
organisations across more than
24 industries globally. The survey

began in February 2020 and ran
through July 2020, capturing many
of the changes in leadership that
occurred before and during the
pandemic.
“There are clear signs that the
pandemic will lead to serious
retention issues because leaders
who are feeling burnout are nearly
four times more likely to leave their
positions within the next year,” said
Stephanie Neal, director of DDI’s
Center for Analytics and Behavioral
Research. “This could cause a
lasting impact on current and
future leaders, since 86 per cent
of high-potential employees are
also feeling burnout, and they’re

twice as likely to leave compared
to their peers. There’s reason to
be concerned about the future of
leadership across the board.”
The study found that leaders and
employees are burning out at
record rates. Nearly 60 per cent of
leaders report they feel used up
at the end of the workday, which
is a strong indicator of burnout.
Feelings of exhaustion greatly
increase the probability of leaders
leaving for other opportunities.
Approximately 44 per cent of
leaders who feel used up at the
end of the day expected to change
companies to advance, while 26
per cent expected to leave within
the next year. These numbers are
significantly high compared to 24
per cent of leaders who expect to
change companies to advance and
6 per cent who plan to leave within
the next year.
“We’re in an extremely
unpredictable economic climate
that’s going to require leaders to be

able to quickly adapt and embrace
change if they hope to survive,”
Bersin said. “CHROs are already
preparing for continued uncertainty
by revamping management training
to address current workforce
challenges, while developing and
upskilling employees and exploring
flexible work arrangements. They’re
also focusing on creating more
diverse, equitable workplaces and
strengthening leadership benches
by exploring employees’ leadership
aspirations and potential.”
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POSITIVE TRENDS

APSCO AUSTRALIA SEEKS CLARITY

APSCo figures show good
performance despite Covid impact.

Association calls for split between professional
contractor and casual workforce.

The latest monthly Recruitment
Trends Snapshot report from
The Association of Professional
Staffing Companies (APSCo)
has shown vacancies for contract
and permanent jobs increased
in January when compared to
December 2020 as optimism
returned to the professional
recruitment sector. The data,
provided by growth analytics
platform, cube19, revealed
that following the usual dip in
recruitment activity over the
Christmas period, hiring bounced
back in January for both contract
and permanent jobs with roles
up 42 per cent and 38 per cent
respectively – indicating that the
current climate isn’t hampering
the regrowth from the pandemic.
The statistics also reveal that
while year-on-year permanent
vacancies were down 28 per
cent, the annual percentage fall
is continuing to decrease. In
December, the year-on-year drop

stood at 32 per cent signalling a 4
per cent improvement in January.
In comparison, contract vacancies
were down by only 11 per cent
year-on-year – a 5 per cent
improvement on December where
the drop was 16 per cent.
Elsewhere, the data reveals that
while permanent placements
increased by 7 per cent
month-on-month, contract
placements fell by 6 per cent.
However, there was an increase
in sales revenue from contract
placements (up 7 per cent
month-on-month) suggesting
that there were higher value
placements in January compared
to December 2020.
The daily tracking data reveals
that there was a flurry of activity
immediately after the Christmas
period with 14 per cent more
contract jobs added in the first two
weeks of January compared to
the last two weeks of the month.
On the permanent side, there was

a steady flow of jobs throughout
January with just a 2 per cent
difference between the first and
second half of the month.
Interview numbers increased
by 18.5 per cent in the last two
weeks of January compared to
the first two, suggesting that this
uptick will translate into positive
placement numbers in February.
“It’s incredibly encouraging to
see such a healthy uptick in
vacancies for both permanent
and contract roles
month-on-month following the
usual seasonal dip in December,’
said Ann Swain, CEO of APSCo.
“And while we entered the New
Year with the announcement
of another national lockdown,
schools closing once more, and
a return to widespread remote
working, our data suggest that
this hasn’t dampened hiring
intentions with businesses
remaining optimistic despite the
current restrictions. In addition,

the fact that the percentage
drop in year-on-year vacancies
for permanent jobs is closing
indicates we are certainly
moving in the right direction. It
is also interesting to note that
we are seeing higher value
contract placements indicative
of the increasing reliance on the
professional contingent workforce
as employers turn to agile and
flexible hiring solutions in an
uncertain market.”
Joe McGuire, global sales
director of cube19 added: “The
number of new vacancies in
January is very positive and this
is in spite of The Bank of England
reports that GDP is expected to
fall by about 4 per cent in Q1.
They are also projecting that
following this, there will be a
rapid recovery toward pre-Covid
levels throughout 2021 which
means opportunity will continue
to grow in our industry this year.”

Management team strengthen with
operations director.

permanent employees, particularly
during peaks in seasonal demand.
In order to plan strategically,
workforce planning is contracted
out entirely to a Stafforce Managed
Services Account Team who work
in-house and deal with everything
from forecasting, payroll, HR and
recruitment requirements.
Alison is well placed to understand
both brands having started her
career at Stafforce in 2005 in
the Hull branch. Over the last 16
years she has steadily progressed
from being a branch manager,
growing the team from 4 to
10, before her appointment as
senior branch manager in 2009
responsible for multiple branches

across Humberside increasing the
branch overall performance by
600 per cent. She became head
of Stafforce Managed Services in
2018 as a result of her knowledge,
passion for customer service and
ability to increase the client base.
It is this combined experience of
branch and onsite services, her
performance successes and her
understanding of the trends in the
future labour market that have led
to her promotion.
“The UK is currently experiencing
some major challenges in the
labour pool,” said Alison. “Brexit
has impacted the number of
migrant workers in the UK and
there are likely to be redundancies

excess of 50,000 professional
contractors across government and
private enterprise in Australia. The
association’s interest is to ensure
that the professional contractor
workforce are recognised as high
net income earners in professional
white-collar roles.
“Often engaged as independent
contractors, these professionals
are paid well above average
award rates and represent
a burgeoning sector that will

WORK CHANGED FOREVER
Survey finds 80 per cent of
businesses believe “world of work
has changed forever.”

STAFFORCE APPOINT

Having announced recent changes
to its executive board, recruitment
specialists Nicholas Associates
Group is now strengthening the
structure of its Stafforce brand,
following the promotion of Alison
Cook to operations director.
Currently head of the Stafforce
Managed Services brand,
Alison will now take much wider
operational responsibilities with
the long term goal of aligning the
internal processes, client delivery
and the candidate experiences of
the Stafforce Branch Network and
Managed Services brands.
Typically, a managed services
client will have a high volume
requirement for temporary and

The Association of Professional
Staffing Companies (APSCo
Australia) is seeking clarity and
segregation between the nature of
true casual employment and the
professional contractor workforce
its members represent. APSCo
has made the call as part of its
submission to the inquiry into the
Fair Work Amendment (Supporting
Australia's Jobs and Economic
Recovery) Bill 2020 (the Bill).
APSCo’s members represent in

in the hospitality, leisure and retail
sectors. It is vital that we
re-position the industries we
represent so that opportunities
in food, manufacturing and
engineering are seen as an
attractive long term career choice
and attract this highly skilled talent
pool. Our aim is to position our
clients as employers of choice and
help people to retrain or transfer
skills so that our vacancies are
filled with the right people.”
Alison will continue to report to
managing director of Stafforce
Tony Boorman, who also leads the
Stafforce business at Board level
on a day to day basis.

undoubtedly contribute significantly
to Australia’s economic recovery
post COVID-19,” says APSCo
Australia managing director,
Lesley Horsburgh. “This Bill has
the potential to jeopardise this
professional workforce, resulting
in significant impact to both private
and public sector employers, and
ultimately the Australian economy.”
While APSCo appreciates the
attempts of the government to
resolve ambiguities that currently

Four out of five businesses
believe the workplace will never
be the same again, according to a
new report. The ‘Flexible Futures’
report produced by Redwigwam
also found over half of the SMEs
polled said that creating a more
flexible workforce would be of
critical importance as the UK
looks to rebuild after the Covid-19
pandemic.
The company surveyed 500
businesses as part of the report.
Other key findings included:
• 45 per cent said their
businesses had been
negatively affected by Covid-19
• 24 per cent were forced to
make people redundant during
the pandemic
• 90 per cent said flexible
workers they have used have
always been excellent
• 50 per cent said flexible
workers had been vital in
helping them keep going
throughout the pandemic
Lorna Davidson, CEO of Liverpool
based Redwigwam, said: “We are
not surprised that 80 per cent of
businesses say the world of work
has changed forever. We can see
this from the surge in demand for
flexible workers throughout the
crisis and the conversations we
are having now with employers
wanting to create a more dynamic
and flexible workforce for the
future.
“The business leaders we
surveyed believe a more flexible

7

exist within the Bill, APSCo has
highlighted the weaknesses that
currently exist in its current form,
and called on the government to
amend the Bill to resolve these
problems.
APSCo will continue to advocate
on behalf of its Membership and
the wider professional staffing
and recruitment industry on this
important Government inquiry.

approach to work is here to stay
and that once the crisis is over,
businesses will be changed
forever,” she said. “People
simply won’t want a permanent
return to the office, and flexible
working will mean business
leaders feel more in control –
they can invest with less risk and
react more quickly to changing
circumstances.”
Burton’s Biscuits is a strong
advocate of flexible working.
Wills Jennings, Burton’s sales
controller, said: “There is an
increasing appetite for flexible
working as businesses have to
re-evaluate costs and overheads.
Flexible working becomes
more important as it gives you
the option to turn on or off as
appropriate for the business.”
Lorna said that creating vibrant
communities in the workplace
will be key moving forward. “As
the lines between our work and
home lives become increasingly
blurred, the need for purpose and
belonging is a key component of
our new working life.”
More than 130,000 flexible
workers are registered on
Redwigwam’s AI-powered
online platform, while 4,500
companies are looking to tap into
the Redwigwam community to
find the talent they need. Clients
include Coca-Cola, Kellogg’s,
Morrisons, Tesco, Burton’s
Biscuits, SimplyCook, Proper and
the Snaffling Pig Company. n
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HOW THE NETHERLANDS IS
PREPARING FOR THE NEW NORMAL
World Employment Confederation Dutch member, ABU, is celebrating its 60th
anniversary this year. We caught up with Director, Jurriën Koops to learn more
about the labour market situation in the Netherlands.

What are the main challenges and opportunities
currently facing the Dutch labour market?
There are a number of major influences at play in the labour market
right now – from demographics and technological advances through to
political and economic realities.
First up is demographics. We are all living longer and are going to need
to work and stay active for longer in the future. Our labour markets
and employment policies will need to adapt accordingly. Our working
population is also contracting due to our ageing society and we will
start to face a scarcity of labour in the years ahead. We are going to
have to create the best functioning labour market in the world in order
to overcome this – one that can move people from job to job swiftly and
smoothly, while also maintaining welfare systems at a strong level.
The Netherlands also faces a significant labour market mismatch –
particularly in the areas of digitalisation and technologies. As the digital
revolution progresses we will witness a fall in administrative roles and a
rise in work linked to IT and technology.
Next comes the fact that our labour market is not longer in balance. The
opposing needs of flexible and inflexible work have resulted in our job
market pulling in two different directions. Modern economies have a
growing need for flexibility and in many ways the Netherlands has taken a
lead in embracing flexible working solutions. Currently, some 35% of our
workforce has a non-standard contract. This is certainly the way of the
future, but we must ensure that this doesn’t leave workers exposed. The
Netherlands has one million self-employed people in a working population
of some 10.5 million and these people often find themselves in a vulnerable
situation with inadequate access to social protections and safety nets.

In sum, we have an urgent need to restore balance in our labour market.
Labour markets will be a key policy issue in our general election taking
place on 17 March and ABU has been actively engaged in advocating for
labour market policies that address these economic, demographic and
technological challenges.

What Is the outlook for flexible staffing? How do
you see the industry’s role evolving in both the
short and longer term?
The outlook for flexible staffing is very rosy. It presents a significant
opportunity for our industry. Labour markets of the future will experience
an increasing number of transitions as people move in and out of jobs and
sectors more rapidly. These are being driven by many of the elements
I have already outlined: demographics, IT, and the rise and fall in the
fortunes of different economic sectors. This trend has been building for
several years and has been further accelerated by the Covid crisis.
Rising labour market transitions mean an increasing role for intermediaries
in smoothing and facilitating the process. Our industry has strong
experience in supporting successful transitions and ensuring that people
remain in work. Many agency workers lost their jobs at the start of the
Covid crisis as work in entertainment and hospitality dried up. Fast
forward just eight months and they are all back in work as our industry has
transitioned them into high-growth sectors such as healthcare and logistics.
While this is all good news, ABU is also focusing on a number of areas to
enable our members to fully seize the opportunity that flexibility presents.
In particular, we are working to ensure that our sector, and agency
work, are well understood. Agency work is currently criticised more than

ever before – in part because of its role in the wider discussion around
flexibility – but also because not all players uphold the best standards or
abide by the regulations. It is not necessary to have a licence in order to
set up a staffing agency in the Netherlands, so unscrupulous agencies
can harm our business and our members.
We need better regulation and enforcement to safeguard the agency
work sector and keep it relevant in the future. We need to work with our
government to bring more added value to agency work and demonstrate
the benefits it can deliver to workers, user companies and labour markets
as a whole in balancing flexibility and security.

WEC is promoting social innovation as a way to
accommodate new challenges. What does this mean
in the Dutch market and how has that changed with
the Covid crisis?
Social innovation is needed to align workers’ rights and protections with
today’s work realities. Our government needs to accept that open labour
markets are here to stay. The Covid crisis has heightened the need for
agility and flexibility. People want to work differently than their parents and
grandparents did, so instead of trying to put the genie back in the bottle
and structure labour markets to fit a mid-20th century social security model,
the Netherlands needs to move forward and create a social system that
acknowledges that open labour markets are the future. We need a benefits
system that can be accessed by everyone - regardless of their work
situation or contract.
The fact that the Netherlands has a shrinking workforce means that we need
as many of our population as possible to work full-time. We are also going

to need it to function perfectly and for people to work smarter and more
productively. Similarly, if we want to attract migrant workers to pick up the
shortfall then we need to make our labour market as attractive as possible
and offer good housing, good labour and decent social benefits to people.

How prepared is the Netherlands for the post-Covid
world of work and what action is ABU taking to
supports its members and their client companies
and workers to lead in the new normal?
Our members have their ear to the labour market. They feel it, know it and
react to it. They will have a key role to play in the new normal and we are
taking a number of initiatives to help position them. Firstly, by providing
knowledge. We are undertaking research into the Labour Markets of 2030
to provide members with insights into what the world of work will look like
ten years from now.
Advocacy is important too, and ABU is working to ensure that the labour
markets of the future are regulated in the right way. Next, we are providing
an open and supportive network that allows members to meet, discuss
and share knowledge and experience with peers.
Finally, we are offering excellent quality standards to ensure that ABU
members are operating at the very highest level. I like to think of ourselves
as the Champions League of the Netherlands workplace.
As we exit the Covid pandemic our members will have an increasing
role in supporting companies in managing their workforce needs. Many
businesses are now grappling with remote workforces or moving to a
hybrid system and I am convinced that our industry has a vital part to play
in providing workforce management solutions that will help workers and
companies to thrive in the new normal. n www.theglobalrecruiter.com
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CloudCall for
Microsoft Teams.

It’s good to talk. It’s even better to keep a record.
Let your team call or message
clients and candidates direct
from your CRM and save
them automatically.

TALENTED AGE
Tania Bowers, Legal Counsel and Head of Public Policy at APSCo
outlines what you should have done by now.
When we think of the disadvantages people face in the recruitment
process, we might think of bias based on gender, race or sexuality.
And rightly so – these are characteristics that all too often put people
at a disadvantage when they’re looking for a job. But we are less likely
to think about age – and that’s a huge problem. A 2019 survey found

that 37 per cent of employees believed there was age discrimination
in their workplace and our research has found that a third of over-50s
think they’ve been turned down for a job because of their age. Now, our
new report finds that many employers aren’t taking steps to tackle the
issue because they don’t think it’s a problem in their organisation. This
means that not only could many over-50s be unfairly disadvantaged
in applying for jobs, many organisations could be missing out on the
wealth of skills and experience that these workers bring.

cloudcall.com

Working with the Institute for Employment Studies, we spoke to 20
HR professionals and five recruitment and diversity specialists to
understand employers’ perspectives on age-bias in the recruitment
process. Despite many employers stating diversity and inclusion were
important to them, few had strategies or approaches specifically aimed

at making the recruitment process more diverse and inclusive in the
context of age. Employers were more likely to believe that they needed
to take immediate action on gender and racial diversity, and many
analysed workforce and applicant data on those specific protected
characteristics and measured these against broader diversity and
inclusion strategies. But none of the employers or recruiters interviewed
had a specific strategy to improve age diversity in their workforce
because most said that age-bias wasn’t a problem. >

12 F RON T L INE

FRONT LINE 13
· Ensuring that the criteria against which cultural ‘fit’ will be assessed
are transparent and clearly communicated to applicants
· Recognising the importance of age-inclusivity explicitly and build
a workplace culture that acknowledges contributions of people of
all ages
· Challenging any negative perceptions and assumptions made
in the workplace about older workers and explicitly celebrate
contributions of workers of all ages.
With the pandemic presenting huge challenges for workers,
jobseekers and businesses, it has never been more important for
employers to make sure they are genuinely recruiting the best person
for the job – regardless of characteristics like gender, race, or age.
This means putting in place robust strategies to tackle bias in the
recruitment process. We hope our new report will be a useful tool for
employers and recruiters to make the most of a diverse workforce in
the months ahead.
We will be publishing more research on this topic in early 2021
looking at older workers own experience of the recruitment process as
well as an innovate experiment exploring how language used in job
ads can disadvantage different age groups. We will also be working
with employers and recruiters to put this research into practice. If you
have ideas or experiences that can help us to achieve this we would
love to hear from you. n

With the pandemic
presenting huge
challenges for
workers, jobseekers
and businesses,
it has never been
more important
for employers to
make sure they are
genuinely recruiting
the best person for
the job – regardless
of characteristics like
gender, race, or age.

Find out more on the Good Recruitment for Older Workers
(GROW) project here:
https://www.ageing-better.org.uk/good-recruitment-older-workers-grow

Perceptions of age
But it was clear that those interviewed held a range of negative
perceptions of older workers that could potentially influence the
recruitment process. These included: older workers ‘not tending to
want to work in junior roles’, ‘having poor IT skills’, being ‘more likely
to have issues with their fitness levels’, and younger people being
‘more flexible to the needs of the business’ more ‘presentable’ for
customer-facing roles.
We found that contrary to what many of those we interviewed believed,
there are many possible opportunities for age-bias to creep into the
recruitment process. Job descriptions which use ageist language, or
use criteria that exclude older workers like specific qualifications; an
emphasis on the subjective ‘cultural fit’ of candidates; unstructured
interviews where different candidates are asked different questions – all
can result in older candidates being unfairly disadvantaged. So too, of
course, can the presence of ageist stereotypes in a workplace. At an
organisational level, a lack of diversity strategies – or the exclusion of age
from those strategies – can compound these issues, along with a poor
use of data – for example making assumptions about age-diversity in a
workplace without properly analysing workforce and recruitment data.
This worrying research comes at a particularly grim time for older
workers. There are currently over 400,000 unemployed over-50s in the
UK, and new analysis this week showed that this group are more than
twice as likely as other age groups to be unemployed for at least two
years. But even before the pandemic, it was clear that more could be
done to make the most of the age shift in our workforce. Research has
shown that more than 800,000 people aged 50 and over are not in work
but would like to be, and that workers over 50 are half as likely to move
jobs as someone under 50.

It isn’t only these workers who are losing out, but businesses too.
Currently, over-50s make up a third of the workforce, and this is only
set to increase as the UK’s population ages. Overlooking this pool
of potential employees means shutting out a wealth of talent and
experience, not to mention forgoing the benefits that an age-diverse
team brings. Employers report that greater life experience makes
older workers better placed to manage themselves and others in the
workplace, and mixed-age teams can help solve complex problems
by bringing together a mix of ideas, skills and experiences.

The way ahead
Our report lays out clear steps for employers committed to tackling
age-bias in the recruitment process and ensuring they recruit a
genuinely diverse workforce. These include:
· Circulating job advertisements as widely as possible to ensure they
are reaching people from a wide range of backgrounds
· Considering the impact of recruitment processes on people from
multiple under-represented groups, e.g. older women, people from
ethnic minority backgrounds with disabilities
· Using application processes that reduce explicit and implicit age
cues, such as standardised application forms rather than CVs
· Collecting and analysing the age profile of the current workforce
as well as job applicants to evaluate whether job advertisements
are attracting candidates of all ages. Report this to management
boards in order to identify and improve under-representation
· Structuring the interview process using multiple decision-makers,
predefined questions and scoring mechanisms to mitigate the
impact of potential age bias

LET US TAKE ON
YOUR RISK
Entity Solutions engages workers on your behalf,
minimising the compliance and financial risk.
We can manage the entire procure-to-pay lifecycle
of contingent talent for recruitment agencies around
the world.

BENEFITS
For Business

For Workers

Peace of mind about
contractor engagements

Consistent and reliable
payments

Visability of spend and
headcount

Quick online onboarding

▶ GET IN TOUCH
enquiries@entitysolutionsgroup.com

www.entitysolutionsgroup.com

+61 3 9600 0333
www.theglobalrecruiter.com

UP C LOSE 15

REINVENTING RECRUITMENT
Neil Purcell, CEO, Talent Works explains how the recruitment function can
change to meet the demands of business.

When reading the business press, agility appears to be one of the must
have organisational traits for 2021. Agility can only come from business
transformation, which requires new processes and systems to drive it.
This in turn drives the requirement for digital and tech roles as a result,
tech talent has come to the forefront. Smaller startups have found new
niches to fill and compete with big tech as whole industries adapt their
operating models. Today’s high demand for tech talent has resulted in an
average of seven roles available for every tech candidate. In a market
so candidate driven, it is undeniably time for the recruitment industry
to rethink from within. When faced with new roles to fill in a market
that favours the candidates over the recruiters, it’s undeniably time for
recruiters to make a change.
We’re no longer seeing 40-strong HR and talent acquisition teams, for
the foreseeable future hiring managers are unable to meet prospective
team members face-to-face, and employers are continuing to manage
– and hire – from afar. However, almost a year into the pandemic, it’s no
longer viable to only implement short-term reactions at the expense of
future growth. In fact, while companies and processes are in a constant
state of evolution, the time has never been better to radically reinvent for
the future.

Do less with more
Resourcing has to be streamlined in a time of economic uncertainty.
Even in the booming industry where demand for talent is high, the
need to scale without incurring large increases to fixed costs or, more
importantly, unpredictable costs is imperative. The question of how to
recruit is equally as important as who to recruit. And this is where the
support of an external partner can really augment the capability without
needing to hire a team of ten permanent employees which, as well as a
considerable financial concern, presents a talent acquisition challenge
in itself.

Outsourcing recruitment isn’t necessarily a case of simply passing
the whole process over to an external recruiter, in fact working with
Recruitment Process Outsourcing (RPO) providers can introduce the
perfect blend of internal expertise with a new external perspective that
can allow for a more diverse perspective and added flexibility.
In this way, recruitment professionals can not only do a lot more
with a lot less, but they can provide a more streamlined approach.
Talent partners can help provide an external point of view and enable
internal recruiters to track a candidate’s experience and opinions when
marketing the business. They have the expertise to reinvent recruitment
in a way that works for your business and find the best candidates with a
long-term objective that may not have been previously considered.

Don’t reduce candidates to data points
The pandemic has reinforced the power of technology for all businesses
– but it has highlighted the importance of the human touch too.
Recruitment technology can help, but it’s vital that it doesn’t dominate
the process.
Candidate experience should be treated in the same way as customer
experience – both are all about communication, transactions and
understanding the human behind the data. In the same way that you
want to retain a customer or convert a prospect into a lead, recruitment
needs to appeal to the human that has made the application, to
understand their talents skills and priorities and, ultimately, to onboard

the right candidate as a long-term employee. Just because we can’t
meet candidates face to face, it doesn’t mean that you can’t make their
experience feel personal. Now more than ever, a human connection is
valued in a virtual working environment: keep in contact with candidates,
even if the update is a bit of a non-update, people will appreciate hearing
from you at this time and it can keep candidates warm.
Reducing the transaction to only numbers and trends excludes the

human to human understanding, makes true communication of
company values difficult and can obscure the surprises from candidates
that may otherwise be missed.

Look for the surprises
Box ticking recruitment means you miss the diamonds in the rough.
With access to a global talent pool, HR teams cannot exclusively rely
on forms or algorithms to sift through the applications and highlight
the best fit. Often the best candidates are the ones that surprise you.
Don’t assume that just because you’re eliminating people from your
recruitment process that your systems will ultimately hand you the
best applications for the role. As much as technology can reduce
much of the manual workload, it’s still important to go through some
of the CVs to understand exactly what a suitable but non-standard
candidate might look like and make sure that your filter isn’t knocking
them out in an automated fashion. In some instances, candidates
could have a combination of skills which you might not yet have
considered as complimentary.
Due to the pandemic, employers are seeing high volumes of
applications for jobs for certain roles which means they’re relying more
on binary processes. Organic recruitment should acknowledge the
entire spectrum of employee experiences: there’s no room to continue
to post and pray for the right talent in the streamlined workforce of
the future.

Now is the time for scaling businesses to shine
With startups springing up to bring new solutions to the virtual
workforce market, it’s time for scaling businesses to sow the seeds of
their long-term future and stand out from the more established names.
Not everyone wants to work for a FAANG (Facebook, Amazon, Apple,

Netflix, and Google) and startups and scale-ups are being given the
stage to make their case: today employer branding is king.
Recruiting from within a small and focussed team can provide the
opportunity to really sell a business brand beyond a bulleted list of
responsibilities and perks. Break down your priorities and build a
standout EVP from the ground up that doesn’t just tick the recruitment
boxes on a performative level, but actually has its roots in the
board-level values of the business.

Think retention as well as recruitment
Recruitment costs time, time costs money. It’s in the interest of
employers and candidates alike that businesses are equally focused
on recruitment and retention. In a time of uncertainty, everyone is
craving security. In today’s business landscape, organisations need
to understand attrition and prove that they are healthy and growing
to stand out to candidates who are reluctant to move jobs due to
uncertainty in the jobs market. Loyalty is a valuable asset
in recruitment.
It’s simply not possible to be swayed to the short-term opportunity
without acknowledging the future. Think about how you measure
wellbeing and employee satisfaction as an organisation and set
those benchmarks early on – what executives think is key in retaining
employees is rarely echoed by the employees themselves. It’s
important to build two-way trust from the very first step of the process
if you want to nurture long-term talent.
The recruitment decisions you make now will affect the way you
operate in the future. Although it’s uncertain what the future holds,
you must recruit with it in mind to reduce costs in the present and
the future and set up your business for long-term success. It’s not
possible to constantly introduce new processes without keeping the
long-term at the forefront of your mind. n
www.theglobalrecruiter.com
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DIGITAL RISE
Bullhorn survey shows rise in tech approach.

We understand that developing a compliant PSL is
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that pay lip-service to compliance and those that are fully
committed is complex, costly and time-consuming. Getting it
wrong can have serious implications on your business.
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Adhere to rigorous standards.
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Recognised as the industry’s compliance gold standard for
umbrella employers, contractor accountants and CIS payroll
providers; agencies can reduce risk by committing to a PSL
comprising exclusively of fully compliant and transparent FCSA
Accredited Members.

Take a closer look at your PSL. Check they’re an

Accredited Member
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Bullhorn's 2021 Global Recruitment
Insights and Data (GRID), has
identified a dramatic rise in
the number of UK recruitment
businesses employing a digital
transformation strategy. According
to a survey of more than 2,000
recruitment professionals, more
than two-fifths (43 per cent) reported
having a digital transformation
process in place, compared to
only a quarter (25 per cent) last
year. Recruiters whose firms aren’t
undertaking a digital transformation
process say that COVID-19 has
made them more likely to adopt one
(23 per cent), while other firms say it
has ramped up their existing efforts
(33 per cent).
"The industry's digital transformation
is both positive and essential,” says
Andy Ingham, senior vice president
sales, EMEA & APAC at Bullhorn.
“Having the right technology in place
helps agencies to withstand storms
by helping all areas of the business
improve their operations and
recruiters to deliver greater value to
their clients and candidates."
For the first time in 10 years,
talent shortages were not listed
in Bullhorn's staffing trends report
as the number one challenge for
staffing and recruitment agencies

in the UK. This challenge has been
replaced by COVID-19 related
impacts on the labour market
(53 per cent) and hiring freezes
(36 per cent). These findings echo
the latest statistics from the Office
for National Statistics (ONS) on UK
unemployment. In the three months
to November 2020, unemployment
was estimated to be at five per
cent, an increase of 1.2 per cent
on the previous year and meaning
that some 1.72 million people were
unemployed in the UK.
When asked where the biggest
impact of COVID-19 will be felt in
the industry, after the unemployment
rate (25 per cent) and economic
instability (24 per cent), a tenth
of recruiters said the volume of
candidate requisitions from clients
(11 per cent) and moving to digital
processes sooner (10 per cent). A
quarter (26 per cent) say that they
now plan to branch out to serve
clients in sectors or industries that
they haven't before. More than a
tenth (15 per cent) predict a drop
in the number of new competitive
recruitment companies due
to consolidation and business
challenges.
“With more candidates than there
are placements, recruiters are faced

with a difficult problem,” Ingham
continues. “It isn’t the case that
more candidates make jobs easier
to fill – you still need exactly the
right person for the job, and indeed
some industries are still facing talent
shortages.
“Nevertheless, optimism and
opportunity abound in the
recruitment industry amidst
challenges, as shown by the
number of respondents planning
to change tactics and pursue other
industries. The agencies that have
multiple functions should be best
placed to upskill staff to work in
other areas of the business, but
smaller agencies can turn their hand
at this with the right infrastructure in
place.”
Remote work is here to stay
Like many other industries, the
recruitment industry underwent a
huge shift to remote work in 2020,
and it doesn't look like that's going
to change any time soon. Nearly
a third (32 per cent) said their firm
will use less office space, almost all
(96 per cent) said that at least some
of their team will work remotely in
2021, and a similar amount (90 per
cent) expect at least some of their
team to work remotely after the
COVID-19 crisis. When asked about

the largest impact from COVID-19
on the industry, nearly two thirds
(62 per cent) said remote jobs will
be more common.
Ingham says: "Recruiters are well
versed in building relationships,
so they are well-placed to thrive in
a remote environment. Even so,
retaining clients and finding new
ones without shaking hands in
person is challenging. While the old
way of operating remains unviable,
firms should consider new ways
of keeping their clients’ attention
by becoming their go-to resource
for all news and ideas relating to
recruitment and employment.”
Challenges by region
The data also shows that UK
recruiters are more likely to report
economic uncertainty as a key
challenge (34 per cent) for the year
ahead, by comparison to recruiters
in North America (24 per cent) and
EMEA (23 per cent). However, UK
recruiters were less likely to report
a talent shortage (34 per cent) by
comparison to EMEA (45 per cent)
and North America (41 per cent.)
Winning new clients (56 per cent)
was listed as the top priority for UK
recruiters, over candidate acquisition
(50 per cent) and engaging
candidates (31 per cent).
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DIRECT SUCCESS
Job platform scores success despite pandemic impact.
Job discovery platform
DirectlyApply is celebrating its
second birthday after enjoying
its most successful year to date.
Despite lockdown and the fall
in available jobs, DirectlyApply
experienced rapid growth over the
last 12 months, seeing revenue
jump by 1,400 percent.
The platform, which directly
connects jobseekers to the roles
they want, has introduced more
than 30 major features since 8th
February, 2020, while jobseeker
traffic has risen 2,150 percent
from last year. Among the new
features launched in 2020 and
early 2021 were a Diversity &
Inclusion Checker, which allows
both employers and jobseekers

to scrutinise job descriptions
for unconscious biases, and a
Resumé Builder, which lets users
build a CV quickly and easily.
Commercially, the platform
focused on supplying candidates
within delivery, logistics and
supermarket retail, playing its
part in helping to fill ‘key worker’
positions that kept the country
going as COVID-19 spread. It
also took part in a US-led initiative
and provided candidates working
in healthcare to employers at no
cost.
Throughout the pandemic,
hundreds of SMBs across the
UK and US have been directly
posting their jobs on DirectlyApply
to find new employees. As

the lockdown begins to ease,
DirectlyApply is aiming to help
thousands more SMBs connect
directly with the jobseekers they
need to help build and grow their
businesses.
DirectlyApply, whose
Click-to-Apply rate has also
increased to 30 per cent, is now
looking to add new members to
its team so it can build new tools
and create new resources to
improve the jobseeker experience
and, ultimately, help jobseekers
find meaningful work.
“We’re really happy with the
progress we’ve made over the
past year, despite the pandemic,”
said Dylan Buckley, co-founder
of DirectlyApply. “Our aim has

TALENTIS LAUNCHES
Ikiru People Launches Talentis – the new
generation of executive search platform.
Ikiru People, a wholly owned
subsidiary of Dillistone Group Plc,
has launched Talentis, its next
generation of executive search
software and candidate sourcing
platform.
The new platform is built upon
the Talentis TalentGraph which
takes advantage of big data and
artificial intelligence technology
to track publicly available
information on executives and
the organisations they work for.
At launch, Talentis TalentGraph
contains profiles of millions of
executives – including profiles
associated with senior executives
who may not be found on
platforms such as LinkedIn – and
has the ability to recognise and
interpret executive information
across more than 1 billion distinct
webpages.
The tool may be used as a
standalone executive search

software or alongside an
established recruitment CRM.
Ikiru People has also announced
that Talentis will be made freely
available to all users of its existing
FileFinder SaaS product.
“The ethos of Talentis is ‘the
internet is your database,’” says
Dillistone Group CEO, Jason
Starr. “Our use of big data and
artificial intelligence techniques
allows our users to review context
relevant information about
potential candidates, in a highly
efficient and unique manner.
“These developments will
transform how recruiters find,
engage and recruit candidates for
leadership roles.”
To learn more about the platform
and book a place at a launch
webinar visit https://www.talentis.
global/recruitment-software/
insights/

always been to help anyone who
wants meaningful work to find it,
and that’s a more urgent need
than ever.
“We have big ambitions,
including to grow the team and
develop new tools to improve the
jobseeker experience. So though
we’re thrilled with how far we’ve
come, we’re not done yet.”
Other features introduced last
year include a Job Application
Tracker, Applicant Tracking
System, Community Forum
and Universal Search. In 2021,
DirectlyApply aims to launch
a platform specifically for UK
government jobs.

HIVE360 & ROCKET TAKE OFF
Lift-off for recruitments’ mobile tech powerhouse partnership

A strategic partnership bringing
together two of the recruitment
sector’s most powerful mobile
tech solutions providers is set
to deliver real-time integrated
app-based benefits, rewards and
HMRC-compliant payroll and
accounts software.
HIVE360, the HMRC-compliant
outsourced payroll and employee
engagement specialists, and
temporary workers recruitment
software provider Rocket
Software, have joined forces
in what they describe as
a ‘ground-breaking tech
powerhouse partnership’,
in a first-of-its-kind strategic
partnership in the UK
recruitment sector.
“The partnership combines the
power of Rocket’s TempID+
software and HIVE360’s
ground-breaking Engage app,
to deliver brand new benefits
and rewards,” explains David
McCormack, CEO of HIVE360,
which is a Gangmasters and
Labour Abuse Authority (GLAA)
license holder and corporate
member of Inspiring Workplaces.
“The resulting solution connects
directly into the Pocket Rocket
mobile app that automates
everything from real-time entry
of worker’s timesheets to payroll,
billing and compliance.
“This is such a timely mobile and
tech-first solution for recruiters
– particularly specialist temporary

worker recruitment businesses
– that are set to feel the impact
of the new IR35 off-payroll rules
when they come into force on
6 April 2021, and are on the
lookout for easy-to-use, efficient
tech that ensures full and
on-going compliance,” he says.
“It also supports the shift to the
COVID-19 virtual world of work by
supporting businesses to survive
and grow, and provide essential
health support for their
workers.“Integration of the
market-leading Rocket Software
and HIVE360 tech has been
smooth and effective,” he
explains. “The strategic
partnership is underpinned
by integrating HIVE360’s
market-leading employee health,
wellbeing, benefits and rewards
app features into the Pocket
Rocket solution, to provide users
with an array of inclusive benefits
such as unique retail discounts,
and 24/7 GP and mental health
support via their mobile phone
app, giving on-the-go, real-time
wellbeing support.”
Rocket Software is used by
around 300 of the UK’s most
dynamic and busy temp
recruitment businesses including
D&D, Titan, Fresh Start, and RSW
Group. The company provides
payroll and accounts software
solutions to an average 60,000
key workers and drivers across
multiple sector that include the

healthcare, industrial, hospitality,
construction, engineering,
cleaning and security sectors.
The company’s MD, Danny
Steel explains: “We have been
looking for a strategic partner
in the employee benefits
space and after reviewing
numerous potential partners,
we found HIVE360 innovative,
collaborative, progressive and
creative. Their mobile-based
tech easily integrates with our
TempID+ software and Pocket
Rocket app, and as GLAA license
holders with much experience in
this vital sector, we felt HIVE360
was a really good fit for us, and
so they became the obvious
choice for our preferred strategic
partner.”
He adds: “HIVE360 is leading
the way in innovating employee
engagement for the UK
recruitment sector with a
value-added suite of tailored,
personal, employee benefits,
well-being support and a
constantly evolving choice of tools
to aid improved communication
and recognition of workers. Such
an enhanced approach means
exceptional support for recruiters,
their workers and their clients.”
Since the first lockdown in March
last year, Rocket Software has
recorded an 18 per cent rise
in the number of user licences
for its software, which Danny
says proves the value of reliable

IT solutions for recruiters:
“Transparency and accessibility
are vital for the worker/agency/
client relationship to work
effectively. The HIVE360 and
Pocket Rocket tech partnership
takes this to a whole new
level by delivering against this
critical requirement to provide
accessible, much-needed benefits
and rewards that are especially
important to our clients and their
clients. It’s a great offering for the
vital workforce of key workers
during the current challenging
times and personal health risks
these present, and it also helps
boost candidate loyalty and
retention, which is a huge factor
for success and growth in the
competitive recruitment sector.”
HIVE360 is a specialist employee
benefits and outsourced payroll
provider. Its compliant and
reliable PAYE payroll support
and comprehensive employment
administration reduce overheads
and improve operational
efficiencies for businesses and
their workforce. As part of the
solution, HIVE360 supports its
clients in kickstarting employee
engagement strategies and
activities by empowering them to
deliver essential communication,
wellbeing support and lifestyle
benefits via its employee digital
health and wellbeing app,
Engage. n
www.theglobalrecruiter.com
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EXPERIENCING WORK
Nicole Alvino, co-founder and CSO, SocialChorus on
how improved IT collaboration improves the digital
employee experience.
2020 ushered in a new era of work for all of us. Around the globe we have had to embrace remote
and hybrid working – learning new ways to collaborate and communicate with our colleagues.
While business collaboration and communication tools have been gathering pace for several
years, the Digital Employee Experience (DEX) – an employee’s digital interactions – has become
more critical to business survival and success than ever before.
In fact, a recent Forbes report, The Experience Equation, further confirms this – stating that 89
per cent of surveyed executives, at companies that consider themselves revenue-growth leaders,
agree that better employee experience (EX) leads directly to better customer experience (CX).
The survey indicates that high EX drives high CX and that CX fuels revenue growth. Among
executives representing companies that regard themselves as leaders in expanding total sales,
54 per cent strongly agree that CX leads to fast revenue growth, compared with 36 per cent of
executives representing average or below-average companies (ABAs).
Covid-19 has undoubtedly accelerated many businesses reviewing and upgrading their
communications systems and processes, the successful implementation of which depends on
harmony between the tech expertise of CIOs and their IT teams, and the human input of HR and
Internal Communications (IC) departments. However, we, at SocialChorus, recently undertook
some research to assess the lie of the land given the current challenges we are all facing. The
results were concerning – uncovering a gulf in the motives and actions of these groups that is
currently hampering efforts to improve DEX within their organisations. >
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Decision makers
One of the most worrying findings was that an overwhelming 88 per
cent of CIOs claim the buck stops with them in purchasing decisions
for collaboration and comms tools. Just 11 per cent state it’s a
decision for HR/ICs. To make a decision about a tool that directly
impacts an organisation’s people, without involving the teams
responsible for people, seems counter-intuitive.
Perhaps the starkest example of corporations lacking collaboration
around DEX is revealed by just 30 per cent of HR/ICs stating they
collaborate with IT to deliver successful employee engagement
(although, interestingly, 53 per cent of CIOs believe this is the case).
This decision making in isolation is resulting in a DEX divide that will
undoubtedly impact the bottom line.
Overall, it seems that many CIOs are working on a ‘pull’ basis when it
comes to employee engagement. That is, they are building a system
and expecting the employees to come. However, the mentality of
“we’ll build it and they will come” is a recipe for disaster.
Conversely, our research showed that the HR and IC teams exhibited
much more of a ‘push’ behaviour when it comes to employee
engagement – that is, they view engagement in terms of what
employees need.
Certainly, there is a desire among HR and IC teams for DEX to align
with employee concerns, rather than the technical aspects of
roll-out observed by CIOs. This is perhaps unsurprising when well
over half of HR/ICs (57 per cent) state they are under more pressure,
since remote working became the norm in the pandemic, to develop
a cohesive approach to employee engagement.
The research conducted also showed some concerning figures in
terms of how HR and Internal Communication functions felt they
were perceived amongst senior leaders – believing that only 31
per cent of CEOs, and 22 per cent of CIOs, felt that their buy-in was
crucial. Similarly, the perception was that 37 per cent of CEOs and
27 per cent of CIOs ‘believed’ in Internal Comms.

Bridging the divide
Undoubtedly there is much to be done to bridge this DEX divide. Of
course, this is a movement which needs to be driven from the top
– and CIOs must be integral in leading this charge and engaging HR
and IC from the outset.
But it is also imperative that HR and IC take the time to deepen
and broaden their understanding of all areas of the organisation.
As Gartner said in their ‘Understanding Internal Partnerships for
Improving the Employee Experience’ report:
“As HR leaders apply a more expansive view of the employee
experience to their work, the internal stakeholder relationships they
are prioritising will also likely need to shift, taking HR leaders more
frequently outside of HR.”

In order to support any top down drive to improve DEX, it is essential
that HR and IC teams strive to get more buy-in from the C-suite at
the very start of any employee engagement discussion.
At a time when employees are crying out for information about the
business they work for, their roles, or simply the need to engage
with each other—on their terms, as efficiently as possible— it’s
incumbent on these different departments to bridge this divide.
The first stage if this is for departments to work together, and
the second is to recognise and overcome these issues.On a more
positive note, our research did show that there are several things
that both groups aligned on. For example, there was agreement that
the biggest opportunity around employee experience is increased
productivity—CIOs (56 per cent) and HR/ICs (47 per cent).
They also closely align on the concept of engagement equalling
improved employee retention:
· 50 per cent of CIOs suggesting this is the case vs. 42 per cent of
HR/ICs
· and affording leadership the ability to reach all employees (CIOs
41 per cent and HR/ICs 37 per cent).
There’s further room for optimism based on the thoughts of both
groups about how employee experience can be improved. Enabling
two-way communication, through better DEX underpinned by
technology, is a popular response among both CIOs (46 per cent) and
HR/ICs (40 per cent). Meanwhile, almost as many CIOs (41 per cent)
as HR/ICs (44 per cent) agree that investing in mental health and
wellbeing support should be a major part of any programme.
Ultimately, any engagement programme must be built around what
the workforce wants and needs to be able to do their job better. IT
departments, HR, and IC teams all need to work together to provide
engaging a Digital Employee Experience (DEX) that works for
everyone in the organisation.
The opportunity is there for the taking. Those organisations
willing to embrace DEX will not only unite disparate workforces
but also drive greater value to the bottom line. Only by doing this
and developing a best-in-class digital employee experience will
organisations not only survive but thrive. n
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TECHNOLOGY
TO TRUST
Agata Nowakowska, area vice president, Skillsoft, discusses
using AI without bias.

Artificial Intelligence (AI) is one of the fastest-growing and popular
data-driven technologies being used all around the world. A recent
report from Cognizant revealed that almost a fifth (18 per cent) of UK
organisations are already in the advanced stages of AI maturity, with
the number of firms proficient in the use of various AI technologies
expected to jump further over the next few years.
However, the growing use of artificial intelligence (AI) in sensitive areas,
such as in the recruitment, judicial and healthcare sectors, has led to
concerns surrounding objectivity and fairness. While human biases and
flaws are well-documented, society is now wrestling with just how much
these biases are making their way into AI systems.
In fact, whilst we readily handed over decision making powers to AI
solutions as a fairer way to determine prison sentences, approve credit
applications and perform facial recognition evidence shows that social
bias can be reflected and even amplified by AI in dangerous ways. But
how exactly has the problem of bias in AI developed? And how can we
work to ensure a fairer future, with technology we can trust?

An impressive list of pros
We first came to rely on and love AI systems as a source for predictive
modelling and automated decision-making. Visionaries imagined an AI
Utopia, free from human mistakes or poor judgements – which would
no longer be affected by a bad day at work, lack of sleep, or brief
moments of distraction or impulsivity. A future driven by AI was often
depicted as one paved with improvements across every aspect of life.
Developers hurried to construct consistent and efficiently operating AI
systems that used sophisticated algorithms, which got smarter over
time with machine learning.
AI systems have an impressive list of strengths. They show versatility,
accuracy, reliability, autonomicity, and are fast and affordable. Indeed,
according to Accenture, incorporating AI into the workplace has the
potential to grow productivity by 40% or more. And, from AI robots
handling hazardous situations (disabling bombs and cleaning up
chemical spills); to Domino’s Pizza using AI to integrate weather data

into staffing and supply chain management – AI has been successfully
utilised for a wide-range of uniquely complicated assignments. As
artificial intelligence has advanced, we have come to depend on it
across many parts of life, with AI robots like ‘Alexa’ and ‘Siri’ now
commonplace in living rooms across the world.

Reflecting and amplifying bias
AI advancements show transformational potential and in part provide
a solution to human biases. This is because AI systems are able to
reduce human’s subjective interpretation of data, with machine learning
algorithms considering only the variables that improve predictive
accuracy.
However, AI systems don’t truly mask human biases, and their
decisions may be just as unfair, prejudiced, or discriminatory as the
humans who conceived and encoded bias in them. In fact, growing
awareness of bias in AI systems that performed employment
screenings, university admissions, criminal justice, bank lending
practices and medical services, fuelled a growing outcry against the
technology.
In 2015, for example, Amazon realised that their algorithm for hiring
employees was biased against women. The algorithm they used for
recruitment was based on the number of resumes submitted over the
past ten years, and since most of these applicants were men, it was
trained to favour men over women. Across the board in all job roles and
levels, the software development community lacks diversity, a primary
source of bias. Indeed, with most AI systems modelled on human
behaviour, lack of diversity increases its probability.
Furthermore, machine learning (ML) has the potential to create an
echo chamber for amplifying bias. If the goal of ML algorithms is to
train models to maximise their predictive accuracy, then the bias that is
fed into these algorithms will be preserved and amplified. So when AI
systems make mistakes, they are often more harmful and at a larger
scale than if a human made them - perpetuating a vicious circle of
bias and discrimination, and risking damage to brand and reputation.

Fairness comes first
Whilst these findings cast a shadow on the AI Utopia visionaries first
imagined, recognising the disruptive impact of bias is the first step
towards controlling and improving it. It is only with greater awareness
of bias, and by applying these lessons, we can begin to restore trust in
algorithms and AI systems.
This starts with realising that we cannot take fairness for granted,
and to successfully eliminate bias, we need to question, review, and
build in fairness through every aspect of AI system development. It
is also too risky to depend entirely on AI systems for a fair outcome.
High stakes applications require side-by-side participation of human
and AI decision-makers as the risk of unexplainable or unfavourable
outcomes is too great.

New rules to rebuild trust
The potential for AI to drive revenue and profit growth is enormous.
However, the problems of AI bias need to be addressed first, to
ensure AI systems don’t repeat the mistakes of the past and deliver
fairly. Fortunately, many AI researchers are working hard to address
the problem, developing new algorithms that detect and mitigate
hidden biases with training data and processes which hold companies
accountable for fairer outcomes.
Organisations and developers should also follow a new set of rules
when developing AI systems to ensure fairness. For example:
1. Evaluation, evaluation, evaluation
When deploying AI, it is important to anticipate areas potentially prone
to AI bias, and stay up to date with reviewing how and where AI can
improve fairness. Business leaders should create fairness metrics which
measure fairness at each stage of development, including: design,
coding, testing, feedback, analysis, reporting, and risk mitigation.

Developers could also create design models that test the AI systems
and challenge results. Performing side-by-side AI and human testing
and using a third party judge to challenge the accuracy of these tests
and to try and look for possible biases, will help support progress.
2. A human touch
As AI reveals more about human decision making, leaders can
consider how AI can help surface long-standing biases that may have
gone unnoticed and how human-driven data processes might be
improved.
Everyone in the organisation should be given responsibility for driving
out bias. Educating employees on the importance of fairness and
undertaking bias training, will help develop a culture that is better
equipped to build fairer systems.
3. Invest in diversity
Currently, artificial Intelligence does not encompass society’s
diversity – women, minority ethnicities and people with disabilities,
for example, are underrepresented. A more diverse AI community will
be better equipped to anticipate, spot, and review issues of unfair
bias. Organisations can help rectify this by widening their recruitment
net, wider and by investing in AI education, skills development, and
providing support to a more diverse group of software development
candidates.
Artificial intelligence has advanced rapidly in the last decade, and
this shows no sign of slowing down. However, whilst the technology
presents many exciting benefits and opportunities, evidence shows
that AI can also reflect and amplify social bias in dangerous ways.
However, whilst identifying and controlling bias can be difficult, new
technology solutions are paving the way for ethical AI technologies.
Organisations and developers too should commit to eliminating
biases, both human and AI, as prioritising fairness will ultimately
develop trust. n
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IT’S A NEW OLD WORLD
Harvey Nash Group’s technology evangelist, David Savage, discusses the
ongoing impact of recruitment technology.
“In 2010 LinkedIn had 70 million users, in 2020
that number has swollen to 700 million.”
What phrase is guaranteed to immediately alienate a room of recruiters?
‘Back in my day.’ Cue eyes rolling, phones idly checked and people
sliding down their chairs a little further. Recruitment has changed with
the world, but with significant lag. People who excel at sales tend to be
creatures of habit and resistant to change; if it worked for them, it’ll work
for you. It can take a lot to convince a sales leader to embrace new
modes of working when the continual pressure of targets.
This creates a challenge; the world is changing quicker than ever
but sales organisations may struggle to adapt. The pandemic has
only exacerbated the problem; technology enabled businesses have
experienced double-digit growth in just a handful of months, I’ve
spoken to many on my podcast Tech Talks. While this is sustaining
the recruitment sector (who are eager to eulogise about the effect of
technology and its transformative power), many working in the industry
risk being left behind.

“We’ve hit a point of no return, this is normal.”
– Jason Brennan, CEO of Luminance
Luminance are a legal tech firm who use natural language processing
to reduce the workload of junior lawyers. Rather than reading through
contract after contract, the technology (once deployed) allows junior staff
to focus on higher value work, developing their skills quicker. The effect,
of course, is that legal firms need to hire less junior legal staff; fewer jobs,
but a clear path to progression in the firm with their role being augmented.
In the first six months of the pandemic Luminance saw a 30 per cent
growth in their customer base. Faced with a competitive market, firms
saw the opportunity to hire a different skill set and nurture that talent.
Suddenly the war for talent is less acute and retention is aided by the
ability to truly meet the aspirations of their staff. Luminance was being
adopted pre-pandemic, but not at the rate it has been post-pandemic.
Dealing with change
Jason, the CEO, has a fairly traditional mergers and acquisition
background; by his own admission he was resistant to change. But the
twin forces of COVID and technology advancement have forced him to
reappraise the role of tech within his own organisation; he now enthuses
about the remote-office and its benefits. Tools which had been deployed
but not adopted, are now being embraced as a means to survive. We are
beyond the point of return to the world we experienced just 18 months
ago as technology changes what we’re selling and how we operate.
So, what does this have to do with the recruitment industry? We have
been talking about the need to change the way we operate for years. The
model of local market expertise is expensive and out of step with today. In

the technology sector, our market has evolved to include a much greater
degree of flexibility than the traditional recruitment model allows. One
client of the Harvey Nash Group started the pandemic on the cusp of
moving into shiny new offices just outside New York. The ambition was
that the whole company would be on a campus, bringing their whole
community together. The same firm hired a technology engineer in Saudi
Arabia just a few months into the COVID outbreak. Would that have
happened without a pandemic? Absolutely not. But with many workers in
the tech sector shut away in their living rooms, kitchens, bedroom, and
dining rooms the remit for finding the best talent broadened.

“If what you have done yesterday still looks big
to you, you haven’t done much today.” – Mikhail
Gorbachev
At the end of the Soviet era, Gorbachev recognised the USSR needed
reform to survive. Perestroika was intended to extend the life of the
USSR and bring it inline with modern-Western powers. The changes
unleashed were like letting the cork out of a bottle of champagne. There
was no turning back and Moscow lost control leading ultimately to the
fall of the Berlin Wall. The war on talent has been crying out for new
ideas and ways of thinking. To imagine that after you start to build truly
global teams and change the way you operate, that you can also return
to ‘normal’ is naive at best. If our clients start to move quickly down this
route we will be forced to follow.
Both culturally, and technologically, the traditional recruitment model
is being stretched. Local market experts often sit on contingent,
transactional roles from volume accounts. A cheaper alternative is
exploring near-shore and off-shore delivery. I don’t imagine it is long
before a Luminance-like offering utilising natural language processing is
built into a CMS.
What does that mean for the recruiter? Fewer needed, but in an evolved
and elevated role. The successful consultant of the future will work in
a newly digital global village, specialising in deciphering the political
nuances and idiosyncratic needs of senior hires rather than finding five
engineers. Technology hasn’t killed recruitment. LinkedIn wanted to eat
the recruitment industry for breakfast, but their strategy is now to partner
with agencies. At the start of this article I stated the number of LinkedIn
users in 2010 and 2020; good recruiters will be needed to find the value
in amongst 700 million users.
When I sat at my desk on day one I had a telephone, email, and a very
Atari-like database. Over the year’s technology made the recruiters world
increasingly fragmented, noisy and (at times) easy. Now technology
threatens to make the lazy recruiter obsolete with the emergence of
machine learning and natural language processing. That said, some of
the skills needed when you were armed with little more than a telephone
will make you relevant post-pandemic, and ‘back in my day' may take on
new meaning. It’s a new old world. n
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LGBT+
INCLUSION
Stephen Frost, founder of f(i) discusses key actions for recruiters
during LGBT+ history month.

I remember ten years or so ago – listening to the CEO of a major
company talk about diversity and inclusion. All was going swimmingly
until they tripped up and got the acronym wrong, referring by mistake
to BLT’s (bacon, lettuce and tomato) in the workplace!
Thankfully things have moved forward, and today there is pretty
widespread knowledge and recognition of the acronym LGBT+. Most
businesses now understand the language and basics of supporting
employees who might identify as lesbian, gay, bisexual, transgender
or other sexual minorities, either in terms of orientation, or identity.
Language is important as we become more educated and comfortable
using and understanding terminology, so our reality becomes more
inclusive. This LGBT+ History Month, it’s time to go beyond language
into actions.
Even in countries where LGBT+ rights are protected by law, many still
feel uncomfortable revealing their sexuality. In the United States, 53%
of LGBT+ workers are not out at work and many British graduates go
back into the closet when entering work, even though they’ve been
open at university and this is particularly true for those aiming to start
new roles with new employers.

So what are the key actions necessary for true
LGBT+ inclusion in the workplace?
1. Understand your cognitive dissonance
Cognitive dissonance is the gap between stated intention and actual
behaviour. It’s the intention-action gap. You might say you want to
lose weight, but keep eating cake. You might say you’re an inclusive
leader but keep allocating work to the same ‘trusted’ people. It’s
important to be self-aware of what you’re saying on LGBT+ and what
you’re actually doing. In an age of transparency, social media and
activist employees, authenticity is crucial.
One of the ways to ‘close the gap’ in the workplace is through
feedback. Ask your LGBT+ network how you’re doing, either directly
or through a third party. Check employee engagement surveys. Talk
to people.
The best way to see how a company ranks in terms of LGBT+
inclusivity is just to look at the numbers. In our population, six per cent
identifies as LGBT+ and so a truly inclusive organisation should look
at their own figures compared to that benchmark.
If your company can say with transparency that ‘three per cent of

our workforce identifies as gay’ it isn’t just a measure of diversity as
saying ’50 per cent of our workforce are women’ would be, it is a
measure of inclusion. The percentage of your workforce that identify
as gay is the measure of how many LGBT+ people in your office feel
comfortable enough to declare their orientation at work. Using data is
a powerful way to understand how inclusive your company is, allowing
you to take real action to improving inclusion.
2. Mentor, sponsor or be an ally
One of the reasons LGBT+ progress has been considerable in the
last decade is because most straight people know someone who
identifies as LGBT+. It is these personal connections that reduce fear
and increase understanding.
However, we all have a natural tendency to surround ourselves
with people similar to ourselves. This is called homophily and it’s
the natural and normal tendency to gravitate towards like minds. Its
particularly important for recruiters to be aware of and alert to this
tendency.
If recruiters don’t actively seek for diversity in candidates, inclusion
won’t ‘just happen’.

Encouraging diversity
Here are five key things every recruiter should have on their to do list:
1. Marketing – follow the example of Lloyds Bank – make sure your
marketing and communications are LGBT+ positive and that your
commitment to inclusivity is especially prominent in your Employee
Value Proposition
2. Longlist – make sure your longlist is diverse and that you have
gone to LGBT+ talent pools to look for candidates
3. Shortlist – know the make-up of your shortlist. Consider how you
are monitoring inclusion and whether to mandate LGBT+ inclusion
in shortlists
4. Interview – include your commitment to Diversity & Inclusion as a
key element of the interview script
5. Post interview – make sure you seek feedback from candidates
on their experience through the process so that you constantly
improve.
You don’t need me to warn of the dangers to business of ‘group
think’ and the value a diverse range of voices and ideas deliver to the
business bottom line. Implementing the above techniques and moving
your organisation further towards an inclusive meritocracy is not only
the right thing to do. The more you open doors, the more you let
diversity in, the better your businesses will perform. n
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THE HEART OF
THE ECONOMY
Tony Gregg, chief executive, Anthony Gregg
Partnerships discusses the current state of play
for retail and hospitality.

Leaders in the retail and hospitality sectors are facing an
unprecedented set of challenges. The consumer industries, which
also include leisure and travel, have become powerhouses of western
economies in recent years, but they have also been among the
hardest hit by the coronavirus pandemic. Retailers classed as
non-essential have been forced to close their doors as have thousands
of restaurants, pubs and other hospitality venues. Sadly, some
businesses have already shut for good – 650,000 jobs had been lost
in the UK hospitality sector alone by the end of 2020 – with more set to
follow in the difficult months ahead.
For many retailers heavily invested in physical stores, the pandemic
has strengthened headwinds that have been blowing for some time.
Famous names like Debenhams and Topshop have struggled to
compete with nimbler online rivals who have the benefit of a lower fixed
cost base and distribution models built for a digital age. The demise
of high street stalwarts was not caused by Covid-19 but the pandemic
has provided the knockout punch.
Yet amid the undoubted challenges there will be opportunities too.
Pre-pandemic, hospitality was an economic success story, generating
£130 billion in turnover in the UK and employing over 3.2 million
people. The fact those jobs are spread equally across the country
makes the sector even more critical to the nation’s future prosperity.
Retail and hospitality have historically proved adept at weathering
economic highs and lows with the most successful businesses
showing flexibility and agility in responding to the changing way people
want to shop and socialise. This increasingly means embracing new

technologies that allow people to search, book and pay for products
or services on digital devices. Mobile is the fastest growing retail
channel, while contactless ordering and payment is quickly becoming
the norm in pubs and restaurants – accelerated by social distancing
requirements.
Home delivery, meanwhile, has enjoyed a surge in both sectors as
businesses look to get their products and services to consumers in a
safe, convenient way.
The agility that has been on display during the pandemic has always
been a feature of the consumer industries and while leaders are
understandably sanguine about the challenges posed by coronavirus,
the expectation is that businesses will rebound as and when
economies begin to reopen.
Things will have changed, however, and leaders will need to think
strategically about how to position their business for future success.
I speak with CEOs on a daily basis and all of them are embarking on
transformation projects that consider both new market realities as well
as the future of work and how it might change after Covid-19.

Staffing changes
Bosses that have previously been of the mindset that staff should be
in the office at all times are coming to the conclusion that for many of
the workforce home working is here to stay, if not full-time then as a
regular part of their weekly routine.
Some are already making plans to scale down head offices and use

their remaining office space as hubs for meetings and project-specific
tasks. This in turn opens up new opportunities to employ talented
people who live further afield geographically.
This shift in working patterns has wider consequences for businesses
who operate in busy urban centres. With fewer people travelling into
cities for work, those places may not be able to sustain the same
levels of retail and hospitality in future, requiring leaders to rethink their
property portfolios and routes to market. Already, we are seeing high
street food-to-go brands pivoting to develop new retail offerings and
provide home delivery and subscription services.
On the flip side, businesses operating in suburban locations stand to
benefit from a growing number of home workers who will still look for
the escapism offered by physical retail and hospitality.
We don’t yet know the extent to which these trends will take root, but
what we do know is that leaders will need to be both agile and brave
in responding rapidly to a changing environment based on the best
insight and analysis – as well as a healthy dose of gut instinct.

Decision time
Tough decisions lie ahead about business strategy and the people
needed to deliver that strategy. While there will inevitably be roles
lost there will also be new ones created, especially in IT and logistics.
People that boast desirable skills will be highly sought after and will
have the opportunity to move between different consumer industries
where skills are transferable.

A flooded jobs market will deepen the talent pool, but it will also make
identifying the best talent and then securing and retaining that talent
more difficult than ever. Businesses will need to invest in training and
executive coaching in order to keep employees feeling motivated and
valued. Equally, those people in high demand will find themselves
under pressure to deliver results, and fast. Honeymoon periods are a
thing of the past.
More fundamentally, CEOs in post before the pandemic struck will
have to decide whether they are the right person to take the business
forward. They will also be asking the same question of their senior
leadership team. Invariably, one or two board members will not be
right for the task ahead. Some may even volunteer that it’s time for
them to move on and let someone with a more appropriate skillset or a
greater appetite for major structural change take the reins.
Employee health and wellbeing will continue to rise up the corporate
agenda accelerated by the shift to remote working. Businesses in
general are becoming more willing to talk about the mental wellbeing
of all employees – including those in senior roles.
We should also expect sustainability to become intrinsic to future
business strategy as political leaders and heads of industry come to
better appreciate the damage that can be caused when global health
and environmental risk becomes reality.
Life will be tough for retail and hospitality leaders in the months and
years ahead. But I believe the resilience and spirit of innovation that
exists within the sector will see our businesses not only recover but
re-establish their role at the beating heart of the economy. n
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RECRUITING WELL
Paul Naha-Biswas, CEO and founder at Sixley discusses the role of
recruitment strategies in boosting workplace wellbeing.

The start of the year is typically challenging time for both employers and
employees. A lack of motivation and bad weather are just two of the
seasonal challenges that workforces face at the start of every new year.
But this year is particularly difficult. With the UK in another lockdown,
amid rising COVID-19 cases and deaths, and the economy facing a
potential ‘double-dip’ recession, it might seem there are few reasons to
be cheerful. In such a climate, businesses may find it harder than usual
to support employee wellbeing and boost motivation.
Many may understandably look to their HR departments for solutions in
the form of employee benefits, rewards and recognition or work perks.
Of course, this can help to retain talented staff and can contribute to a
better workplace culture. But attracting the right staff is also key.
Having a recruitment strategy is important for all businesses to ensure
a functioning and high performing workforce. But it’s one thing getting
staff through the door and another thing finding the right hires for your
specific team.
This can be a challenge that varies depending on the type of sector
or department you’re hiring for and the type of employee you need.
Ultimately though, it’s not just about the candidate’s CV, but also about
whether they would be a good cultural fit for the company. A candidate
who ticks all these boxes is likely to fit into the business faster and
more easily. Additionally, they’re more likely to stay for longer, saving
the employer money in the long-term and creating long lasting team
bonds that improve workplace happiness.

Variety is the spice of work life
A varied strategy can help yield these results from your recruitment
drive. As well as using traditional headhunting methods, or placing
job adverts on the company website and with third party recruitment
firms, employers are urged to consider other options. Referrals are
another great way to find the most qualified staff and the best cultural
fits. Rather than judging applicants with the same box ticking methods,
seeking recommendations from trusted networks and connections can
improve recruitment success.
This approach gives your team and contacts the opportunity to invite
in people who they know from experience are a trustworthy hire. In
particular, existing staff who will know better than anyone what makes a
candidate a good fit and what the team needs most in terms of skillset
and personality.
Contrary to common misconception, sharing roles is also one of the
most powerful ways to boost workplace diversity. It allows you to

hire from specific communities by targeting them more precisely, for
example sharing job adverts with LinkedIn groups representing ethnic
minority workers.
Crucially, ensuring you have a diverse workforce is a great way to
boost employee wellbeing. Onboarding staff with a variety of personal
and professional backgrounds makes them collectively more adaptable
to significant changes – such as we have seen during the pandemic
– and can offer more innovative ideas. The effect can be a more
vibrant workplace.
A 2017 Boston Consulting Group (BCG) study also identified diversity
as a key driver of performance, producing 19 per cent more revenue
overall. Of course, profitability isn’t essential to improved workplace
happiness but it can support it.

Rewarding employee participation
Whatever method or combination of methods you use for recruitment,
employee participation is important to its success.
Often the hiring manager or recruiters are solely responsible for
new hires. But this only creates a disconnect between employer and
employees and can even demotivate staff if their concerns and desires
aren’t taken into account. By asking for their input before, during and
after the recruitment process, you can demonstrate that you trust their
judgment and show you care about their opinion.
By incentivising employee participation with rewards for successful
new hires, you fast-track the hiring process, increase the likelihood
of finding a good candidate and can show recognition for their
contribution.
The pandemic and its economic impact has caused huge disruption to
the UK labour market. With unemployment sadly rising, the upshot for
businesses is that there has rarely been such a large and diverse pool
of talent to hire from.
With the vaccination roll-out gathering pace, the economy is soon
expected to rebound quickly – as it did in Q3 2020. But this time with
more stability.
Businesses are urged to prepare their recruitment strategy for the
reopening of the economy in the near future so that they can respond
dynamically to the opportunities the pandemic has created in the
labour market. Choosing a varied approach, encouraging employee
participation and promoting diversity can support a successful
recruitment drive that also boosts workplace wellbeing. n
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