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Here’s your
readymade
preferred
supplier list
We understand that developing a compliant preferred supplier list (PSL)
for your contractor workforce is no small challenge.
Distinguishing between outsourced payroll providers that pay lip-service
to compliance and those that are fully committed is complex, costly and
time-consuming.
Getting it wrong can have serious financial, legal and reputational
implications on your business.

That’s why we have done the checks for you.
Every FCSA Accredited Member has already undergone the most stringent
testing in the industry, at no cost to your agency.

Independently tested by regulated accountants and solicitors
Adhere to rigorous standards
Prove compliance annually
Assessed against published Codes of Compliance

Time to review your PSL?
Now more than ever agencies need to
conduct due diligence into their supply chain.
Visit www.fcsa.org.uk/members to review your PSL.

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

*The members displayed in this advert were correct at time of publication. For an up-to-date list, please visit our website.

info@fcsa.org.uk | www.fcsa.org.uk

info@fcsa.org.uk | www.fcsa.org.uk
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WELCOME
SIMON KENT
EDITOR
There has been a great deal of talk around The Great Resignation – the idea that
the pandemic and subsequent impact on the way work is done is leading to a
massive reconsideration of work by employees. Workers are said to be leaving
their jobs in droves, deserting their posts in the search for something meaningful,
perhaps, or just something better. This comes at a time of unprecedented
numbers of vacancies across the board with employers desperate to find the right
talent for their organisations.
There’s no doubt about it, these are strange and challenging times. And yet
the recruitment industry has always been at the forefront of challenge times.
Constantly trying to supply employers with the talent they need, always
incorporating issues around compliance, diversity and more. Always evolving and
experimenting, developing new technologies and techniques. The profession has
never stood still, rested on it laurels or taken anything for granted.
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And that is why, despite claims to the contrary, the profession remains relevant
and required by businesses. There have been many times when people have
said the function needs deep change, will be superseded by technology or just
be priced out of existence. But the fact is recruitment adapts, meets demand and
pushes forward. And that is a constant in a world of change.
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MIT’S YEAR IN REVIEW: BUILDING BUSINESS
RESILIENCE DURING CHALLENGING TIMES
The COVID-19 crisis has radically altered workplace practices and business trajectories
across the EU. Employers have been tasked with maintaining performance efficiencies while
navigating flexible work arrangements, technological barriers, and constantly evolving health
and safety practices. In the face of such structural changes, maintaining employee engagement
is no small task; employers must attend to their administrative, operational and compliance
obligations while remaining attuned to the needs of their workforce.
This is where MIT fits in. With MIT Ventures, you gain access
to a complete and tailor-made employee engagement
strategy, which includes payroll consultancy, an employeeadjusted pension scheme and streamlined auto-enrollment
solution, expert legal guidance and support, and a host of
other health and lifestyle benefits and rewards available
via an exclusive employee engagement portal. David
Callaghan, CEO of MIT, believes that MIT’s employeecentred proposition is not merely an asset to employers; it
constitutes a new and vital industry. “From the business
owners I talk to, it’s not that they don’t want engaged
staff; it’s either that they don’t know what to do or
there’s a distinct lack of time and money”.
In January of this year, Callaghan affirmed that the
organisation’s primary goal was to “continue to improve
employee engagement and build a better workplace
experience for both employers and employees”. As 2021
comes to a close, we at MIT look back on a year marked
by innovation and growth, in which we have continued to
expand and deepen our suite of employee engagement
services to better support our clients.
Recent research suggests that 60% of workers are likely
to remain engaged when they believe their job provides
learning and development opportunities. With this in mind,
we have upgraded our employee training services and
expanded our number of course offerings from 45 to over
100. The courses are free, self-paced, and cover a range
of subject areas, including soft skills, health and safety,
management and business compliance. The benefits of
our online training platform are far-reaching; with faceto-face, work-based interaction at a premium, employees
are seeking ways to remain connected to their workplace
and professional identity. This platform encourages the

+90,000

employee to enhance their professional skills; employers
are free to monitor training activity and gain insight into
the professional interests of their staff.
For our reward recognition system, we have developed
a new and exciting peer-to-peer feedback service called
Kudos. Studies show that on-site workers are 6% more
likely to experience strong feelings of connection with their
colleagues than their remote counterparts. With Kudos,
employees are encouraged to exchange personalised
communication and feedback with one another, thereby
maintaining a sense of camaraderie and community.
Remote employees frequently communicate feelings
of disconnect and alienation; our new Employee Survey
feature empowers our clients to garner instant feedback on
employee engagement and well-being through customised
online surveys or pre-loaded templates. Meanwhile, with
our Incident Reporting service, employees can register their
concerns via a secure, confidential, 24/7 portal. Through
this anonymous reporting pathway, employees will no
longer be deterred by job insecurity or fear of reprisal to
register their concerns.
At MIT, we continue to innovate our service package
to help our clients face down unprecedented work
challenges. We are confident that 2022 will only deepen
our commitment to our mission. Contact us today to book
a free demonstration of our Benefits Portal and join other
forward-thinking employers who rely on MIT to engage and
inspire their employees.
0800 211 8709
ee@mitventures.co.uk

2,000,000
documents uploaded

unique visitors

4,827,278
payslip views, a 100%
increase over 2020

300%

increase in use of our
personal doctor service
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THE £36BN INDUSTRY
REC records the UK recruitment industry’s direct
economic impact for 2020
The recruitment sector continued
to provide a vital service to
businesses, place tens of
thousands of people into work
and add billions to the value
of the UK economy during
the height of the COVID-19
pandemic. According to the
Recruitment & Employment
Confederation (REC)’s latest
industry status report, the wider
recruitment industry contributed
£35.9 billion in Gross Value
Added (GVA) to the UK economy
in 2020. This was down by 11.5
per cent from the previous year,
but shows the resilience of the
sector during the worst recession
for 300 years.
During 2020, recruiters placed
an average of 980,000 temporary
workers on assignment every
day, around the same number as
2019. They also placed 450,000

people into new permanent roles
over the course of the year, 55
per cent fewer than 2019.
“All of us at the REC are proud
to represent an industry that
provides an essential service
to the whole country,” said Neil
Carberry, chief executive of the
REC. “This report covers one
of the most tumultuous periods
in the recruitment sector’s
history. But what we found was
a robust and adaptable industry
that weathered the storms of
2020 with skill and commitment.
The value of temporary staffing
particularly stands out – almost
a million temps on assignment
every day helped to keep the
country running and the health
service staffed through one of
the worst crises in living memory.
2021 has been a different
beast altogether. We have seen

how strongly the industry has
bounced back this year, with a
strong recovery in permanent
recruitment in particular.
“As we have recovered, new
headwinds have blown up,
including labour shortages,”
Carberry adds. “The 2020 figures
show what the industry can do
in times of crisis and 2021 has
shown unprecedented vacancies.
In 2022, all employers will
expect proper partnership from
government on skills reform,
support for the unemployed and
immigration rules.”
Other key figures from the UK
recruitment industry status report
2020/21 include:
• The recruitment sector
employed 110,000 people in
more than 30,000 businesses
in 2020, slightly lower than the
previous year.

• Using additional data up to
summer 2021, the REC can
give indicative forecasts that
from 2020 to 2021 there will
be a:
• 1.2 per cent increase in the
direct GVA of the recruitment
industry
• 16.3 per cent rise in the
number of permanent
placements. Anecdotal
feedback from REC
members and our Report on
Jobs survey suggests this
has strengthened further
since the summer.
• 6.7 per cent increase in
the number of temporary
and contract workers on
assignment each day.

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

HIRING SLOWED

Omicron has already impacted on the market
but 2021 is still record year

Ahead of the launch of their 2022
UK Salary Guide, recruiter Robert
Walters have said that after a year
where vacancies have hit record
levels, the number of job adverts
have taken a downward turn. In
November vacancy volumes were
the lowest seen since May. National
vacancies dropped -9 per cent,
ending an 10-month hiring spree
where vacancies steadily increased
by +6 per cent each month from
early 2021 (an average of 32,377
new professional vacancies per
month).
The biggest contraction in November
was in The North (-14 per cent) –
following the announcement that
the HS2 Northern Powerhouse Rail
will be downgraded. Contractions

were also felt in The South (-10 per
cent), London (-9 per cent), and The
Midlands (-8 per cent).
“It is not surprising to hear that hiring
slowed somewhat in November
– where following the reopening
of many sectors post lockdown,
businesses made immediate staffing
assessments based on people
leaving or not returning, which in-turn
led to a short-term spike in hiring that
was always going to be temporary,”
says Chris Poole – managing
director of Robert Walters. “The
emergence of a new variant has yet
again left members of parliament
sitting on either side of the lockdown
argument – creating a lingering air
of uncertainty across businesses,
particularly within the retail, leisure

and hospitality space.
“Nonetheless, the UK is better
placed to handle COVID over winter
than other European countries – in
part due to an early lift of lockdown
measures, backed by the vaccine
and booster programme roll-out,”
he says. “This means that while in
other countries we may well see a
complete recruitment freeze take
place in certain areas, this is unlikely
to happen in the UK.”
Nationally, professional vacancies
are +110 per cent up on 2020 and
just as importantly +55 per cent
up when compared with 2019 prepandemic numbers. With that, June
2021 was the record month across
the period with almost 3x the number
of vacancies compared to June 2020

(+263 per cent), and over 60 per cent
more jobs when compared to June
2019. Across all professional areas,
London has consistently maintained
approximately 41-42 per cent of the
national vacancies.
Outside of London, the South is
the largest region (South East,
South West, and East of England)
but national share of professional
vacancies has slipped from 28 per
cent in 2019 to 26 per cent so far
this year. Instead, regional growth
has been across the Midlands
and The North. Midlands share of
professional vacancies is up from 9.9
per cent to 10.4 per cent and in The
North from 15.2 per cent to 16.5 per
cent - making it the fastest growing
part of the country.
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REPORT ON JOBS
Permanent placements rise at sharper rate in November

FUTURE TRENDS
HR DataHub Report shows mixed future as
companies fight for talent

A cross-sector survey of
companies with a combined
total of more than 1.8 million
employees has, for the first time,
provided a clear view of company
intent in 2022 and beyond.
HR DataHub, who provides
technology powered HR insights,
surveyed 125 senior HR, D&I,
reward and people professionals including 12 FTSE100 – on topics
related to their employee strategy.
The Outlook 2022 report
highlights five key themes
emerging in the employee sphere:
· Unprecedented levels of reward
and benefit will be offered to
attract and retain talent in 2022;
· Companies have little intention
to report externally on D&I;
· Disclosure rates are likely to
increase;
· Companies will commit to more
mental wellbeing benefits;
· Hybrid working models are
here to stay.
The research by HR DataHub
showed that the top two strategic
priorities for HR teams in 2022
are to attract top talent (score
9.51) and retain existing talent
(score 8.81). In the survey,
respondents were asked what
they already have in place to

attract and retain talent in their
business, and, what they plan to
implement in the next 12 month,
or, would consider implementing.
The research suggests that
companies may turn to increased
levels of monetary reward in
recruitment efforts. To attract
talent, 17% said they already pay
above market pay and almost half
(49%) would consider it. Whilst
more than a fifth (21%) said they
already pay a sign on bonus and
37% said they would consider
bringing one in.
To retain talent, over half
(52%) are considering the
unprecedented move of paying
their employees above market
average pay increases, 9% said
they will implement this in the
next 12 months and 14% said
they already have this in place.
The research also suggests that
businesses may start to use
retention bonuses as a tactic to
retain talent; 28% of businesses
said they already have this in
place, 4% are implementing it in
the next 12 months and 45% said
they would consider it. More than
a third (34%) said they would also
consider above market bonuses.
Companies also appear to

recognise that in the ‘war on
talent’ monetary reward alone is
not enough to attract and retain
employees.
70% of respondents said they
already implement and promote
their flexible working practices
in an attempt to attract new
talent, a further 16% are looking
to implement this in the next 12
months and 16% said they would
consider it. In addition, only 7% of
those questioned said they would
not consider additional wellbeing
benefits as part of their plan to
attract new talent. 50% said they
already use additional wellbeing
benefits in their strategy to attract
new talent, 14% are implanting
this in the next 12 months and
nearly a third (31%) would
consider it.
Enhancing development appears
to be a key strategy businesses
are implementing to retain the
best talent. 54% said they already
have this in place, more than a
quarter (28%) plan to implement
it in the next 12 months and
20% said they would consider it.
Notably, developing leaders was
the fourth highest strategic priority
for HR teams in 2022.
The research also suggests

businesses believe promoting
their commitment to
environmental, social and
governance (ESG) issues is key
to attracting talent. Over half
(56%) of companies already
have this in place, whilst 16%
are planning to implement this
within 12 months and 24% would
consider using it.
David Whitfield, Co-Founder
& CEO, HR DataHub, said:
“Outlook 2022 has illustrated an
astonishing shift in employee
strategy amongst the UK’s
biggest businesses. Over half of
the companies we surveyed said
they will be looking to increase
their headcount in 2022, which
means the talent marketplace
is only set to get feistier. It is
encouraging to see more than
half have already shared their
commitment to ESG as part of
their strategy to attract and retain
talent. However, employees have
become increasingly cautious
about joining and staying in
workplaces that pay lip service
to ESG efforts. Leaders must
ensure these pledges are not
empty.”

The latest KPMG and REC, UK
Report on Jobs has shown UK
recruiters signalled a further sharp
increase in hiring activity midway
through the fourth quarter. According
to the survey, permanent placement
growth quickening since October
and temp billings continuing to rise
strongly.
The upturns were supported
by further marked increases in
vacancies for both permanent and
short-term staff, albeit with growth
rates softening from October.
At the same time, there was a
slower, but still substantial, drop in
overall candidate supply. A notable
imbalance between the supply and
demand for workers led to further
increases in starting pay. Notably, the
rate of starting salary inflation hit a
fresh series record in November.
The report is compiled by IHS Markit
from responses to questionnaires
sent to a panel of around 400
UK recruitment and employment
consultancies.
Robust demand for workers and
efforts to fill vacancies drove a
further strong increase in hiring
activity during November. Permanent
placements rose at a sharper rate
than in October, the fifth-quickest
on record, and one that continued
to outpace that seen for temp
billings. Demand for staff continued
to rise rapidly across the UK in

November. This was despite the rate
of expansion slipping to a six-month
low. Underlying data indicated that
both permanent and temporary
vacancies increased at slightly softer
rates compared to October.
Soft decline in supply since May
Latest data indicated that the
downturn in candidate availability
eased to its weakest since May
during November. Nonetheless, the
rate of decline remained substantial
and among the quickest since data
collection began in late 1997. Slower,
but still rapid, falls were signalled
for both permanent and temporary
candidates, with recruiters often
linking this to continued uncertainty
around the pandemic, greater
demand for staff and Brexit.
Low candidate numbers and efforts
to attract and secure workers
drove further steep increases in
pay for both permanent joiners
and temporary staff in November.
Furthermore, the rate of starting
salary inflation accelerated to a fresh
series high, while temp pay softened
only slightly from October's all-time
record.
Commenting on the latest survey
results, Claire Warnes, Head of
Education, Skills and Productivity at
KPMG UK, said:
“The confidence of businesses to

hire remains reassuringly robust.
We’ve seen nine months of growth
in permanent placements and
rising vacancies for the past 10
months as the economy bounces
back. The data points to a strong
end to the year, but that hunger
to expand could be tested as the
jobs market becomes ever tighter.
The pace of demand for workers is
running far faster than supply can
keep up with, which is draining an
already diminished pool of available
talent and feeding into inflationary
pressures.
“The current trajectory is
unsustainable in the long run for
businesses and the wider economic
recovery. The priority must be to
replenish the workforce and ensure
businesses can access the talent
they need. That means equipping job
seekers with the skills that employers
and new industries are looking for,
increasing labour market flexibility
and improving transport links.
“In the meantime, businesses need
to have one eye on cost pressures
and the other on attracting and
retaining talent – no easy feat given
the intense jobs market. Many will be
looking to the new year – a traditional
time for job seekers to begin
searching for new opportunities – to
fill gaps in resource.”
“Today’s figures emphasise again
how far we have come this year – it

CARE REQUIRED
Health care benefits more important for expats post-Covid
A study from Aetna International
shows that expats in key global
markets are becoming more
attentive about the inclusions in
their employer benefits package.
Over 9 in 10 (92 per cent) survey
respondents felt that having an
employer benefits package was
more important now than prepandemic. Over a third of expats
(36 per cent) admitted valuing their
benefits package more as a direct
result of needing to use it during the
Covid-19 pandemic.
Furthermore, expats want to be
confident that cover for Covid-19

related illnesses are included in
their employer health care package.
And almost a quarter (23 per cent)
of respondents claim that this cover
to be the most important inclusion.
"Covid-19 has had a notable
influence on people’s attitudes
towards health care packages and
their intrinsic value,” commented
Damian Lenihan, executive director
operations & distribution Europe,
Aetna International. “Now might
be an opportunity for employers to
review their offer to ensure it meets
the expectations of expat talent in
a changed environment in time for

when more international business
hubs open-up to travellers.”
With greater workplace flexibility
and emphasis on healthy lifestyles,
52 per cent of expats surveyed
felt that having more personalised
benefits was more important
to them than before. And an
overwhelming 88 per cent said
they wanted the option to pick their
inclusions, suggesting a desire for
employment benefits to be more
adaptable.
Counselling, fitness sessions,
specialist massage therapy and life
coaching proved the most popular

is certainly a great Christmas if
you’re looking for a job,” added Neil
Carberry, CEO of the REC. “This is
always the busiest part of the year
for recruiters, but demand for new
staff across the autumn has been
exceptional. Because of this high
demand, starting salaries and temp
rates continue to rise, making it
even more attractive to be looking
for a new opportunity in 2022. Hiring
companies will need to make sure
they get their offer right – not just on
pay – and take an inclusive approach
if they are to avoid losing out.
“It’s too early to tell what the effect
of the Omicron variant might be
on the labour market,” Carberry
added. “December may be slower
than previous months as its effects
feed through. Hospitality will be
in the forefront of any changes as
we approach the festive season,
of course, and the impact of
high inflation will also be felt as
purses tighten in January. But the
broader outlook is more positive
for candidates, suggesting that the
labour market will remain tight for
some time to come. This will put a
premium on skills development, and
the flexibility to hire overseas when
necessary. These two issues will be
critical ones for the government to
address next year – both levelling up
and delivering a global Britain rely
on them.”

add-ons respondents wanted the
option to include as part of their
personalised benefits. Likely given
the cost, expats even claimed
they might take a reduced salary
to offset the expense if they were
included in benefits packages.
Lenihan added: "For expats, the
pandemic put into perspective the
importance of individual health
care and encouraged people to
evaluate their personal situations.
Personalisation is a growing
trend, especially as populations
become increasingly more diverse
and international employers are
looking to create more inclusive
environments. Greater choice
and the ability to tailor health care
options and well-being benefits
might need to be considered in
future to better manage the needs
of differing individuals.”
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FREEDOM AND
CHOICE

Denis Pennel, Managing Director, World Employment Confederation on the future of worker’s expectations.
“What’s your dream job?” While for kids that question is synonymous
with endless possibilities, for many people nowadays it has become a

puzzle. For many of us, work has become a burden that we should get
rid of as soon as possible in order to enjoy life. People increasingly worry
about getting on to a career path that is not fulfilling or meaningful. This
isn’t just a phenomenon among the Millennial generation either. A recent
survey undertaken by McKinsey found that 70 per cent of US-based
employees think that their sense of purpose is defined by their work. Only
18 per cent of respondents actually believe that they are getting as much
purpose from work as they would like.
It is this evolution that triggered Samuel Durand, a young French
graduate, to embark on a journey around the world to explore ‘the Future
of Work’. He came back from his learning expedition with a documentary,
Work in Progress, which shows how different people have found new
ways to get self-fulfilment from work. The trends that he has uncovered
are raising a number of questions not only about the place of work in our
society, but also about the role of employment services.

Unbundling
As writer and speaker on the evolution of work, Laetitia Vitaud, explains
at the start of the documentary, we are witnessing the ‘unbundling’ of
work. Since the industrial era, workers have accepted to be subordinated
to the authority of management and to engage in certain divisions of
labour – however boring they might be – as long as they received a
bundle of advantages in exchange (secure employment, regular pay,
status to access housing and consumer goods, protection from trade
unions, etc.) As deindustrialisation and the digital revolution occurred, so
that promise of stability disappeared and people started to question why
they should be subordinated in a working relationship if they no longer
received an attractive compensation in return.
Workers yearned for more flexibility and trust. It’s the common motivation
among all the people that Samuel Durand has interviewed. While not
everyone chooses the radical life of the digital nomad who can end up

visiting 50 countries over five years while still continuing to work, many
people opt for freelancing. They wander off the traditional path of salaried
work and define their own working conditions. Others choose to live
from their passion, turning it from a side hustle into their main source of
revenue.
While such forms of work have boomed in recent years, a large majority
of workers still choose to work as employees. But they are not giving up
on their desire for flexibility either. Companies are starting to understand
that they have to adapt to these new expectations if they want to keep
attracting talent. One of the companies presented in the documentary
has even moved to working with a fully-remote workforce.
As a result of these shifts, career paths have become flexible too. In the
future, it won’t be uncommon to see people going back and forth between
salaried work, freelancing, entrepreneurship or any other forms of work
during the course of their working lives.
The other constant feature in the portraits of the future of work
showcased in ‘Work in Progress’ is collaboration. In one way or another,
all forms of work re-create a sense of community – whether it is the
once-a-year gathering for employees of the fully-remote company or the
platform that a freelancer has created to gather other freelancers together
and offer clients their combined range of services.
So, the future of work will be collective, with more freedom and more
flexibility and it will enable people to find meaning and fulfilment. In
this new environment, private employment services more than ever,
have a key role to play: providing diverse forms of labour contractual
arrangements so that individuals can choose the way in which they want
to work; acting as career agents to accompany workers in a world of work
that has become more complex and uncertain; or engineering new safety
nets to protect workers with hybrid and discontinued professional paths.
In a nutshell: private employment agencies can offer freedom and choice
while also delivering on some degree of security and protection!
The ‘Work in Progress’ documentary is available to watch online on
selected platforms. Find out all information on the dedicated website. n

www.theglobalrecruiter.com
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NEW MODEL RECRUITMENT
Victoria Holloway, Onsite Divisional Director at Berry Recruitment on how an offsite-onsite model is solving some recruiting difficulties.

For some years I have been thinking of a way to establish a new type
of onsite recruitment system. It would be for those businesses that
didn’t require huge numbers of workers and therefore didn’t require
external recruiters on its premises. Before I joined Berry Recruitment
in February this year I was furloughed and had the chance to develop
the concept – and now I have implemented it.
The nature of onsite recruitment has changed and fragmented, and
the candidate shortage means things have to be done differently. The
time was right to put into place an offsite-onsite model – contradictory
though it might seem. Businesses that do not warrant recruitment
staff to be based at their site still need the premium service an onsite
model provides – including, crucially, a dedicated account manager.
What we have opened in Washington, near Sunderland in the northeast, is a Hybrid Onsite Resource Centre (HORC). It is staffed by
onsite professionals who manage accounts with those businesses
that usually require fewer than 50 workers a day. It is the first of what
we hope will be many – we are set to open one in Stafford soon, with
a third to follow in Northampton.
This offsite-onsite model is already proving its worth with a number of
clients benefitting from it. It is also working because businesses are
having to change the way they use recruitment agencies. Traditionally
a business would give a contract to a single recruiter to provide all
the workers it required on a daily basis. However, with the candidate
shortage across the whole country that is not working. Instead,
businesses are using multiple recruiters – and that means more work
for the HORC staff.

We can supply perhaps 40 staff out of a total of 200 – with other
recruiters making up the rest. This can be done on a Master Vendor
basis where we control the supply chain, or clients can contract
directly with other recruiters. Supplying workers in these smaller
numbers requires an account manager, but doesn’t need them to
be onsite.
Berry Recruitment has a branch network and operates in almost 40
locations across England and Wales, and it would be tempting to use
the branches to supply these smaller numbers of workers. However,
this does not always suit the circumstances. Branches usually have
higher margins and do more ad hoc placements for candidates often
with different skillsets. So what is required is a hub outside the branch
and away from the client. This gives it independence and means each
desk can have a dedicated account manager serving an onsite client.
It does not mean that the branch network is not utilised or its local
knowledge ignored. Quite the opposite. The HORC and branch
staff are in constant dialogue about local issues and workers. If a
candidate doesn’t pass a test for an onsite employer, it might be that
the branch has a great role for them. This is how the relationship
between onsite staff and branches should work – not one sucking
resources from the other, but collaborating where and when it counts
and sharing good practice.
The HORC staff do exactly what they would if they were onsite at a
client’s factory or farm, including face-to-face interviews. They will
carry out the necessary and legally-required inductions, go through

the manual handling instructions and ‘safety systems at work’
protocols. Staff also manage the ‘returning to work’ details; sorting
sickness days and ensuring everything is recorded correctly.
A further and increasingly important part of an onsite account
manager’s job concerns productivity. With a candidate shortage,
productivity is everything and clients expect a certain amount of work
per candidate. A client will expect that a candidate can pick 120 items
per hour, for example, and we need to make sure they can do it.
HORC staff have regular productivity reviews with the client and then
with the candidate. It might be that more training is required.
We also have Key Performance Indicator reviews with the client,
just as we would if we were physically onsite. All a client wants is to
have the right number of capable candidates turn up on time each day
– and our job is to sort it so the client can concentrate on other things.
It is, however, getting more difficult. Brexit and Covid are leading to
a candidate shortage and it now takes us seven times as long to find
the right candidate than it did before. So when we get one we want
to keep them – and so does the client. Work therefore is offered in
weeks and not just in odd days as it would be if there were a large
surplus of available candidates.
The more dedicated account managers we have, the better the
relationships that are built between them and the clients and them
and the candidates. The HORC model allows us to provide more
account managers so creating better, closer relationships and a more
successful and sustainable model.

In terms of geography there is nowhere that a HORC wouldn’t
work – and they can operate in multiple sectors. With our
Washington branch there are lots of automobile companies
nearby that suit its services. Other areas in which the model
will work are driving, logistics, e-commerce, manufacturing and
supply chain. With our next hubs due to open in Stafford and
Northampton we will be well placed to service many businesses
within these sectors.
It has been many years since I had the thought of on offsite-onsite
hub and because of so many circumstances coming at once and
working for a company that has let me try it, it has finally been
realised. We have four staff based in Washington and it is a
number that is likely to grow because of its success. It is also a
good time to find offices because many businesses have gone to
working from home full-time so their premises are now empty.
The HORC model is a solution to a problem, but it is not a
replacement for traditional onsite work. We still have a number of
clients around the country in numerous sectors where our staff
are embedded and supplying hundreds of workers each day. But
if a business faced difficulty and suddenly the number of workers
it required fell, we could quickly move to a HORC and maintain
the same level of service.
As we have seen through the pandemic those businesses that are
nimble, innovative and are willing to try things will succeed. And
Berry Recruitment is one of them. n
www.theglobalrecruiter.com
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MEETING
THE
MOMENT
Andy Ingham, Senior Vice President, EMEA and APAC,
Bullhorn, examines new research from a challenging
jobs market.
Today’s recruitment environment is a turbulent one. Recently, UK job
vacancies hit their highest level since records began amid post-Brexit
and pandemic-related staff shortages which are affecting the whole
economy. Indeed, there are gloomy predictions that the scarcity of homegrown and overseas workers in the tightening labour market could stunt
a post-pandemic recovery.
Thousands of retail, hospitality and supply chain businesses are among
those struggling to rehire staff who went elsewhere or dropped out
of employment entirely during lockdowns. With traditional limitations
on work and career progression – such as location, mobility, realistic
commuting distances, house prices and access to technology – removed
by the shift to hybrid working, most employees are unwilling to give up
their newfound flexibility.
Even with the ramping up the numbers of workers being hired – ONS
figures showed 207,000 added to company payrolls between August
and September – the battle to fill vacancies remains fierce. Businesses
are not merely in competition with one another for sales, but to position
themselves as destinations of choice for crucial staff.

Navigating a candidate-driven market
In a candidate-driven market with a human resource that is increasingly
aware of its marketability, the power dynamic is shifting towards
jobseekers and those who might be tempted to switch roles. This means
it is vital to know what a target talent pool is thinking during such an acute
recruitment crisis.
Our recent survey of 1,025 UK employees sheds some light. More than
two thirds (69%) will look for a new job in the next two years. Within this
group, 45% said they would seek a new role within the next year, with
13% predicting the next two, while 11% are already actively job hunting.
This means that more than half (56%) are currently looking for work or
will do in the near future.
However, the intriguing scenario that has seen both the amount of

vacancies and number of people actively looking for new employment
rising doesn’t necessarily mean that candidates are totally confident that
they will find and secure their aspirational roles. In fact, we found that
many candidates are struggling to connect with the right opportunities.
Less than one in five (19%) have found it easier to identify new, relevant
jobs in the last 12 months, compared to the 81% reporting that conditions
have been harder or the same as before the pandemic.
More than half (55%) cited the fallout from Covid-19 restrictions as the
reason it has been harder to find work. Meanwhile, 35% claimed that
there are fewer job opportunities in their specific industry or area of
expertise and 21% reported that they feel less confident in securing a job
they want. As the impact of coronavirus restrictions subsides, it is likely
that candidates will be more selective about the roles they
accept – especially as job vacancies remain high.
It follows that employers must be proactive in putting the right jobs in
front of the right candidates as quickly as possible. At the same time, they
should place a strong emphasis on the perks packages that are most
important to today’s workers – who have a wider spectrum of demands
than simply a good salary.
A likely upshot is that we can expect to see businesses, especially those
with acute skills shortages, becoming increasingly reliant on recruitment
professionals who can help them identify, source, and place vital new
talent in large numbers – and quickly.
This creates huge opportunities for recruiters, but how can they deliver?

It is absolutely vital to put this right – and quickly. To do so, recruiters
should consider automating as much of the initial engagement and
pre-screening processes as possible. Doing so will build a larger, more
robust pipeline of varied, suitable candidates to put forward for interviews
for a host of roles. Obviously, having a wider portfolio of suitable
candidates, ‘oven ready’ for engagement, is better than scrabbling
around for them in a panicked attempt to fulfil tight deadlines.

Source at scale

Although recruiters can’t directly dictate what perks a client offers its staff,
they can play a key role in ensuring that the right available perks are
emphasised. Bullhorn’s research reported that when asked which factors
are most essential when selecting a new job, those with direct financial
benefits are the most popular.
Four in five (79%) stressed the need for pay increase and 37% were
keen to receive a ‘signing bonus’. These were followed by the option for
remote working (35%) or more flexibility (33%).

According to the Bullhorn survey, just a fifth (19%) of employees
have had career-related communications with a recruiter in the past
six months, with only 45% engaged in conversation over the last
year. It strongly suggests that staffers have struggled to stay active
in establishing a rapport with their essential resource, leaving whole
swathes of potential untapped.

Choose the right channels
Our research shows that most candidates prefer to be reached by
email (71%), followed by a phone call (33%) and LinkedIn (30%).
Nevertheless, recruiters shouldn’t overlook the rise of mobile recruitment
apps, which allow IT-savvy candidates to ‘self-serve’ during many of the
key stages of the recruitment process.
These include interview scheduling, shift scheduling, profile management
and onboarding – particularly in high turnover, shift-based sectors, such
as retail, hospitality and social care.
In fact, more than half (52%) also reported that they use their ‘phones
to search and apply for jobs – far more than any other device. It follows
that optimising to provide more mobile experiences will be key to future
recruitment success.

Emphasise the right perks

Find the right roles for candidates
Nearly six in 10 employees (57%) cited ‘finding the right roles’ as one of
the top three ways in which recruiter can add value to their job search. As
already stated, the survey revealed that candidates are already worried
about not finding relevant job opportunities.
It means that recruiters must go the extra mile to ensure they only put the
right roles – not just any roles – in front of them, so not to waste their time or
demonstrate a lack of personalisation. A chaotic, non-personal approach will
disaffect jobseekers quickly – and using technology to maintain a detailed,
up-to-date database of candidate priorities will be essential.

Work at pace
Another top three route for recruiters to add value for a third of respondents
(32%) is ‘speeding up the process’. Not only important for meeting client
deadlines, this also ensures that those who may be considering many
opportunities simultaneously remain engaged.
Once more, automation is key. It removes the ‘busywork’ and manual tasks,
freeing up more time for moving the candidate through key processes and
giving them a high-quality experience.

The opportunity for recruiters
Recruiters are vital in the post-pandemic recovery to help employers navigate a
tumultuous jobs market, which presents huge potential for increased business.
Key to success is constantly seeking new ways of being more agile and flexible,
which will enhance resilience in the face of uncertainty and help staffers rise to
the challenge as new trends, technologies, and demands emerge.
They should treat this moment in the labour market cycle as a chance to reevaluate how they can fully support both their clients and candidates – above
all, helping connect the right talent with the most appropriate vacancies.
Getting it right first time, every time, benefits everybody involved in the process. n
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REPRESENTING
AND RECRUITING
CEO and Founder of Templeton, Nadeem Ahmad, on making
tech diverse and sustainable.

To get global reach in the tech age, companies across sectors need
specialist global teams in multiple tech hubs. We recruit technology
specialists and C-Level executives across global customer sites,
providing career opportunities for developers, programmers,
engineers and leaders. Our international team representing a variety
of cultures are vital to engaging skilled tech candidates across the
globe. Templeton work across 40 countries, 70 per cent of our staff
originate from abroad, and we speak 25 languages, empowering us to
deliver the best skills for world-leading businesses regardless of their
location.
We specialise in creating tech hubs for companies that have never
before recruited IT professionals in certain locations. We recently
created a hub of over 100 Polish tech specialists for a Top Five
European Commercial Bank, who delivered digital transformation to
over 10,000 banking branches and millions of customers globally. As
an agile contract recruitment agency, we have spent 25 years working
directly with some of the world’s largest companies.

Diverse team recruiting diverse candidates
In 2021 many companies are transforming to fit recent D&I trends.
Most global organisations now understand the power of diverse
leadership – McKinsey found that higher gender and ethnic
representation can deliver profits as much as 35 per cent higher
than competitors – and recognise that diverse employees will better
understand diverse customer markets. However, the majority struggle
to access diverse talent in tech candidate pools, where women make
up only 17 per cent of European and 19 per cent of UK professionals,
and where Black, Asian and Minority Ethnic (BAME) professionals are
underrepresented in management roles.
Templeton was founded on the principles of D&I 25 years ago,
operating as diverse and inclusive since 1996. As one of only five per
cent of UK SMEs with a BAME leader, Templeton are also 65 per cent
female – rare in the male-dominated recruitment industry – and 80 per
cent of our staff are diverse in some way.
We spend our time driving D&I by accessing diverse talent across

the world: our team have first-hand knowledge and understanding of
diverse candidate needs and challenges. Our recruiters are uniquely
placed to help candidates succeed through the recruitment process
and help clients build diverse recruitment strategies to make tech and
business more diverse, one leader at a time.
Our #TempletonConnect events unite diverse tech professionals to
share experiences, knowledge and drive positive change. Following
Covid-19, we partnered global tech leaders to adapt our events. Our
webinars featured Global CIO of Zoom Harry Moseley on the Future
of Work, and Inclusive Leadership featuring European CIO of the Year
2019, Ashild Hanne Larsen.

Diversity driving digital transformation &
sustainability
Diversity of thought is vital to the continued evolution of technology.
From Virtual and Augmented Reality to AI, Machine Learning and
Blockchain, our recruiters are constantly embracing new skills
and helping client businesses launch exciting new projects. Our
diverse recruitment team are at the forefront not only of making tech
more representative of society and communities, but in enabling
revolutionary technology that transforms our way of life.
Since beginning our relationship with a global energy leader in
1998, we have provided tech professionals for them across Belgium,
Netherlands, China, Dominican Republic, Ethiopia, Sudan and USA.
Templeton are helping the energy giant transform their business focus
into clean energy, by recruiting the project managers, developers and
data scientists who will introduce new technology, deliver efficiencies
and generate insights that will power greener energy products.
Our 25 years’ experience and 15-year partnerships with leading
global enterprises inform our specialist technology expertise. By
recruiting diverse tech specialists who lead digital transformation in
global banking, retail, pharmaceuticals and energy companies, we
help businesses around the world become more effective, diverse and
sustainable.

Inclusive & enjoyable place to work
To make the tech and business worlds more inclusive, we must
practice what we preach throughout all our services and ways
of working. In 2021 we implemented a Diversity Council of recruiters
– diverse and non-diverse allies – who come together to share ideas,
generate improvements and support each other. Our other initiatives
include:
• Colleague Training – Our D&I Champions lead interactive internal
training sessions on their own experiences as diverse people.
Our team invite questions on their identity and experience to
raise awareness and break down barriers and false perceptions
internally, helping us understand each other as individuals and
continually learn more to help our candidates across minority
groups
• Anti-Discrimination Ambassador – Nominated non-management
employee who acts as a confidential advisor, supports staff with
any problems or experiences, and reports anonymously to our
Board to ensure we act promptly and appropriately upon any
instances of discrimination or prejudice
• Celebrations – Fun activities that celebrate our variety of cultures,
languages and backgrounds and help us learn more about our
team and D&I across the world, including Templeton Tastes where
employees bring in food from their cultures and discuss its origins
and significance, promotion of awareness days and knowledge
sharing around international history on nation’s independence/
notable dates
• Internal Recruitment – Involving our diverse employees in our
recruitment campaigns to attract more diverse recruiters and
support staff and ensure our business is as diverse and inclusive
as possible as we continue to grow. We also measure and report
on goals which ensure we continue to operate an inclusive
environment as we grow.
Our Learning and Development Team strive to be the Oxford,
Cambridge and Harvard of recruitment careers. Our weekly training,
personal career plans and in-house L&D Coach ensure all recruiters

are fully supported, trained and empowered to reach their full
potential.
We understand that recruiters who feel safe, happy and supported will
perform at their best, which is why we offer 16 benefits including:
• Generous Commission & Bonus Structure
• Regular Home Working
• Flexi-time
• Birthday Holidays
• Referral Bonuses
• Casual Dress Code
• Prizes for Every Placement•
• Team Nights Out, Lunches & Parties.

History & Success
We’ve come a long way since our humble beginnings. Templeton was
set up in 1996 to create a truly diverse, global recruitment agency
that would lead digital transformation across the world. In 2001 we
purchased our own 9000 sqft City of London freehold building and
named it Templeton House, and soon opened new offices across
Europe: the Netherlands (2010), Germany and Switzerland (2017),
and Poland and New York (2021). In 2012 we became the first ever
agency to feature on all three official Recruitment Industry Lists for
three consecutive years: Recruiter Fast 50 (growth), Recruiter Hot
100 (productivity) and Recruitment International Top 500 (revenue).
Our ethos as a diverse and inclusive recruitment agency has driven
rapid growth and continued success. Templeton has grown from
one person to teams across six global offices, and our France and
India incorporation will be completed this year. In the past five years,
Templeton’s revenue has increased by 92 per cent.
In 2019 and 2021 we were TIARA Recruitment Diversity & Inclusion
Award Finalists, and we are shortlisted for the Recruitment &
Employment Confederation 2021 Awards in the D&I category. We are
proud to help global businesses become more diverse, inclusive and
sustainable through tech recruitment – and we are always looking for
more experienced recruitment consultants to join us. n
www.theglobalrecruiter.com
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£65BN UK AI USE THREAT
Research shows employees fail to
recognise risks of biased algorithms

To keep up to date with the latest technology in the staffing industry, please visit www.digital.theglobalrecruiter.com

BULLHORN ACQUIRES CUBE19
Move enables Bullhorn to deliver real-time, actionable business intelligence
for staffing agencies

Bullhorn has acquired cube19, a
longstanding Bullhorn Marketplace
partner and the provider of
analytics and reporting solutions
for the Bullhorn platform. This
acquisition is the latest major
investment by Bullhorn in helping
staffing agencies around the world
to transform their businesses in
an era of ubiquitous digitisation.
The combination of cube19’s
analytics suites and Bullhorn
deliver real-time, actionable
insights to business executives and
operational leaders to help them
achieve highly scalable growth.
Staffing as an industry is
undergoing a massive shift
towards digitisation accelerated
by the unprecedented increase in
technology reliance necessitated
by a distributed and frequently
remote workforce, as well as rising
expectations from clients and
talent alike. C-suite executives at
staffing firms are grappling with not
only navigating through periods of
intense change and uncertainty, but
also on maximising financial ROI

and propagating smart operational
improvements that are well aligned
with an organisation’s long-term
growth strategy.
cube19’s suite of solutions are
uniquely designed to provide
dynamic, activity-level metrics
to manage at any level of the
organisation: recruiter, team, office
or region. cube19’s highly usable
and accessible interface makes
powerful reporting easy to generate
for non-technical users, which
results in better performance on
the front lines while also providing
macro-level insight that helps
leaders make better business
decisions. Ultimately, by enabling
staffing companies to grow their
revenue quickly while growing
their costs more slowly, cube19
facilitates highly scalable growth.
Additionally, cube19’s offerings are
purpose-built for staffing agencies
using the Bullhorn platform.
The acquisition of cube19 comes at
a pivotal moment in the trajectory
of the industry as a whole, and
addresses a critical need among

senior staffing leadership. Through
research conducted by Bullhorn,
staffing agency executives
unanimously voiced a desire for
truly real-time, actionable business
intelligence and reporting that
could help them connect their
financial decisions to operations
and delivery optimisation and
connect functions and business
units towards improved service
levels and growth. The combination
of cube19 and Bullhorn provides
exactly that.
“I’m excited to welcome Dan, Joe,
Nick, and the cube19 team to the
Bullhorn family,” said Matt Fischer,
president and COO of Bullhorn.
“This joining of our companies
feels very right in large part due to
the amazing culture that Dan and
his team have built, and how well
it aligns with Bullhorn’s focus on
creating an incredible customer
experience. The cube19 team
builds analytics products that
customers love and pair those
with excellent service, and I know
they’ll fit in perfectly at Bullhorn. I’m

also thrilled to work with Dan as
he leads the development of new
purpose-built analytics products
in the near future, meeting our
customers’ needs and wants in the
new world of work.”
“When we started cube19,” said
Dan McGuire, founder and CEO of
cube19, “we set out to transform
the way staffing companies
operated and I'm incredibly
proud of how the cube19 team
has turned that vision into reality.
Since we became a Bullhorn
Marketplace partner in 2013, we've
had tremendous success helping
Bullhorn customers achieve highly
scalable growth and we're all very
excited to join the Bullhorn team as
we continue that mission together.”
cube19’s executive team, including
Dan McGuire, Joe McGuire, and
Nick Graves-Morris, will join the
Bullhorn leadership team in key
positions, leading the company’s
growing investment in real-time
business intelligence across its
global customer base.

Analytics automation company
Alteryx, Inc. has identified a new
risk to the technology sector which
could place the UK Government’s
£65bn AI strategy at risk. Their
research shows that almost
half of employees now believe
that data ethics is ‘irrelevant’ to
their role. In the midst of failing
training programmes, AI projects
will continue to pose an ethical
minefield for companies throughout
the UK, with AI projects – and
associated benefits – falling at the
first hurdle. Trustworthy AI is rooted
in quality information, but with
untrained employees delivering
dirty data, inconsistent, biased and
unusable AI is the end result.
New Alteryx-commissioned
YouGov research surveyed 1,000
British workers in large companies
with a responsibility for data. This
new information shows that 40 per
cent of organisations only offer
formal training to data scientists
and existing business analysts (29
per cent), leaving the remainder
working in an ethical chasm.
Core findings:
• 42 per cent of employees in the
UK who work with data do not
believe data ethics is relevant to
their role.

• Data training is only available
to pre-existing experts such as
data scientists (40 per cent) and
business analysts (29 per cent).
With so many workers excluded
from data training, the UK is
primed for an ethics disaster.
• Workers now gravitate towards
informal mentoring (29 per cent)
and informal user groups (20
per cent), increasing the risks of
inconsistent ethics frameworks
leading to biases.
• More than a third (39 per
cent) of UK business leaders
believe solving this challenge
is someone else's problem,
indicating these problems will
endure for some time yet.
With no training available, and core
lessons around ethics dismissed,
employees are increasingly
operating in the dark – further
overloading at-capacity data
science teams. Of those ranking
their data skills as 10/10 – our data
scientists – 33 per cent still spend,
on average, at least nine hours
a week on basic data cleansing,
blending, and shaping. Seven per
cent spend at least 30 hours on
the same tasks. It is clear that the
highest skilled workers spend a
disproportionate amount of their

time each week on tasks that can
be completed by workers with less
advanced skillsets, and are stuck
in a continuous loop of day-to-day
activity. With such a huge skills
gap, the efforts of highly trained
data scientists are being wasted.
Furthermore, 57 per cent of these
data scientists say their business
is “not making the full use of the
data” it has and 61 per cent say
that employees are “lacking the
data literacy skills needed to meet
today’s business challenges”.
Highlighting the strong appetite
and need for data skills to drive
their careers forward, however,
64 per cent of those employees
say that data training should be
expanded to all data workers.
“With data scientists remaining
wizards in an ivory tower, a
much-needed digital-first cultural
shift has dramatically stalled,”
comments Alan Jacobson, chief
data and analytic officer at Alteryx.

“What we now see is an AI
conundrum with no end in sight.
While data is increasingly the
common language of business,
few receive the training to deliver
any benefit from it, with the
remainder relegated to working
in the dark. Even with recent
Budget news that the number of
Data Science conversion courses
are set to double, the value
of this training is questionable
without a core ethics foundation
present across the workforce.
“Despite bold plans in the form
of the £65bn National AI Project
in the balance, the lack of
foundational data skills remains
a significant stumbling block, with
key lessons left unlearned. If left
unaddressed, unintentional data
biases can lead to perpetuated
discriminatory practices, as
well as inaccurate, incorrect,
and inconsistent AI models,”
Jacobson says.

360WORK LAUNCH
New recruitment platform brings together machine learning and human interaction
360WORK has announced the
launch of its all-in-one global hiring
platform, estab-lished to connect and
match high quality professionals with
international business-es. 360WORK
combines machine learning and
human intelligence to offer an efficient and cost-effective solution for
finding, vetting, and hiring proven
talents across:
· Employees/Consultants/
Freelancers
· Full-time/Part-time
· Local/Remote
· On-site/Hybrid (Home & office
working mix model)
· Individual/Team
The company says that in the wake
of the pandemic, there has been
a significant shift in employment
attitudes and continues to be huge

changes in working practic-es. Most
businesses have embraced remote
and hybrid working environments
while employees have pursued more
flexible working lives. 360WORK’s
recruit-ment platform has been
created for this environment and
is aimed at start-ups and SMEs in
the technology sector looking for
expert skills as well as professionals
who need help marketing their
skills whether they are looking
for permanent jobs, con-sultancy
contracts or freelance projects.
Promising to take away the pain of
sifting through hundreds of CVs, the
platform combines smart algorithms
moderated by human relationship
managers to screen thousands of
candidates. When making a match,
360WORK’s relationship manag-

ers take the time to understand the
business requirements including
location, lan-guage and culture, and
will personally interview all prospective
candidates to en-sure a suitable
match of both technical and soft skills
before sending a shortlist of quality
experts to the business.
Initially created to service the
technology sector, 360WORK can find
quality experts with a broad range of
skills required in the sector including
AI; software develop-ment, web and
mobile applications; data science and
analytics; digital design; business
and management; marketing and
sales. 360WORK’s customers are
companies in deep tech, software,
SaaS, semiconductor, electronics,
FinTech, HealthTech and automotive
industries.

Saman Aria-Nejad, CEO and Founder
at 360WORK, says: “Businesses
are recog-nising that talent hiring,
retention and the workplace of the
future is changing rapid-ly. There’s
now a real requirement for a smart
recruitment platform to keep pace
and adapt with the new world of
work, which is why we’ve created
360WORK.
“As a new and future-centric platform,
we intend to collaborate on a
continuing ba-sis with our customers,
partners and those in-work or looking
for work to further re-fine and tune
our service offerings; to ensure they
are well aligned to both the hir-er’s
business and talent requirements as
well as the employee’s work-style and
lifestyle expectations and aspirations.”
www.theglobalrecruiter.com
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Supported by:

Global Recruiter editor Simon Kent hosts a Recruitment Live
which examines the challenges of bringing technology into the
heart of a recruitment business.

At the Global Recruiter’s UK Summit, leading lights from the
recruitment world came together in London to discuss aspects of
technology. One of the initiatives on the day was a round table, held
in association with Mercury which brought the tech stack under
scrutiny. Round table participants were invited to discuss the various
challenges they experienced around selecting, implementing and
managing the core technology for their staffing business. Despite a
more mature market, and because of the range of possibilities now
available, getting an efficient and used solution seems as problematic
as ever. Around the table (in real life) were:
Richard Steel, Head of Data and Innovation,
Frank Recruitment Group
Oliver Harris, Global Managing Director, Page
Outsourcing
Richard Adams, Strategic Programme Director,
Guidant Global
Ian Preddy, Divisional Director - Recruitment
Operations, V-HR
Paget Miles, Global Head of Alliances, AMS
Robert Parkinson, Managing Director, Parkside Recruitment
Simon King, Group Managing Director, Autotech Group
Kevin Flower, Sales Manager, Mercury
Chris Kendrick, CEO, Mercury
Simon Kent, Editor, The Global Recruiter
There was general consensus around the table that the pandemic
had accelerated technology use and change, however this, together
with the need for consultants to work remotely, had served to highlight
the challenges usually associated with finding and using technology

in recruitment. Alongside this there was still the recognition
that recruitment was a people-centric industry, relying on the
human decisions of consultants and the human behaviour of
candidates and clients, and that this should always be taken
into account whenever technology use was being considered.
Richard Adams explained how his company had identified and
implemented a technology solution which effectively automates
repetitive processes – a move which had not impacted on the
‘people’ side of the business directly but which had switched
an hours’ long process to a matter of minutes, freeing up over
a thousand extra man-hours per month. Meanwhile, others
around the table were undergoing a process of analysing their
technology use as it stands to see if efficiencies can be gained
through standardisation across the business or through joining
up solutions.
Interestingly Paget was also seeking to structure their
technology behind a common user experience layer, which
would mean solutions could be switched in and out according
to value to the business without impacting heavily on the overall
user experience each time.
Both Oliver and Paget noted there was a danger that technology
could be under-used by organisations, through lack of training
on the one hand – the frontline user wasn’t around when it
was introduced – and though lack of knowledge on the other.
Without having seen the original demo or taking the time to
get to know a solution there was a chance that users would
never fully appreciate everything a solution was built to do. One
participant suggested that on average only 30 per cent of a

solution’s functionality was used by a company – a situation which was
particularly frustrating when users or managers came forward with new
technologies that they wanted to use which essentially did things within
the company’s existing technology capability.
Robert Parkinson explained that his business’ approach to technology
was a simple ‘use it or lose it’ one which meant unpopular solutions
could be dropped and would no longer be a financial burden if they
were not contributing to their consultants’ working lives.
The discussion also highlighted the use of ‘Shadow IT’ whereby users
might introduce additional IT solutions in order to work around or get
the best from existing solutions. Such technology could be introduced
by anyone – even individual frontline consultants – so without proper
controls or understanding of the technology this was one way in
which IT could prove both expensive and burdensome to recruitment
companies rather than acting as an enabler. The other negative reaction
to introduced technology was also that consultants would simply ignore
it and go back to using Xcel spreadsheet or some similar programme
they better understood.
Another point raised by Simon King was that the KPIs measured
through technology would always be the ones that determined the
behaviour of consultants. While it was clear that some insights provided
by technology were meaningful and useful for recruitment businesses
it was also recognised that sometimes the statistics and data recorded
didn’t necessarily determine good performance or results.
Recording time spent on making phone calls brought a number
of different views around the data issue. On the one hand simply
measuring phone time didn’t mean that the time spent was
productive, but then others were recording that time but not

making a huge focus around it ie. it was more used as a part of
the performance discussion rather than being treated as central to
performance. This meant the data was more part of the discussion,
to be used when it was valuable to do so, rather than dictating the
conversation every time.
Chris Kendrick put forward the view that technology meant that
recruitment would look radically different in five years’ time. He
argued that the technology already exists to automate the process
up to a certain level of decision making – it was even possible for AI
to parse audio conversations made by consultants and determine
the style and content of successful conversations with candidates.
However it was clear the industry is either hesitant to take up the
leading edge of technology or simply doesn’t want to extend the
reach of technology into the realm of what has been people-led
decision making.
Today, recruitment relies heavily on human decisions and human
actions to deliver. There was a clear sense that as technology
evolves, the metrics and measures that we use to evaluate our
consultants will need to consider this.
What also became clear was that not matter how clever technology
was, take up and use will always be paramount. To this extent
change management and adoption strategies can prove to be as
important as the functionality of a technology stack. Communication
around why solutions are being implemented or changed and
the expectation of what this means for consultants – ie. that it will
make their lives easier – must come alongside any technology
implementation. n
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THE DIGITAL REC RU I T ER

FOR FUTURE
TECH
Global Recruiter Award winners La Fosse Associates discuss their
innovative talent initiative futureproof.

As all tech recruiters will know, the tech sector is currently in the
middle of a skills drought. More than two thirds of business leaders
surveyed by Microsoft say their organisation is currently facing a
digital skills gap, and with turnover rates sitting higher than for any
other sector at 13.2 per cent, attracting and retaining talent is proving
extremely difficult. This is particularly pertinent at junior levels – once
trained up, software engineers and developers will jump to the next
opportunity within just a couple of years, leaving their employer
scrambling to find and train new talent.
Another crucial issue facing the tech sector today is a distinct lack
of diversity at all levels. Only 19 per cent of the tech workforce
are women, and as little as 14-15 per cent are from Black and
minority ethnic backgrounds. This simply doesn’t line up with the UK
population split and means that the opinions and pain points of certain
groups cannot be accurately represented and addressed. Diversity is
also of increasing importance to candidates – according to Glassdoor,
67 per cent of job seekers consider workplace diversity to be an
important factor when considering employment opportunities, and
more than 50 per cent of current employees want their workplace to
do more to increase diversity.
With so many gaps in capability and barriers to tech careers, it’s no
wonder that employers are struggling to develop sustainable talent
pipelines and build long-term plans for overcoming these issues.

How can we fix these problems?
At La Fosse Associates we think we have the answer. After over a
decade of matching top technology, digital and change talent with market
leading clients, we noticed that these two huge problems were cropping
up time and time again within their networks. So we set about creating a
game-changing innovation to shake up the industry: futureproof.

What is futureproof and how does it help?
futureproof is a technology training company that is dedicated to
launching and developing the tech superstars of the future. After

a rigorous assessment process, the top two per cent of applicants
are trained in full-stack software development and technology
fundamentals to prepare them for a two year placement in tech. As
well as lining up interviews with leading companies, futureproof also
provide graduate associates with ongoing support throughout both the
initial course and subsequent placement, ensuring they continue to
develop and add value to the business they’re placed in.
The futureproof model benefits clients in a multitude of ways. Firstly,
futureproof associates are all dedicated individuals with impressive
aptitude and an agile attitude, having just completed an intensive
selection process and bootcamp course with continual assessment
throughout. Secondly, associates come fully trained. As the course
focuses on teaching techniques over tools, associates are fully
prepared for the fast-evolving tech industry and can reach commercial
readiness a lot quicker than junior hires from other avenues.
Finally, futureproof is low risk and high reward – during their two year
placement, associates are employees of futureproof and receive
various wellbeing support services as a result; after this time, the
employer is able to take on the associate as a permanent employee.
The futureproof team also increase value by supporting both
associates and their managers with regular meetings and appraisals,
mentor programmes, and bespoke additional training.
Of course, futureproof is by no means the first player in the coding
academy game, but it does offer something significantly different to its
competitors: the course is 100 per cent free for students. Not only is
this highly beneficial, it allows the training team to select based purely
on ability, rather than the ability to pay. As a result, futureproof is
able to source a wide pool of diverse talent from all backgrounds – to
date, 43 per cent of students are female, 57 per cent are from Black
and ethnic minority groups, and 85 per cent are from lower income
backgrounds.
More information is available on the futureproof website.
To learn more about the difference futureproof associates can
make to your tech teams, email claudia@getfutureproof.co.uk.

GOING
STATE-SIDE
Simon Kent reports from a Recruitment Live discussion, sponsored by Corpay,
on the challenges and reward of US recruitment.
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The Global Recruiter recently held a virtual round table discussion on
the subject of starting up and running a recruitment business in America.
Held in association with Cambridge FX – soon to become Corpay
– the session was an opportunity for the participants to share their
‘war stories’ and ideas, ask advice from one another and explore the
challenges of the US and how to make a recruitment business work out
there. In attendance were:
Adam Marsh, CRO, Techstream Group
Jim Denning, CEO, LHi
Spencer Trigg, Director, Quanta
Kevin Holt, Managing Director, USA, Oscar
David Earl, Business Development Manager, Corpay Cross-Border
(Cambridge FX)
Simon Kent, Editor, The Global Recruiter
One of the early themes picked up by the group was who precisely
should be given the task of starting a US recruitment business. There
was clearly a balance to be struck here between local US professionals
and (usually UK-based) ex-pats from within the existing business.
Opinion generally swayed toward using home-grown talent in the
first instance, taking advantage of someone who understood how the
business worked and who wasn’t afraid to get stuck in and do whatever
was necessary to make a success of the new venture. This way the new
business would be built around the same ethics, ideas and processes
as the original model, giving everyone a sense of direction and certainty,
rather than simply trying anything and everything to see what worked.
Finding the right person for this in the existing business wasn’t usually a
problem since many were keen to make the move for lifestyle reasons.
However, it was also felt that it was important to start bringing in local
talent to get a good mix of employees. Adam Marsh noted that having
too many ex-pats at the top of a business could put off local candidates
from joining the company, the feeling being that it would be practically
impossible to rise significantly in an organisation which appeared to
favour its foreign recruiters.
For LHi, Jim Denning described looking for the right entrepreneurial
spirit for a start-up and explained how their US business began with
a group of recruiters working appropriate hours in London to match
New York times, building the business from there and transferring on
site when client demand justified the move. While some operations
had invested early in office space and consequently found themselves
dealing with a significant financial challenge, all those in the discussion
now followed the model of starting out with flexible/shared office space
along the WeWork/Industrious offering, adding consultants as required
until, around the 20 seat mark, the business could reasonably invest in
its own premises.
Location-wise it was felt that time zones made the East Coast an
easier starting point than the West. Interestingly Adam Marsh stated
that the main reason for selecting a location was the recruiter talent
the businesses could access from there. It was felt that a recruitment
business could serve large parts of America from any location, but
participants felt it was important to locate somewhere where you could
readily access talent, new entries and graduates. It therefore needed
to be somewhere people wanted to work – ‘destination’ or ‘life style’
cities – as well as somewhere people could afford to work. The cost of
living needed to be considered to ensure any new starter could be paid

sufficiently to have the lifestyle they’d enjoy.
The pandemic has influenced recruitment consultants’ decisions here
with some, having moved out of urban areas during the pandemic,
now less willing to return. At the same time the participants highlighted
how recruiters tended to move to destination cities early on in their
careers but then return to where they grew up later. This too had to
be considered from a talent requirement perspective when locating an
American office.
Kevin Holt also stressed the need to find US recruiters with the right
attitude in order to make a new venture work. He felt that new starters in
general require an amount of hand-holding in order to understand how
to do the job efficiently and well.
Overall it was felt that cultural challenges were more significant for a
new US business than financial ones. Interestingly the group thought
Americans in general were very keen to say ‘yes’ to everything but
back out later, leading to some misleading KPIs – such as a very high
incidence of interviews compared to actual placements. One participant
explained that as part of their process they would actually highlight
possible objections and problems for their clients rather than simply
taking a positive response at face value. Another said that this aspect
of the work could be off-putting for recruiters and was sometimes cause
enough for a new consultant to leave the profession.
Contracting work also seems a more difficult type of recruitment to get
right in America for cultural reasons. In the past Adam Marsh said he
found his contract business would reach a certain size and then hit
problems. His remedy was to transfer this side of the business entirely
to US recruiters who understood the way things worked out there as
well as having first hand knowledge of the right terms and the way to
communicate with clients. Spencer Trigg agreed it was important to
have a local on that side of the business while on the perm side the
process and operation could pretty much mirror that of other locations.
Trigg also raised the issue of work Visas for moving talent out to the US.
Those in the discussion shared their experience of working through the
options and raised the challenge of managing UK talent who could be
delayed leaving for the States and how this frustration could sometimes
lead to losing recruiting talent to competitors who promised they could
provide a US position more quickly. While this may not actually be the
case, there is clearly an amount of competition for good recruitment
talent that could be positioned in the US.
David of Corpay, who sponsored the roundtable said: ‘What a year 2022
is shaping up to be for UK headquartered recruiters in the US market.
New industries, locations and strategies all gearing towards a fantastic
year of growth. It hasn’t been plain sailing on the currency risk front
either, as GBPUSD has traded within a 20 per cent range over the
past 18 months. The new Corpay brand is excited to support the
staffing industry as it makes its mark and continues to scale in the
US next year.”
Ultimately it seems America currently offers great opportunity for
recruitment businesses. Client demand together with lifestyle offering
means there is huge potential for attracting good recruiters to take
businesses forward on this continent. Compliance issues, and
understanding the working culture means getting local knowledge is
essential, but with the right balance recruiters can create a thriving
international business across the pond. n

R E C R U I T MENT LIVE 27

SURVIVE AND
THRIVE
As recruitment businesses get back into the swing of business as usual,
Simon Kent hosts a Recruitment Live to discuss what happened.
At The Global Recruiter UK Summit, the subject of technology in
recruitment was the central topic, not least the impact the pandemic
has had on its use and evolution. To explore this further, and to hear
from recruiters on the frontline, The Global Recruiter, in association
with CloudCall, brought together some leading recruiters to discuss
the impact of the pandemic and the resulting technology use. Those in
attendance were:
Ben Batten, Senior Vice President and Managing Director
– International, Volt
Claire Knights, Group Marketing Director, The MCG Group
Ben Graham, Partner & Co-Founder, Triton Exec
James Page, Product Manager, CloudCall
Ian Preddy, Divisional Director - Recruitment Operations, VHR
Rhodri Hughes, Head of Practice - Financial Services,
Harvey Nash
Neville James, Senior UK Director - Sales, CloudCall
Gwyneth Barrett, Head of Permanent Recruitment at HCL
Workforce Solutions
Greg Western, Head of HCL Mental Health
Adam Nicoll, Group Marketing Director, Randstad UK
Simon Kent, Editor, The Global Recruiter
Naturally some sectors around the table found their businesses hit
harder than others – HCL’s health division and VHR’s aviation business
were among those who saw their markets significantly hit with the
result of having to furlough, redeploy and in some cases make staff
redundant. But at the same time, the technology that lay behind each
business was significant in determining how well and quickly recruiters
could respond and pivot to the new circumstances.
Those around the table who already operated with cloud-based
systems and who had laptops to go, for example, were able to
transition quickly. VHR created ‘Ready Bags’ which contained
everything their employees needed if they were to work from home.
The idea was that at the time when it was uncertain when lockdown
would hit, employees would be able to take everything home and set up
and work immediately. If there were no lockdown they’d still be able to
attend the office.
Many around the table shared the view that the added strain and
pressure of the pandemic actually made recruiters realise more of

what their current technology could do. A greater understanding of
the technology investment they’d already made could guard against
consultants and others going ‘off piste’ in their technology use. There
was a tendency for recruiters to start using whatever technology or
app they wanted to in order to compensate for not being in the office.
As Clare Knights and others noted, as soon as they started to use
something outside of the business’ systems it was impossible to
measure performance or record their activity.
Knights also noted that her marketing department was already used to
working across geographies via technology, and so could demonstrate
to other parts of the business exactly how they could work. Meanwhile
Rhodri Hughes highlighted the importance of being able to provide the
organisation’s teams with the guidance and support they needed to be
effective through technology use.
The cultural impact of moving from an office to home-working and
back to the office again has been a challenge and certainly a process
no company had expected to undergo. Some businesses were still
negotiating these transitions. As business leaders, many of those
around the table found their own working patterns challenged. Many
were used to being in the office – making sure their consultants were
in on time and worked hard until a certain time. Having switched away
from this, and getting used to giving consultants more autonomy,
coming back to the office again marked yet another shift.
The round table felt that established consultants were generally happy
to be working remotely and so wanted the flexible work option. Newer
recruiters, and certainly new hires were keener to be in an office, and
the group generally felt that they needed this kind of environment
to understand how the business worked and to receive whatever
support they might need. However even some leaders were finding the
transition back to a noisy, bustling office was difficult to do after being in
the remote, quieter environment of home working.
Alongside this it was felt that the office environment can be tricky to
get right at the moment. It was noted that bringing someone into an
office with the capacity for 200 people can be strange when it doesn’t
hold that many people. In addition, the habit of working from home
also meant that sometimes, even though there were consultants in the
office, those workers would still be sat at their individual laptops with
their headphones on not interacting with anyone. Some businesses had

also left their old offices and taken more flexible locations. While this
move had saved money in some instances, the new spaces were not
always appropriate for the work being carried out.
“I was struck by how quickly people were able to make the technology
work for them when they needed to, and how most viewed the move
to remote and more flexible working as a boost to productivity,” said
James Page. “When the [CloudCall] technology is used as its designed
to, our customers can realise benefits straightaway and make their lives
easier. The challenge we find is that often there is functionality in the
product that will help, we just haven't articulated it sufficiently to them to
allow them to make best use of it.”
Interestingly, technology meant working remotely didn’t always equate
to less contact between people and teams. "I now hook up with my
Global CEO once every few weeks and work with him on numerous
international projects,” said Adam Nicoll. "Before lockdown he was
someone I might have met twice a year in person when he presented
to us from a stage. I now know what books are on his shelf in his
living room. Randstad is even more aligned because of this enhanced
connectivity.”
Video has linked everyone to each other’s homes so there is a
sense that everyone knows more about each other – their kids, pets
and so on. The same effect was reported by some in terms of team
management, and it had definitely enhanced the work of international
teams. Rather than everyone suffering from over-exposure to video
calls, there was an amount of positive feeling concerning the impact of
increased technology based communications.
Ben Batton was among those in the room who believed that the impact
of the pandemic, together with the shift in technology use meant today’s
recruiter was different and required different skills to those of even a
few years ago. The image of the recruiter ‘bashing the phone’ to make
a sale has gone, partly because during the pandemic there was no one
to phone – the offices were empty, clients were working from home and
those contacts were impossible to make. As a result a new method of
communication was required. The good recruiter is now someone who
can create and send a great email shot, engage with people via social
media and conduct a meaningful and insightful video interview. n
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EMBRACING ELASTIC
Callum Adamson, co-founder & CEO of Distributed on shaking up
the where and how of recruitment.
The UK currently has the highest number of job vacancies it has ever
recorded. Whether due to the UK’s furlough scheme coming to an end
in September, or other forces altogether, businesses are having to fight
tooth and nail for talent. It’s all part of a shift which is seeing candidates
have more choice, and making more demands of their employers, than
they did before.
This trend is especially true for companies seeking workers with
specific skills, particularly in technology-oriented roles. The shortfall in
such employees means that the businesses driving the UK economy
are struggling to keep up with the fast pace of digital change. An
accelerant force such as the pandemic has contributed in no small part
to this, dramatically changing customer expectations and processes in
almost every industry.
These convergent forces have left many organisations in a situation
where they need specialist talent very quickly. For many, this will be
vital to their future success. Without the right employees, businesses
won’t be able to deliver the type of products and services that the
post-Covid consumer expects.
The problem, according to most, is that there isn’t enough talent
to fill the gaps or vacancies that businesses have. Despite all the
conversations about upskilling existing workforces in digital, introducing
new visas to encourage overseas talent to come to UK shores and
reforming the education system, we won’t see the benefits of these
strategies for decades. That's not to say that these initiatives are not
important, but there is a far more immediate solution that lies in how
businesses recruit.

Talented people for complex challenges
It’s not as if businesses haven’t got enough going on already. The pandemic
and Brexit are obvious call outs but recent supply chain issues and the
ongoing changes and difficulties around managing hybrid working set-ups
were not on the cards until recently. But as every organisation rushes to
digitise to overcome these challenges, and faster than their competitors,
the digital arms race has directly contributed to a human resource race.
Although businesses trying to evolve in the wake of the pandemic have
faced numerous obstacles, the most pressing is the availability of people
who can make it happen.
As skilled workers have quickly increased in value, so too has the sway
they have over potential employers, with power shifting towards them in
a way that allows them to pick their favourite vacancy or offer to pursue.
While no secret, the scarcity of skills in relation to demand is having a
profound impact on how organisations recruit. For example, the salaries
offered to coveted tech staff have risen rapidly, as companies struggle to
recruit in pace with their digital goals. The 2021 Salary Guide from Robert
Half showed that the top UK salaries for digital transformation programme
managers increased from £80,000 in 2020 to £115,000 in 2021.
Even those businesses able to compete on salary are finding it hard to
recruit the right skills, given employee choice can also create churn and
increase the cost and time taken up by the recruitment process. The search
for the appropriate candidate can lead to delays to business goals and put a
strain on the purse strings at a time when budgets are already tight. In fact,
the problem and solution don’t necessarily lie in what skills businesses are
looking for, but how they are accessing it and where they are looking for it.

Breaking recruitment habits
Most businesses hiring today – particularly for digital roles – are looking for
specific, specialist skills. Given the turbulence of budget allocation in the
current economic climate, this demand can often arise at short notice too,
making the recruitment process even more difficult. While the sourcing of
permanent, full-time employees typically remains the end goal, this process
is too cumbersome, expensive and limited to meet the needs of today.
Human resources are most squeezed when an organisation is pursuing
a particular project, drawing in various team members who often need to
deliver this work in addition to the core day job. So, when recruiting to make
up the personnel shortfall needed to deliver these projects, organisations
need to consider how they can tap into the right skills only when they need
them. That means embracing more flexible methods beyond the recruitment
of full-time employees, to provide better access to talent that businesses
might not have had the pulling power to hire permanently.
Freelancers are playing an increasing role in plugging the talent gap faced
by businesses. In fact, the move to freelancing by many workers is a likely
contributor to the high number of full-time vacancies. Luckily, their availability
means that companies can make use of their flexibility to deliver projects
more nimbly.

Broadening business horizons
Crucially though, this does not mean bringing freelancers into a physical
office. This is where the ‘where’ of recruitment comes into play. To truly take
advantage of the sharing economy for technically skilled labour, businesses
need to leverage the global talent pool, which can be done by working
with employees based remotely. After all, it’s hard to believe that the very
best team for a digital transformation project can be found within a 20-mile

radius. The benefits of a flexible workforce will be largely redundant if the
search for said skilled workers takes place within a comfortable commuting
distance.
When looking at the increase in available talent for the top five tech roles in
the USA and comparing the percent increase of candidates from local-only
candidates, versus open to remote candidates, is staggering – in some
cases there is a 430% increase in candidate availability. For aspirational
businesses looking to put their best foot forward, co-ordinating remote
teams of on-demand workers means they can access the best talent around
the world.

Embracing elastic
It feels like a no brainer. Companies need talent with specific skills urgently
and yet, many are still pursuing long-winded recruitment processes to court
employees that might choose to work elsewhere. This incumbent strategy
feels even more out-dated when you consider that many of the skills they
need today might be different tomorrow. Instead, working with skilled
freelancers – or an elastic workforce – to complement full-time staff, means
businesses can use as much or as little resource as they like and scale
depending on demand.
This doesn’t put recruiters out of a job. Like all industries, it just means
the need to evolve. As more full-time employees crave the flexibility they
experienced during the Covid-19 pandemic, recruitment will see more
freelancers being placed for short-term projects rather than full-time
candidates. The demand for talent will always be there, it will just look
different and resemble the on-demand society that has impacted how
we eat, travel and consume content. For businesses, it will be about
understanding how the recruitment landscape is changing and choosing
the model that is most efficient for them. n
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HOW TO SOLVE THE PROBLEMS
YOUR CRM IS CAUSING
Erika Clifford, Managing Director of Just Recruit discusses
recruitment's central tech.

As much as Brits dislike the daily weather forecast, Arsenal hate
Tottenham and workers despise taxes - recruiters love to hate their
CRM. It’s my mission to flip that script and change attitudes towards
the platforms that are designed to support and enhance but often just
end up royally ticking off and being the source of many-a-bugbear.
We are in a time when our industry is experiencing higher levels of
activity than ever seen before by many recruiters. It’s crucial you have
the right systems in place streamlining your processes to increase
efficiency and save that incredibly precious and scarce commodity
that eludes so many of us called ‘time’. Now more than ever, your
CRM / ATS must be something that helps you and your team to
‘skip to the end’ by reducing friction in your processes, ultimately
resulting in better outcomes for your business. If you consider your
CRM user-experience to be a cumbersome, clunky and confusing
one that sees you duplicating work, missing information and filling out
arbitrary fields, it’s time to take action. Don’t put it off because of how
many jobs you’re currently working, instead consider that you need to
prioritise it because of how busy you are and will hopefully continue to
be long into 2022.
It is possible to love your CRM and most importantly, take maximum
value from it. As with any tech, it can be a very subjective matter and
just because somebody you know raves about a system, it doesn’t
mean it’s going to be the perfect fit for you but rest assured, the
perfect fit is out there. Here are some steps to take to help you find
‘the one’.

1. Assess if your existing system is right for you
It could be that you’re not using your existing system in the most
effective way for your business. Get in touch with your account
manager and explain any issues or annoyances and don’t hold back
on those pain points – now is not the time to be shy – maximise this
opportunity. If you’re presented with effective solutions that work for
you and your team and you’re therefore confident this actually is
the right system for you, arrange a training refresher. Recruitment
technology is constantly evolving so if you’ve not been reading those
sporadic update emails that come through from your provider, there’s
a good chance the functionality has changed a little (or perhaps a lot)
since you had your demo and were onboarded. A few tweaks and
a little extra knowledge could go a long way and might make all the
difference.
If you’re not 100% satisfied, you should consider making a change.

2. Look at alternatives
Don’t be afraid of this. Consider your existing frustrations, your ideals
and future-proof your spec to increase your chances of never having
to change system again.
DO
• look around
• get a trial
• ask about customer service processes, contact channels and
response times, etc.

• find out about additional / hidden costs and how often their prices
change (ask about how their prices have tracked in the past three five years)
• enquire about data migration costs and process early on
• look at the nuances of workflows. Many people focus on the
specific functionality on offer (the what) and forget to consider ‘the
how’. It’s worth noting most frustrations outside of price and poor
customer service come from clunky processes rather than what a
system does or doesn’t do.
DON’T
• get swept away on the demo by shiny functionality you’re unlikely to
use day-to-day – it will just clog your system up and slow you down
• let the thought of learning a new system put you off – the right one
won’t be difficult to adopt
• let the overinflated thought of ‘data migration stress’ be the glue
that sticks you to a system that simply isn’t right for you
• just stick to the ones you know. There are comparison tools out
there to help you unearth the best possible fit and it could be one
you’ve never heard of before.

3. Bring your team on the journey
Before you get stuck in to any of the above, make sure you’ve got the
right people involved. Of course you’d rather your office manager take
time out of their day for this over your top biller but that’s unlikely to
get you the right outcome. It's a good idea to get your best and worst
users of your existing CRM to work together to lead this project – that

way you’re covering all bases. Not only do you have people with
differing opinions involved which will result in a broader fit, including
team members more resistant to system usage (and that could be
yourself!) should ensure they’re more bought in to the final product
you decide on and therefore have no excuses not to use it properly.
The project leads can filter the necessary information out to the rest
of the team.
Once you’ve got the right system in place, determine best practice
with all the people using it. A constant complaint is consultants not
logging information – get them involved in defining the processes and
they’re more likely to be invested and onboard with the rules.

4. Take the plunge
If something isn’t delivering the desired results in your business,
it’s time to make a change. When done in the right way, it shouldn’t
be taxing or too time-consuming. Lots of people stick to systems
because of legacy data and the worry of learning new processes.
In reality, the best systems out there are so intuitive, embedding it
into your business should be a breeze. Data migration is a far bigger
mental hurdle to overcome than the reality of what’s actually required
from you.
We’re all familiar with the term ‘short term pain, long term gain’ and it
really couldn’t be more apt for alleviating the headache your database
is giving you. The bottom line is, that as much as recruiters love
receptionists handing out mobile numbers, you can love your CRM! n

