
- 71 -

5
Today’s candidates are looking for a fundamentally different experience 
during the recruiting process compared to 10, or even 5, years ago. As 
candidate expectations shift, the recruitment process must follow 
suit in order to deliver a quality candidate experience and employ top 
talent. The way people interact with businesses online has changed, 
and candidates want the same level of personalisation they receive 
when purchasing something online. Great candidate experience is 
about having an engaging process where candidates feel valued and 
that recruiters are engaging with their application, not just processing 
their résumé. With 85% of candidates doubting that a human being has 
even seen their application1, and as a variable of candidate drop out is 
a lack of human interaction, it is essential to communicate and engage 
with your candidates throughout the process. 

Candidate experience can be simplified as ‘a job seeker’s feelings about 
a company’s brand through their recruitment process’. A positive 
candidate experience can create value for organisations, as by actively 
keeping the candidate at the forefront of your recruitment process, you 
decrease the likelihood of them having a poor experience. By reducing 
the chances of candidates sharing negative experiences online,2 you 
can avoid a decline in the number of future applications. Nearly 60% of 
candidates have had a poor candidate experience at some point. Most 
candidates aren’t just keeping it to themselves either! 72% of those 
candidates have shared their bad experience online or with someone 
directly.3

1 Career Arc, The State of the Candidate Experience.

2 Robinson, “Rethink Your Candidate Experience”
3 Career Arc, The State of the Candidate Experience.

Optimise candidate experience to engage and 
retain the best

Candidate Experience
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even if they do not get the job. You need to be able to differentiate your 
application process from every other company that’s hiring, otherwise 
‘assessment fatigue’ may kick in for candidates. In order to keep your 
organisation front of mind for those you want to hire, you need to make 
the time they spend on the application process as engaging as possible.

There’s a large disconnect between what candidates experience 
and what the employer thinks candidates are experiencing. For 
example, the average candidate spends at least 3-4 hours completing 
an application that 70% of employers believe take less than 1 hour6. 
This disconnect comes from a misunderstanding of the application 
process. While it may only take 20 minutes for a candidate to apply 
for the role from a company’s career site, there are hidden stages that 
only the candidate will experience which can be very time-consuming. 
These ‘hidden’ stages include company research and CV creation/
adaptation. 60% of candidates spend at-least an hour researching and 
résumé  prepping before they start the online application process7, and 
creating or adapting a CV for a specific position can take a couple of 
hours to complete. 

While employers may think that a lengthy application process can 
help narrow down the candidate pool, it can narrow it in the wrong 
places. Yes, lower quality applicants may drop out but so may the 
best candidates. The best candidates have plenty of options and may 
prioritise less complicated applications, so you need to make sure that 
the time candidates are putting into your application is worth it. 

6 Slater, “Employer Branding”.
7 David, “23 Surprising Stats”.

A candidate’s application process begins before applying for a position 
with your company. It starts with finding the job and viewing your 
employer branding, and it continues beyond getting, or not getting 
the position. Your employer branding is the organisation’s reputation, 
built through people’s experiences with a company as an employer, as 
well as the culture and values presented by the organisation. Candidate 
experience directly feeds into your employer brand and company 
reputation, which can increase the number of your applicants; yet only 
45% of employers are putting HR resources towards protecting their 
employer brand4. All too often, when people apply for jobs and don’t 
hear back, they leave the process with a very different opinion of your 
company than when they started it.

Figure 1. Business of Talent newsletter (2016) survey on employer focus

Enhancing the candidate experience is essential for employers. In fact, 
73% of employers questioned by Josh Bersin5 stated that improving 
candidate experience was a priority, ranking it at number one, above 
both diversity and assessment investment. 

A candidate’s journey through a job application is something often 
looked at from the employer’s side, but attention also needs to be given 
to the candidate’s journey. By enhancing the candidate journey the 
employer benefits by finding the best fitting candidate for the job, and 
the candidate is more likely to think positively about the company – 
4 David, “23 Surprising Stats” 
5 Bersin, “Business of Talent” 
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The application, interview, and offer process will influence candidates’ 
decisions on whether to accept the job or not, so invest time in 
reviewing and enhancing your application process.

Figure 2. The screens encountered in a typical online job application

The typical online application experience has too 
many screens

Figure 3. Traditional vs Updated High Volume Hiring Processes

For these reasons, forward-thinking recruiters have been seeking an 
objective system that attracts and engages large numbers of applicants 
and can accurately predict on-the-job performance.

Optimising the application process
Thanks to the internet, the time and effort required to post jobs and 
apply for them have been greatly reduced – but it has also resulted in 
recruiters being swamped with thousands of applicants. Traditional 
methods of job applications and candidate assessments are very 
employer focused, rather than candidate focused. As an employer 
you need to make sure that each applicant gets a unique and tailored 
experience.

Interacting with applicants and including assessments that keep them 
interested helps in avoiding the repetitive nature of applications. By 
making candidates fill out form after form, such as the one below, you 
can lose their interest; especially if the content they are submitting is 
repeated or included in their CV which they may also need to upload. 
Many applicants will drop out of the application process when they are 
required to enter excessive or repeated information. 

Condensing the parts of your application that may repeat helps to keep 
applicants engaged throughout your process.

Around 60% of candidates will not finish an application because it is 
too long8. While there are sections of an application process that are 
essential for a candidate to answer, at least 41% of candidates ranked 
fast applications as one of the most important things to improve 
within a hiring process9. Lengthiness and engagement go hand-in-
hand. Cutting down the length is one thing, but you must make sure 
the content is actively engaging, while still retaining the necessary 
questions and assessments. By engaging candidates from the get-go, 
you can capture their attention while simultaneously feeding your 
employer brand.

8 Slater, “Employer Branding”.
9 Bissing, “2019 Recruiting Trends”
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Your brand is the perception by current and potential employees of 
what it’s like to work for your firm. Branding is often the differentiating 
factor when a candidate is faced with two companies that they are 
interested in. It’s all about creating transparency into your company 
culture, values, and benefits, and giving a realistic job preview of 
the role. A Realistic Job Preview (RJP) is used to communicate both 
the good and bad aspects of a job. Primarily, it is used to provide a 
prospective employee with a richer description of the company and the 
job (e.g., work environment, duties, expectations) to help them decide 
if they are a good match.

A branding video provides candidates with an opportunity to self-
select for the role before progressing further with the application 
process  . It is a chance to star current employees and give a taste 
of what it’s like to work at your workplace, while exhibiting your 
unique employer brand. It allows you to showcase your values and 
create a realistic job preview of what the candidate can expect at your 
organisation. Employer branding and market positioning encourage 
greater candidate engagement, and minimise candidate drop-out rates.

Your candidates are looking for a company with a culture and values 
that align with their own specific needs, ideas and personalities. They 
want to know the benefits of working at your company; that there are 
professional development opportunities and that you are willing to 
invest in their careers, rather than focusing only on what they can 
bring to your company right now. You can show candidates all of these 
things with a branding video, helping them self-select for the best job-
fit.

Employer Branding
It all starts with employer branding
As 70% of 18-34-year olds found their current or previous jobs through 
social media10, it is important that your employer brand can connect 
with potential candidates through this medium. 9 out of 10 potential 
candidates would apply for a job from a company with an active 
presence on social media. However, if your employer brand is badly 
represented or you have a poor social media content strategy, you face 
losing applicants.

Your employer brand is a vital aspect to invest in to make your company 
stand out and to attract the best talent. With 55% of job seekers not 
applying for a job at an organisation with a bad reputation or negative 
reviews11, you cannot afford to have a bad employer brand.

Test for cultural fit
Workplace environment, values and ethics make up your 
organisational culture. Assessing this fit first eliminates the candidates 
who simply won’t align with the culture of your company. This is 
incredibly important because having candidates who are engaged with 
your culture and values will result in a more productive and satisfied 
workforce. As a result, this often leads to lower turnover.

Expressing your brand through the recruitment process
A candidate’s opinion on the employer brand is developed throughout 
the application process. It is constructed through their interaction with 
the messages, logos and images seen prior and during recruitment, 
as well as any contact between the company and the candidate, and 
anything else well beyond the job offer. 

Enhancing your employer brand can give you the edge on the 
competition and increase employee engagement significantly if utilised 
thoroughly and correctly. In fact, companies with excellent branding 
gain twice as many applicants compared to companies with inferior branding12.
10 Slater, “Employer Branding”.
11 Career Arc, Future of Recruiting 

12 Career Arc, The State of the Candidate Experience.
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From there, Learning Agility can be calculated by looking at the rate 
at which a candidate’s scores improve. Learning Agility encompasses 
how quickly a candidate learns, their ability to teach themselves, and 
how skilled they are at picking up new information and concepts and 
apply these to solve problems.

Figure 4. Interactive gamified assessment assessing learning agility and ability 

from Talegent

Accurately predicting employee behaviour during the hiring process 
can be a difficult exercise. Nevertheless, extensive research has 
shown that gathering employment data consistently and objectively, 
such as with assessments, can predict person-job performance and 
organisational culture-fit.13 Talent measurement assessments can 
predict an individual’s behaviour, as when completing these objective 
measures, applicants are likely to behave in a reliable and predictive 
manner.

Gamification
Gamified assessments are not necessarily about adding games into an 
application, but instead introducing gaming elements (such as points, 
levels or badges) within scientific psychometric tests. Leveraging 
game elements and narrative, gamified assessments create a more 
positive experience for candidates, along with the opportunity to 
experiment and learn. It is believed that a combination of interactivity, 
entertainment, and novelty could provide greater attraction and 
engagement, especially for new entrants to the workforce who grew up 
in the digital age. 

Validation results from thousands of graduates indicate that 
gamified assessments provide a more positive and engaging candidate 
experience than traditional assessments. At the same time, the data 
shows that gamified assessments can deliver valid and reliable measures 
of cognitive ability and Learning Agility. 

Interactive Gamified Measure of Learning Agility
The fact that candidates are learning during a gamified assessment, 
and the speed at which they do so, is observed in their response data. 
13 Schmidt et al., “Personnel selection.” 627-670 
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Screen candidates efficiently and facilitate self-expression
Video interviewing involves utilising video technology to better 
record and review candidate responses. 60% of recruiters14 are using 
video interviewing as it offers candidates the opportunity to express 
themselves while measuring their communication skills and ability to 
think on their feet. Candidates can record their interview on a range 
of devices, not limiting them to a desktop.

A video interview eliminates the staff time and cost required for 
setting up conventional phone or in-person interviews, while still 
allowing you to include your own questions and time parameters. Most 
applicant tracking systems (ATS) can automatically send candidates a 
single link for their assessment pre-screening test and video interview.

14 Westfall, “Video Interviewing Software”

Figure 6. Talegent Video Interview shown on different devices

Game-based assessments that directly measure Learning Agility 
provide an engaging candidate experience that differentiates your 
company and assesses grads on the unique skills that today’s roles 
require.

Measure key capabilities throughout candidate journey
Gamification is able to assess and measure different capabilities 
throughout an application. Specific personality items are embedded 
throughout the candidate journey in the most engaging way possible, 
to measure predictive constructs that can be gathered with a self-report 
measure. One of these is Grit, which is the dedication to a singular 
goal, coupled with the determination to see it through. Candidates 
with true grit can overcome obstacles to reach goals and be confident 
and composed in the face of challenges. Cognitive tests measure how 
quickly candidates can accurately distinguish between and interpret 
information.

Figure 5. Personality test within a Gamified Assessment
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Figure 7. Candidate Score from the Candidate feedback report

Why Net Promoter Score is important for Candidate Experience
One of the most effective ways to ensure you’re providing a good 
experience to job seekers is to treat them like your customers.  And it 
is tough since ATS’ are traditionally systems of record and not systems 
of engagement, hence they can often miss the mark on candidate 
experience.

Most companies try to compensate by bringing in a creative firm, but 
they still fall short in delivering the functionality expected by today’s 
candidates. A good way to measure candidate experience is with the 
net promoter score (NPS).  

A net promoter score is used to assess customer satisfaction, and 
similarly can be used to assess candidate engagement and happiness. 
To calculate the NPS, candidates should be surveyed on their 

Collaborative
CollaborativeIndependent

Development Tips
Distribute the workload. As a naturally collaborative person, 
watch that you don’t end up taking on the lion’s share of the 
work. Everyone is accountable for their commitments they make 
to the team

Your responses suggest you enjoy working as a team, 
and are happy to help others achieve their objectives

Always project a shared team mentality, yet continue to treat 
people as individuals. Keep using ‘we’ and ‘us’, rather than ‘me’ 
and ‘I’

Pre-record your own questions
With video interviewing, you are able to pre-record unique questions 
for the position, while giving candidates the ability to answer freely.  

Accurately predicting employee behaviour based on the information 
companies collect from applicants during the hiring process helps 
predict future job performance and company culture fit. This is 
mutually beneficial to both the employer and the applicant, as the 
employer can find the best applicant for the position, and the applicant 
can find the best organisation for them.

Assessment centres can be used to measure job-related skills and 
abilities as well as interpersonal skills such as communication and 
teamwork. Usually an assessment centre will consist of exercises 
that are designed to simulate the work environment, and often 
include problems commonly faced on the job. As well as simulated 
job exercises, assessment centres often use other types of tests such 
as cognitive ability and personality tests to assess a candidate15. Using 
an objective approach to select candidates reduces training time and 
predicts candidate performance more accurately than simply relying 
on experience, references, and job interviews. 

Assessment centres are used to assess a candidate’s performance 
and behaviours and compare these against role requirements. The 
assessment centre uses multiple raters who observe, classify, and 
evaluate performance. At the end of the centre, these raters make 
overall judgements about each candidate’s performance in the 
assessment centre, and whether or not they should progress to the next 
stage.16

15 Society for Industrial and Organizational Psychology, “Types of 
Employment Tests”.

16 Psychometric Success, “Assessment Centres”.
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Feedback on the candidate experience is not just limited to candidates 
giving feedback during the application process but can also include 
feedback from the employer on the candidates’ application. Candidates 
who are not informed of the progress of their application are 3.5 times 
less likely to apply for future positions with your organisation, yet 
65% of candidates rarely receive any information surrounding their 
application.19  Companies need to move from a transactional approach 
(filling a role) to a relationship-first approach (building value with 
candidates whether they apply or not).

If you want to make talent your competitive advantage you need to 
learn from marketing departments and focus on building relationships, 
not collecting résumé.

It can be as simple as having an application process tracker that 
candidates can check while applying,20 or an automated message at 
each stage of their application.  An automated email is useful as a 
confirmation of step completions (such as submitting the application 
form), however sending personalised updates during the application 
process can build stronger relationships with candidates. Let 
candidates know the expected timeline of their application and make 
sure you give them a guideline on when they will hear from you.21  
Further feedback may include:

• How the candidate performed at the previous stage.
• Any preparation they may need to do before the next stage.
• Asking if they have any feedback or questions

These consistent updates will keep the candidates engaged. This 
makes candidates feel valued before they have been offered a role, 
which means they will have had a more positive experience than if 
they were not being notified, regardless of their application outcome.

19 Career Arc, The State of the Candidate Experience.

20 Huppert, “Insights on How to Improve Your Candidate Expereince”. 
21 Lewis, “9 Ingredients to Recruiting Success”.

experience at the end of the application. The survey should ask them 
to anonymously rate how likely they are to recommend the company 
to a friend or colleague on a scale of 1-10. Break the results into these 
three sections:

• Ratings from 0-6 are detractors
• Ratings from 7-8 are passive
• Ratings from 9-10 are promoters
To calculate your NPS, use this equation17:

NPS = % Promoters - % Detractors

Figure 8. Process for measuring Employee Net Promoter Score 

Candidate Feedback
Feedback is crucial to improving your application process; yet 35% of 
employers only ask for feedback after the candidate is hired, and 20% 
of employers never ask for feedback18. This means that many employers 
don’t know why candidates are dropping out and what sort of negative 
experiences they may have during the application process. By asking 
for candidate feedback throughout the application process, you show 
that you are a company that respects their candidates and staff. It also 
decreases the chance of candidates sharing negative feedback verbally 
or on social media and allows you to make adjustments to future 
application processes based on the feedback you collect.

17 Reh, “How to Avoid Excessive Employee Turnover”
18 McLaren, “Improve the Candidate Experience” 
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Key Points
• Great candidate experience is about having an engaging 

process where candidates feel valued and that recruiters 
are engaging with their application.

• Attract and engage candidates with your employer 
branding, built through people’s experiences with a 
company as an employer, as well as the culture and 
values presented by the organisation.

• The application, interview, and offer process will 
influence candidates’ decisions on whether to accept the 
job or not, so invest time in reviewing and enhancing 
your application process.

• Providing candidate feedback at all stages is essential for 
building and maintaining a positive relationship.

• Predicting performance by measuring core capabilities 
that predict person-job and organisation culture fit.

By providing feedback to the candidates, you can position your 
company as a future employer of choice and improve your business 
relationship with each candidate. With candidates who are given 
feedback on the day that they were interviewed being more likely to 
increase their relationship with the company compared to those who 
did not receive this22 , it is clear that feedback is an invaluable tool for 
recruiters. 

A positive candidate experience can uniquely benefit a company, with 
74% of candidates saying that having a positive experience can lead 
to referrals, brand loyalty and reapplication23 - even if they do not get 
the job initially. If candidates have a bad experience, they are unlikely 
to want to work with your company in the future, and almost three-
quarters of candidates who have a negative experience pass on negative 
feedback about the process to others.

It is important to take the time to review your application process from 
a candidate’s perspective and to engage candidates with innovative 
technology that offers them a unique application experience. 
Encourage feedback from candidates who are hired and those who are 
not. 

It is important to take the time to review your application process from 
a candidate’s perspective and to engage candidates with innovative 
technology that offers them a unique application experience. 
Encourage feedback from candidates who are hired and those who are 
not.

22 McLaren, “Improve the Candidate Experience”.
23 Min, “5 Important Stats On Candidate Experience”.
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