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service users. Opportunities brought by digitalization include faster processes, which are
enabled by new technologies. Open and collaborative innovation ensures these
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theories fill a research gap which has not been fulfilled before.
This thesis has been conducted as a qualitative study. Through the conducted
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1. INTRODUCTION
1.1 Area of research
For the past decade, digitalization has proceeded to shape the ways of working more
than ever. New tools are replacing manual work and changing the customs of
workplaces, making processes efficient and cost-effective. The change has also been
called the fourth industrial revolution (Harteis, 2018). Digitalization has forced
businesses to re-evaluate their methods and processes, which has provided new
opportunities (Figure 1) but also caused issues due to rapidly changing technological
services (Lerch and Gotsch, 2015).

Figure 1. Opportunities brought by digitalization (Almeida & Monteiro, 2020)

Opportunities brought by digitalization include faster processes, which are enabled by
modern technologies. Open and collaborative innovation ensures these opportunities.
Other examples are new, more efficient ways of working, as well as collaborative
information sharing (Almeida & Monteiro, 2020). The challenges include concepts such
as expectations for new skills, cybersecurity, and privacy issues. (Davidsson et al.,
2016)
Digitalization has become one of the greatest factors to shape the modern working
world. The concept of digitalization is about taking advantage of digital tools in
businesses which can profit from enhanced processes provided by digitalization.
Processes and business models have been transformed so that new revenue and value-
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producing possibilities are created. The previously existed methods might not have been
replaced, but at least enhanced with the digital tools (Harteis, 2018; Avhan, 2017).
The current talent shortage has resulted in fewer job applicants, as the labor market is in
a tight setting at the moment and the field of recruitment is requiring solutions.
Therefore, the variety of tools used in recruitment could be expanded, as diversity is the
key (ManpowerGroup, 2022). As digitalization affects every aspect of businesses,
human resources and recruitment, in particular, are in the front line. LinkedIn, among
other services, has made recruiters’ jobs more efficient, but there is also an abundance
of other services which can only make their jobs more difficult. Therefore, it is
important to understand when to adopt new technologies, and when to decline the
opportunity (Parviainen et al., 2017).
This thesis is focused on enhancing applicant retention in the digitalized recruitment
process through the lens of information behavior theory and the service design
perspective. The thesis examines how digitalization has impacted individuals’
information behavior in the information era, and in an information society.
This thesis is conducted for the world’s largest recruitment and human resources
operator, The Adecco Group (hereinafter Adecco). The focus is specifically on the two
brands which it has operating in Finland, Adecco Finland and Rekrytointipalvelu Sihti
(hereafter Sihti) and the short-term jobs they offer. Adecco Finland operates generally
in every field, whereas Sihti is especially focused on the fields of construction and
mining (Adecco, 2021). This thesis will investigate how Adecco is currently dealing
with digitalization and where the specific issue of applicant retention lies.
The current state of recruitment and human resources is problematic (Bhagia, 2022).
Businesses around the country are facing labor shortages, which results in even higher
value on the current employees and applicants who can be attracted and retained within
an organization. Therefore, it is currently even more important than ever to stand out
from the competition (Manpower Group, 2022). This thesis seeks to determine whether
there are digital solutions which Adecco is already using or is lacking, and if so, how
this situation could be addressed.
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Theories such as information retrieval, information seeking and the diverse ways
information is being used provide invaluable insights into how to enhance the current
processes in an organization (Al-Samarraie et al, 2017). How potential applicants locate
Adecco’s websites, how they interact and how they perceive the path has a notable
effect on the final number of applicants, as the process of applying is required to be
done online. Information behavior seeks to understand what an individual’s need for
information is and how the search processes, information seeking, or avoidance are
carried out during the need of applying for a job (Ford, 2015). It determines the ways
people conduct and handle information in different contexts.
The discovery of the most effective methods for a digitalized recruitment process is
conducted through a deeper understanding of the methods of transforming information
to the final use and purpose, to serve the needs of information users (Wilson, 1999).
Service design provides assistance to ease the process of development of digitalized
recruitment (Almqvist, 2018). The service design principles which should work
flawlessly in this context are a user-centered viewpoint and evidencing. These aspects
provide experiences from users’ points of view and visualization of non-material
services presented through concrete objects if the current service is designed to serve in
an experience and customer-centric setting (Zomerdiik & Voss, 2010).

6

M. Hakala: Retaining job applicants and creating value to recruitment processes through information behaviour and
service design

Figure 2. Thesis framework

To create a comprehensive perspective, a triangle consisting of service design,
information behavior and digitalization has been developed to support this thesis
(Figure 2). The combination of these three concepts creates a perspective of consumer
understanding which is cost-effective in the long run. Resources are not needed as much
as previously to find potential clients and applicants, as the new ways of working make
the processes easy for all stakeholders. When functions operate as efficiently as they
should, the well-being of the organization’s employees is also at a higher level, leading
to a committed and dedicated workforce, and thus value is generated for the company
(Hamidi, Shams & Khajeheian, 2019).

1.2 Research gap
Despite some research having been conducted regarding the connection between
digitalization, information behavior and service design, there remains a greater need for
examination of the effect of all three concepts on the development of processes in a
digital environment. In today’s world, service design is closely attached to
digitalization, as the two concepts support each other and make themselves available
and enhanced. (Meyer, 2020) Therefore, this thesis seeks to explore the possibilities
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digitalization, information behavior and service design are able to create for digital
recruitment processes and applicant retention.

1.3 Research objectives
This thesis seeks to understand the current digital recruitment process at Adecco and to
identify the gaps in the process from both the recruitment and applicants’ points of
view. The importance of service design and information behavior is assessed and
studied from the viewpoint of how they can affect applicants’ experiences while
proceeding through the application process.
This thesis seeks to answer how information seeking, digitalization and service design
can together create a comprehensive understanding and perception of ideal methods of
applicant retention in the field of recruitment. In addition, this thesis aims to understand
whether the current challenges are based on digitalization and technology, or if they are
more about mindsets and behavior in the workforce, or perhaps both.

1.4 Research questions
Based on the thesis objectives, four research questions have been formed to answer the
objectives of this thesis in addition to the main research question, “How can applicants
be retained, and value be created through information behavior and service design?”
The following are the research questions for this study:
•

How has digitalization shaped the activities of recruitment?

•

How satisfying do the applicants find the current application process?

•

How do recruiters need to change their behavior to efficiently work in a digital
space?

•

What are the key advantage/disadvantage points for applicants in the digital
application process?
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1.5 Expected results
This thesis is expected to provide insights into the current recruiting process and the
application funnel the applicants undergo to become recruited, and later continue
applying through Adecco for future jobs. The findings of this thesis provide new
insights and knowledge of any weak spots in the process, as well as the development
ideas with the guidance of service design and information behavior concepts and
practices to make the experience more pleasant for the applicants, as well as retaining
them within the organization.

1.6 Limitations
During the time this thesis was conducted, the rapid changes in digitalization especially
brought by COVID-19 were still in a transition period. This limits the results for later
application regarding applicant adaptation to new digital tools. This thesis focuses on
the application process of one organization with insights from recruiters and sales
personnel working on recruitment-related tasks, but the insights concerning applicants
and their viewpoints were second-hand information.
This thesis was conducted as a case study for a company, which could have limited the
publication of all discovered results. In addition, it was conducted while being
employed by Adecco.

1.7 Structure of the thesis
This study begins with an introduction as to how the thesis is formed, and what the
overall aims and goals are. The introduction also includes the limitations of the study. It
familiarizes the reader with the topic and content of the thesis through the background
of the content.
In the second chapter, the literature and main concepts are introduced and discussed
further. Concepts of customer retention, value creation, information behavior and
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service design are at the center of this chapter. Also, the field of recruitment is
addressed as the domain of this thesis. Aspects such as how value is measured when
discussing customer retention and what insights information behavior and service
design can provide in this situation are explained.
The third chapter has its focus on the theoretical framework of the thesis study. It
includes the main theories of information behavior, such as information seeking,
information retrieval and navigators and explorers. The methods of service design and
recruitment processes are discussed as well, and the relation between the frameworks is
presented.
Research methods and approach for the study are discussed in the fourth chapter. The
validations of the chosen methods are explained. How the qualitative research has been
conducted, including the interviews of different parties and how more insights have
been found through data analysis are presented. Also, the motivation behind the chosen
methods is explained.
In the fifth chapter, the analysis of the results is conducted.
The sixth chapter discusses the results correlating to previous research. Also, a
theoretical framework is considered when reviewing the results and compared in detail.
In the final chapter, the conclusions that follow from the study are presented.
Furthermore, the key findings are discussed, including the possible future areas of
research related to the thesis study.
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2. LITERATURE REVIEW
This chapter provides relevant background information for digitalization and service
design and a theoretical base for information behavior. Research regarding the relation
of information behavior and service design has been conducted, but studies combining
digitalization, information behavior and service design do not yet exist, despite their
shared contexts and goals.

2.1 Information Behavior and Service Design
The relationship between information behavior and service design in business
development processes has been studied before in a general setting. For example,
Harviainen and Kumpulainen (2019) focused their study on the general viewpoint of
their topic “Service design for information searching”. They discussed how service
design can be practiced in information retrieval and search processes and how they
could be improved. They discovered that companies, which consider themselves as
search-oriented were found not to be customer-oriented. These companies and their
service processes were based on the goal of high quantity, whereas the design viewpoint
should be focused on qualitative methods to achieve customer satisfaction.
Service design literature and information behavior concepts support each other. Both
theories aim to understand customer or user behavior, as information behaviour aims to
recognize the reasons why people act in a certain way (Chowdhury & Chowdhury,
2011). Furthermore, the goal of service design is to understand what in the produced
service results in certain behavior, and if that behavior can be changed through
developing the user path (Morelli & Simeone, 2021).
Huvila et al. (2019) discussed in their panel how information activities can be enhanced
for design and development purposes. They argued that information behavior is still
facing challenges when aiming to inform design processes. There is a specific need to
develop services, which function in a way that makes the information retrieval efficient
while ensuring to meet the expectations and behavioral patterns of users. The retrieved
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information is required to be in a format which is easily accessible, as well as easily
understood based on the context they are viewed in.
Design methods are enabled by information and knowledge. Bertola and Teixeira
(2003) considered design methods to be a “knowledge agent”, which can assist in
integrating knowledge to organizations and acquiring competitive advantage through
enhanced processes. Different design methods, including service design, can be applied,
and merged to create or develop infrastructures to serve the constantly evolving needs
of stakeholders. Especially important in the design process was discovered to be the
adaptation to the changing context for the expected design process, to be adjustable to
divergent aspects in different business operations.

2.2 Digitalization
Digitalization as a concept means the use of digital tools and technologies to adjust or
modify a business model (Hagberg et al. 2016). This generally means the digital
transformation of economy enabled by digital innovations, to enhance processes and
create new competitive advantage for organizations. One of its purposes is to create
value by automation and structured data, improve processes and the company culture to
stay competitive and relevant (Lerch & Gotsch, 2015).

2.2.1 Challenges
Digital transformation has brought multiple challenges, which can make the adjustment
to the new working methods a struggle (Ayhan, 2017). Carrying out a significant
business transformation to stay relevant is not effortless and simple, but vital for the
survival of the business (Harteis, 2018). Examples of the digital transformation
challenges are listed in Figure 3.

Figure 3. Digitalization challenges (Ayhan, 2017; Parviainen et al., 2017)
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IT skill shortage is one of the fundamental issues retaining an organization from
pursuing or successful implantation of a digital transformation, which has an effect to
the entire organization. This includes both IT professionals, as well as other employees.
A dedicated IT team is required to implement a demanding digitalization process, which
can consider concepts such as cybersecurity, data analytics and enterprise architecture.
(Ayhan, 2017)
Digitalization is a significant change in employees’ work environment, which can lead
to concerns regarding ways of working and changes in responsibilities, among other
matters. This can catalyze employees resisting the digital transformation and preferring
the old ways of working, also known as change resistance. (Parviainen et al., 2017) It is
directly associated with previously mentioned IT skill shortage. If there is a possibility
for the IT team not being able to carry out a digital transformation accordingly,
employees working in tasks unrelated to IT are affected. (Ayhan, 2017)
Lack of change management on an organizational level or outdated structures can delay
and disrupt the progress of digitalization. Previously mentioned change resistance can
make a setting such as this seem impossible. (Parviainen et al., 2017) Therefore, a clear
strategy to implement the transformation process is in place. If the goals and priorities
for the project have not been set, a project can be exceedingly difficult to execute.
Inconsistent aims and goals regarding the whole organization can create an unclear
clutter of project parts, which transforms the work environment and has an impact on
employee satisfaction rate. (Vartolomei & Avasilcai, 2019)
Customers’ needs and expectations evolve throughout years and decades, now faster
than ever before. If an organization is not able to follow through on digital
transformation, it is not able to provide what is expected of it in the modern markets.
(Trischler & Westman Trischler, 2021) A well-managed organization is able to
maintain a high level of customer satisfaction through rapid changes of processes, as the
employees are motivated and strive to work towards common goals. (Mykhailichenko et
al., 2021)
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When focusing on digitalization in recruitment in particular, there are multiple
challenges to be addressed. The main issue is the lack of IT skills, not being able to
benefit from the digital recruitment tools and possibilities available. The received
applications might be irrelevant, the applicants might be under- or overqualified or there
is deficiency of suitable applicants or applications among those received. (Ayhan, 2017;
Trischler & Westman Trischler, 2021)

2.2.2 Benefits
Digitalization has a vast number of benefits when it is successfully applied to a
company. Vartolomei and Avasilcai (2019) and Trischler and Westman Trischler (2021)
listed some of the most notable gains digital transformation can bring (Figure 4).
Neumeier, Wolf, and Oesterle (2017) discussed that the most significant impact of
digitalization takes place among the customers and business processes.

Figure 4. Digitalization benefits (Ayhan, 2017; Trischler & Westman Trischler, 2021)

Communication and ways of working have become mobilized, resulting in flexibility in
everyday actions. Efficient mobility provides the freedom to the employees to work
from where they want, in a time best suitable for them. Efficiency and flexibility result
in highly motivated employees, which then improves employee retention. (Trischler &
Westman Trischler, 2021)
Customers are more engaged due to the improved customer experience digitalization
and its tools have made possible. Services are faster and more efficient, and therefore
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also more likely to answer to the needs and expectations of customers. (Trischler &
Westman Trischler, 2021)
As processes are transformed to become more efficient and faster, time-consuming
administrative tasks have been digitized or simplified. This means higher productivity
in activities which have higher investment rate. Workflows and information sharing is
enhanced. Decision-making takes less time as information retrieval is made easy and
efficient. (Ayhan, 2017)

2.3 Service design
Service design provides the tools to make business processes efficient and pleasant to
the user. The service offered by an organization should place the experience to the very
core (Zomerdijk & Voss, 2010). As Pullman and Gross (2004) discussed, “an
experience occurs when a customer has any sensation or acquires knowledge from some
level of interaction with the elements of a context created by a service provider”.
Service design focuses on creating solutions for the users which ensure their retention
on the business. When conducting a service design project, there are specific target
groups which should be included in the process. Users are required to be in the center of
the development. How the customers perceive the service, what are their expectations
and requirements are the main questions to be asked. (Stickdorn et al., 2018) All
stakeholders should be included and involved in the design process, ensuring cocreation and taking into account all possible requirements for the service. It should be
visualized into a sequence of different interrelated actions. Non-material services should
be presented through concrete objects. Finally, the whole environment of services
provided should be taken into consideration. (Harviainen & Kumpulainen, 2019)
Service design is partially based on P:s. In this case, there are four of them (Watts,
2017):
1.

People

2.

Products

3.

Partners
15
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4.

Processes

People need to be in the center of the development in order to make it succeed. Service
provider, as well as the service users/customers, need to be included. Meaning, that the
customer will feel content about the service they will receive, in relation to its costs.
(Watts, 2017)
Product is about the service provided for customers, including the technology which
makes it possible. The service infrastructure, environment, data structures and
interfaces, for example, are the factors that make the service work. (Watts, 2017;
Zomerdijk & Voss, 2010)
Regarding partners and delivering IT services, outsourcing at least a part of the
development has become a norm. No matter if the outsourced service is even the tiniest
part of the development process, a well-working relationship between partners and the
service-providing business needs to be there. IOS (outsourcing of services) happens
typically in Asian countries, such as India, China, and the Philippines. (Kedia & Lahiri,
2007)
Processes include all the roles and responsibilities as well as tools and management
controls that are needed to carry out and deliver the needed goods. Some of the
processes can be automated, some on the other hand can be manual, depending on the
nature of the process. Requirement of today is that old processes in the organization will
be updated to respond to the needs of newly established service design plans and
solutions. (Watts, 2017)
According to Lammi et al. (2007), user involvement especially in innovation processes
has been notable for the past few decades. According to their study, the main issue
happens to be tacit knowledge, also known as implicit knowledge. Tacit knowledge is
non-verbal knowledge, which can be attained through experiences or intuition, for
example. Tacit knowledge is difficult to pass on to others verbally, as it might require
doing a certain action, such as sewing a button or training a dog (Bryson, 2011). This
issue can be tackled by examining carefully user understanding and becoming
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acquainted with the consumers’ behavior better. This can happen by making the
communication and development process between customers and the organization
deeper and more frequent. (Bessick & Naicker, 2013)
Need analysis can assist in service design to figure out the needs of customers as well as
their identity and characteristics. It helps managers and leaders to develop a service
design process that would develop the value proposition, as well as help them to find
alternative services. After developing such understanding, values should be rethought
and checked on what kind of value is given to customers and redefine the overall goal
of the organization as well as the mission, if necessary (Zomerdijk & Voss, 2010).

Figure 5. Double diamond diagram (British Design Council, 2005)

The double diamond framework (Figure 5) provides a comprehensive and clear
representation of what the design process should look like. It has four elements:
discover, define, develop, and deliver. All these steps are required to be carried out to
proceed with the process. The two diamonds provide a process of exploring a problem,
which will make a different way of thinking possible than what the service designer has
been used to before. It is not a linear process, but sometimes it is necessary to go back
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until you are confident that all the elements have been taken into consideration. The
double diamond helps to evaluate ideas that are still in a very early stage of
development, as feedback is vital in order to create a well-functioning service. (British
Design Council, 2005; Tschimmel, 2012)

2.4 Information behavior
Information behavior seeks to understand what an individual’s need for information is
and how the search processes, information seeking, or avoidance are carried out, for
instance. It determines the ways people conduct and handle information in different
contexts. The reason to study information behavior is to find a deeper understanding of
the methods of transforming information to its final use and purpose. (Wilson, 1999)
Context is an especially important, but difficult factor. According to Mervyn and Allen
(2012), context can be “a persistent and thorny problem in the field of information
behaviour”. It is often conceptualised as when and where the behavior occurs. What
makes the context slightly difficult is the fact that it has three dimensions – spatial,
social, and temporal. The spatial dimension is usually about the physical environment
where the information behavior takes place, the social dimension can be about the
societal norms, and the temporal dimension consists of time, such as how long a certain
information behavior process takes time. (Chouinard & Milley, 2016) This thesis
focuses mainly on the spatial dimension.
It is essential to remember that context is not the same as a situation. The situation is
considered to be the circumstances where the need for information originates. Context,
on the other hand, consists of the larger picture where the information seeker/user
operates. Usually, it involves an information system that has been created to serve such
or similar needs, to provide any potential information. (Absar et al., 2014)
Information behavior is always embedded in some sort of space. According to
Savolainen (2006), there are three different spatial approaches: objectifying, realisticpragmatic and perspectivist approach. Focus is especially on the objectifying and
perspectivist approaches in this thesis. The objectifying approach considers the spatial
18
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factors as something close to entities such as objects, which has the primary goal of
holding down the information seeking as a part of an information behavior process.
Therefore, people conducting information behavioral models have to accustom their
actions to respond to the existing structures and systems. (Wilson, 1999)
The perspectivist approach on the other hand is critical towards the before mentioned
objectifying approach. It accentuates the perception of subjective and situation
constrained spatial factors and wants to find out how people subjectively estimate and
determine how important different information sources are. (McGuire, 1989)
When applying these two approaches in the development of information services, it is
recommended to start with the perspectivist approach. As it focuses on individuals
seeing things from their perspectives, it is taken into account in the service design stage
– when a user experience (and the user interface) is being designed and developed. As
users see services based on their views and expectations, it is vital to take this factor
into account in the development stage. (Zomerdijk & Voss, 2010)
Another point of view where the perceptions approach could be used is when the target
groups of any information service are being defined and chosen. This is what then leads
to the before said user experience, and how that should be planned. As there are clearly
defined user segments, which have an equivalent way of viewing and perceiving the
service, the development of the service itself is easier to start. (Wilson, 1999; Dinet,
2014)
Information services tend to be user-centric, and therefore it is vital to also remember
the objectifying approach. As the services provided to the users today mostly follow the
same wireframes, customer journeys and other related concepts and factors, it is
important to consider the ways the possible service users will perceive the information
service in progress. (Chowdhury, 2009)
If the service designers would like to try out any new, innovative actions or functions in
the service, it would be important to remember to first give a test target group a try on it
to see how they view it. If a service causes more confusion than gives answers or relief,
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it will not become a hit among greater audiences, if even among the smaller ones. (Cook
et al, 2002)

2.4.1 Information seeking
Information seeking is a process used to find required documents or other forms of
information. The aim is to alter or change the current knowledge base by active
participation. On certain occasions it can also be carried out as passive seeking – this
can be made possible by spotting and identifying relevant information when
unintentionally discovering it. (Alaterä & Halttunen, 2002)
Information seeking is enabled by information systems, which are collections of data
that give the system users the possibility to find any required information through
certain actions. These information systems store the data and process it to easily
accessed forms, such as lists and catalogues to enhance information seeking. (Alaterä &
Halttunen, 2002)

Figure 6. Information searching strategies (Wilson, 1999)
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According to Wilson (1999), the information searching strategy differs depending on
the need of the information. As presented in Figure 6, there are four different strategies.
Passive seeking as a strategy only occurs when relevant information is stumbled upon.
Previously mentioned passive search is conducted by knowing what kind of information
is needed and doing certain actions such as reading newspapers regularly in order to
find the needed information sooner or later. An active search is conducted by shaping
the information need to the form of a question and aiming it for an information system.
Finally, an ongoing search is the longest and most time-consuming method of the four.
It is done by actively and regularly seeking information, as the aim is to continuously
update the information and knowledge of the topic at hand. Employees who are working
in the same company have most likely different information-seeking rituals and
methods, which all are important to take into account. (Schmidt, 1996; Wilson, 1999)
2.4.2 Information retrieval
Information retrieval as a concept was first introduced by Calvin Mooers in the 1950s.
The original purpose of information retrieval was about document retrieval systems, but
the concept has developed since and today it is about storing, organizing, and accessing
text and multimedia resources (Chowdhury, 2009; Dinet, 2014).
Ingwersen’s model (1996) presents five different actors in the information retrieval
process. These are cognitive actors, interfaces, social/organizational environments,
information systems and information objects.
Social/organizational environments are about the domains of information retrieval and
the strategies, goals, and tasks. It is in interactive communication with cognitive actors,
and it influences information objects and information systems. Cognitive actors, also
known as individual users’ cognitive space, include for example the need for
information and the information behavior, problems and/or goals and the current
cognitive space. It has interactive communication with both interfaces and social and
organizational environments and transforms and influences information objects and
information systems. (Ingwersen, 1996)
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Interfaces are the channel of using information systems and gathering the information,
to make the functions “come true”. Therefore, it is in a cognitive influence and
transformation of information objects and information systems. It is also in interactive
communication with cognitive actors. Information objects are about how the knowledge
is being represented – in text, pictures, or something else. As mentioned earlier, it is
being influenced by interfaces, cognitive actors, information systems and the
environment. (Ingwersen, 1996)
Lastly, information systems are about the search language, databases and how the
computer which help do the search work. It is the technical side of information retrieval
and gathering information. As the previous one, it is being influenced by all parts of the
process. (Ingwersen, 1996)
2.3.3 Differences between information seeking and information retrieval
Information retrieval is the process of searching information or documents in an
information system, whereas information search is to purposefully look for information
to solve a problem or meet a specific need. Information retrieval is an aspect of
information seeking, which is focused on systems – therefore it cannot be executed
without an information system. (Bawden, 2007).
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3. CONCEPTUAL FRAMEWORK
Relevant literature has been reviewed and the conceptual framework for the research
has been developed. This chapter describes the chosen models to support the research
questions and provides reasoning for the chosen theories.

3.1 Motivation
The concept of information behavior in the context of recruitment process enhancement
through service design has not been introduced before. Studies regarding information
behavior and service design have been covered in previous research but is still yet to be
studied more broadly. This research gap offers a possibility to conduct a study which
has not been conducted before.
As reviewed in chapter 2, information behavior and service design share common
aspects when discussed user and customer experience and understanding. Service
design proceeds to benefit from this understanding to enhance and develop services.
When aiming to create a comprehensive picture of the current recruitment process and
to provide a possibility for development guidelines to follow. Service design has been
comprehensively proven to benefit from user and customer behavior, especially when
seeking underlying factors which shape the way a service is perceived. Based on
previous studies,

3.2 Conceptual model
A conceptual model has been created to serve the purpose of this thesis, which is
presented in Figure 7. Development of a digitalized recruitment process serves the
evolution and enhancement which is expected of processes in the modern day to serve
and meet the needs of the demanding service users.
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Figure 7. Basis for development of a digitalized recruitment process (Bawden, 2007; Ingwersen, 1996; Zomerdijk
& Voss, 2010)

The development process regarding a digitalized recruitment process consists of three
aspects: information seeking, information retrieval and service design. The two theories
of information behavior provide the need and methods for gathering information as well
as conduction of the retrieval through an information system. This methodological
insight ensures invaluable information for service design phase, which requires the
understanding of a user’s journey through the service and application funnel. Both steps
regarding information behavior are expected to be monitored and completed in order to
gather a comprehensive understanding of the development need, to make the service
design stage possible.
Information seeking is the source of insight regarding the needs job applicants have
towards job seeking. The diverse needs of applicants are taken into account when
considering changing information requirements, whether they were passive, active or
something else. This stage is the beginning of the process development. As a potential
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job applicant has a need for information, they are able to start information seeking
which can lead to information retrieval. (Alaterä & Halttunen, 2002; Bawden, 2007)
Information retrieval offers the understanding of the methods of job seeking and other
related actions conducted through an information service. This phase consists of
concrete activity, such as reviewing different job portals, browsing openings, and
applying for chosen jobs. This activity is guided by cognitive actors, interfaces and
information objects surrounding the information user. (Ingwersen, 1996)
Lastly, the service design stage of the development process brings together the insights
provided through information behavior methods mentioned before. Discovery and
Exploration phases have been covered with these insights, and the Development and
Delivery phases are ready to be carried out. (Zomerdijk & Voss, 2010)
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4. RESEARCH METHODOLOGY
This thesis is conducted as a qualitative study. In order to answer the research questions,
a series of semi-structured interviews are conducted for six employees at Adecco
Finland and Sihti. These employees are working as HR consultants or in a related role
in recruitment. The data needed from the employees is focused on their insights about
the digital transformation of HR processes, pinpointing the application funnel and their
viewpoints on different digital solutions and their effectiveness. As Kvale (2008) stated,
interviews are used as “attempts to understand the world from the subjects’ point of
view, to unfold the meaning of peoples’ experience, and to uncover their lived world to
scientific knowledge”.
A qualitative interview allows a semi-structured form for the interviews. In this setting,
the interviewed employees are able to talk about the topics they want to, which is a
significant motivating factor. In addition, as versatile answers will be provided as
possible. (Tuomi & Sarajärvi, 2018) The semi-structured form enables follow-up
questions, which help in understanding the answers and respondents’ views better. It
works both ways – if the questions are difficult to understand to the respondent, they
can be explained or simplified when needed. Every respondent will be seen as an
individual, to acquire more personal answers. Non-verbal communication is easy to
notice in a face-to-face setting, as it might have a significant effect on the way the
answers will be interpreted. (Alasuutari & Alasuutari, 2011)

4.1 Respondents
The respondents needed for this research project were HR consultants and other
recruitment personnel at Adecco Finland and Sihti. At the time of conducting this thesis
there were six consultants working at the Turku office. They were prioritized in this
thesis to ease the process of gathering the data as efficiently as possible.
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4.3 Formulation of questions

Figure 8. Process of forming interview questions

The process of forming the interview questions has been presented in Figure 8. In order
to formulate the questions, it has been vital to remember to keep the majority of them
open, with a possibility to present follow-up questions. It is also important to make sure
that the questions are easy to understand and to avoid unintentionally leading the
respondents to give certain answers but to let them talk freely. (Alasuutari & Alasuutari,
2011)
The structure of the interview has to be taken into account. Some questions will be
related, which means they need to be asked after one another. Timing is the key as if the
questions are scattered instead of being divided into topics, the quality and the depth of
the results will decrease. (Alasuutari & Alasuutari, 2011; Hyvärinen et al., 2017)
Lastly, the length of the interview should be long enough to gather the data required,
and short enough to keep the respondents’ motivation and interest up during the
interviews. (Hyvärinen et al., 2017)

4.4 Questions
The formed questions have been divided into five different segments, as presented in
Table 1.

27

M. Hakala: Retaining job applicants and creating value to recruitment processes through information behaviour and
service design

Employee background
How long have you been working at Adecco / Sihti?
Were you working in HR or recruitment somewhere else before coming to work
here?
Current processes
How would you describe the current digital recruitment process – what tools do you
use, what kind of value do they bring?
How do you personally view the digital recruitment process at the moment?
How well do you know the applicants and their needs?
How is value created and provided to the applicants through the application funnel?
Has COVID brought significant changes to the ways of working, and if so, how has
it affected recruitment?
Applicant viewpoints
How do applicants view the current recruitment process?
Why have the applicants chosen Adecco, and not a competing business?
How do your and the applicants' viewpoints differ on the digital processes?
How many questions do the applicants ask about jobs and practicalities?
Best functions
What works well in the process?
What are the applicants happy about in the process?
Areas of development
How have you adjusted your ways of working to meet the needs of the applicants?
Are there functions in the recruitment process which are not working as well as they
should?
What would you personally change?
Table 1. Interview questions

To ensure the respondents truly understood the topic and goal of the thesis, background
information was provided before presenting any of the questions. The main focus is on
digitalization, service design, recruitment processes and applicant experiences, and is
vital that the respondents focus on these aspects.
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The interview began by becoming acquainted with the respondents’ backgrounds, to
understand better where they come from and if they have any previous experience in
different companies in the same field, for example. This part was intended to provide
reasonings behind certain answers viewpoints during the later parts of the interview.
The next part focused on gathering information about respondents’ views of the current
processes, and how digitalization has shaped them in the past years. This part focused
on digitalization and information seeking.
Following, the next segment covered the applicants and the feedback they have given.
The focus was on what the consultants have heard and understood when being in
contact with the applicants. This part is mostly about information retrieval.
To pinpoint the processes and functions which are working well in the current setting,
the best parts were discussed separately.
The final segment focused on the need for development, what should be changed or
different in the current processes. If there were any functions that the consultants knew
did not work, and if there was something they would have liked to change personally.
These two last parts combine service design, information behavior and digitalization to
create a bigger picture.
The answers were transcribed for later analysis.
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5. DATA ANALYSIS
The data gathered from the interviews have been analyzed based on transcriptions. It
represents the responses of the interviewees in a categorized manner.

5.1 Employee background
The six respondents have a background in recruitment and HR with having work
experience from 1 to 22 years at Adecco Finland, Sihti and previously in different
companies. Two of the respondents were working mainly in sales, meaning that their
place in the recruitment process focused mainly on creating contracts with clients,
defining the focus groups, and reporting the suitable applicants to the clients. The
remaining four employees were working in HR and recruitment processes, which are
more visible to the applicants, including creating job adverts, conducting interviews,
and choosing the most suitable candidates to be reviewed by the clients.

5.2 Current process
The employees described the applicants to be generally satisfied with the current
recruitment process (Figure 9). The number of complaints has remained low in the past
few years.

Figure 9. Current application process (simplified).

The process begins with agreeing on the terms and needs of the client company. Based
on these requirements and qualifications, a job advertisement is created and published
on Adecco Finland’s or Sihti’s website and local job boards. At the end of the
application period, applications are reviewed, and potential preliminary video
interviews are carried out for a selected group of applicants. This guides the recruiter’s
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selection regarding applicants proceeding for concrete interviews. As the interviews
have been carried out, a sufficient number of suitable candidates are presented to the
client, who proceeds to choose who to employ.

5.2.1 Description and tools
There are multiple different tools in use for recruitment. The most mentioned were the
customer relationship management (CRM) software, HireVue, LinkedIn, Microsoft
Excel (hereinafter Excel), Microsoft Teams (hereinafter Teams), and local job boards
(Oikotie, Monster etc.).
The CRM software brings applicants and their data together to an easily accessed and
managed form. It saves time from manual work and stores the data in a secured manner.
HireVue is used for video interviews and video answers for preliminary questions. It
helps the recruiter to screen a large number of applicants quickly. The pre-video
interview model is not tied to a time or a place, allowing the applicant to answer the
questions in a time and place of their choosing. Respondents 2 and 3 from both Sihti
and Adecco had slightly different user experiences:
“HireVue is a video interview and meeting tool, which creates value as an applicant is
not required to come to the office for the interview, and still an interview with a real-life
feeling can be conducted. Of course, it is not exactly like the real thing, but quite close
anyway.” (Respondent 2)
“It is for one-sided interviews; I haven’t used it much as there has not been a need on
the construction side of recruitment.” (Respondent 3)
LinkedIn helps to headhunt potential applicants easily. Respondent 1 described its
benefits as such:
“Automation and AI in LinkedIn brings maybe the most value to my work. Depending
on the needs and what kind of a potential applicant you are looking for, (LinkedIn) can
offer you the right people.” (Respondent 1)
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Excel was mentioned to be used in Sihti’s recruitment. It was used between two
employees who were at different ends of the recruitment process, HR, and sales.
“(On the Excel sheet) is the employee side with all the open orders (from clients), which
is used to manage this palette. The number of employees is large, so it is a place that
can be used to store information about an employee. Otherwise, I could not remember it
all.” (Respondent 5)
Teams is also used for video interviews, and it was the most mentioned of all the tools
in use. It is remarkably similar to earlier mentioned HireVue, and one of the
respondents described it very similarly as respondent 2 did HireVue:
“On Teams, you will get a visual on the person you are interviewing, you can see all the
facial expressions and gestures and generally the person who you are talking to. It does
not replace the traditional interview method but is a good alternative. A benefit is that
the interviews can be recorded and saved, which enables the recruiter to review the
interviews again if necessary. (Respondent 3)

5.2.2 Employee viewpoints
Employees had differing viewpoints regarding the current digital recruitment process.
All the respondents agreed that the current process saves time but does not replace a
physical encounter with an applicant.
“(Digital recruitment process) does still require work, the services and systems are still
developing. Organizations that have the best functioning systems succeed the best,
especially in fast-paced situations. Adecco is not aiming to win in a speed game, and
there would not even be a possibility system-wise at the moment.” (Respondent 1)
“(A digital process) does not replace the genuine encounter with another person but is
as close as it could be. It is a more straightforward alternative. When people are
located in their own homes, they are more comfortable. It is more formal at the office,
more casual on Teams.” (Respondent 2)
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“Travelling is not needed, which saves time and speeds up the processes. It is efficient,
especially when it comes to larger volumes of applicants. HireVue provides the
possibility for a one-sided interview as if there are ten potential applicants based on
their application and CV. It can be used to prune the number of applicants.”
(Respondent 3)
“(Digital recruitment process) is an essential step towards the future.” (Respondent 4)
A respondent who had worked in another company in a similar position had a
possibility to compare the processes from an employee’s point of view.
“In my previous workplace, the systems were top quality, now not so much. They are not
as flexible as they could be – information is not found as quickly and easily as then. Of
course, the systems most likely will never be completely finished, there is always
something new to develop.
But it does ease things if you think how (recruitment) has been done previously.
Applications have all been in one person’s email inbox, which is quite tricky. If one of
our colleagues would leave for a holiday and all the applicant data is behind them,
regardless of it everyone is able to access the information nowadays.” (Respondent 5)

5.2.3 Value creation
Several methods for value creation for applicants were discovered. Especially the
possibility of being able to provide personal service, be available and view the
applicants as individuals were pinpointed in the answers.
“Value is created by knowing and being familiar with the job market and being able to
connect an applicant’s skills to a specific field or company.” (Respondent 1)
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“Applicant can openly be in touch and let us know that they are looking for a job. Then
we will get to know their current situation and background, which leads us to offer them
a suitable job.” (Respondent 1)
“Our application process might not be any easier than any others, but I personally am
always available, and applicants can reach me whenever.” (Respondent 2)
“Consultants listen to the applicants. It is our job to listen to what they want to say, and
that helps us to find them a suitable job. It is about personal service – matching
applicants and jobs.” (Respondent 4)
“(Value) is created with expertise. We know what we are talking about, and we are
available.” (Respondent 5)
The recruiters need to be able to offer applicants different possibilities for employment.
Respondent 1 demonstrated the expectations of the employment markets:
“We need to be able to offer different choices to the applicants. Especially then it is
important to be familiar with the applicant, to be able to offer possibilities, which the
applicant might not have even thought about.” (Respondent 1)
In addition, good service is provided by keeping the applicants aware of the schedule of
the recruitment process. The process includes waiting periods which can be deal
breakers for some applicants, and therefore it is essential to stay in touch and ensure
them being aware of the situation.
“Applicants like to stay up to date with the process – what is happening now and what
will happen next. Now as there is no need to come to the office, it saves time and makes
the applicants more comfortable. One-sided interviews through HireVue can be a
struggle for some applicants, but there is no social pressure while doing them and they
can be done in applicant’s own time, the way which is most comfortable for them.”
(Respondent 3)
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Value could be created through visibility in environments familiar to the potential
applicants. Being available and visible in schools or workplaces promotes the
possibility for application.
“The value I bring to the process is not immediately visible to the applicant. I have
plenty of contacts from companies that are in need of employees. I also stay in touch
with schools, and teachers can contact me when they have students graduating and in
need of a job. I bring these two instances together. We arrange job fairs and other
events to help in this matter.” (Respondent 6)

5.2.4 Changes through COVID-19
The pandemic has shaped working to become more flexible, which all of the
respondents agreed on. It saves time but is not as pleasant as it previously was.
“During the pandemic, it has become clear that not all interactions need to take place
face-to-face or through physical presence. Materials can be delivered electronically,
and meetings can also be arranged virtually.” (Respondent 4)
“Our work has become a lot more flexible, as it does not require physical presence from
us nor the applicants anymore. The applicants do not consider digitalized recruitment
process as a bad service, as it does give them flexibility. Before the applicants would
have had to come to the office during office hours for an interview which would have
meant them having to leave from work in the middle of the day. Now it is much easier to
arrange.” (Respondent 1)
“Depending on the situation, a Teams interview can sometimes correspond to a face-toface interview.” (Respondent 1)
“I did prefer people visiting the office for interviews and to have a talk.” (Respondent 2)
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“We are not able to meet the applicants physically, which on the other hand is more
efficient through Teams or video calls. Work towards clients, on the other hand, has
become more difficult.” (Respondent 2)
“A lot of meetings have been changed to be virtual and we are not able to arrange
meetings or interviews face-to-face however we like. Time has freed up in our
calendars, as no time is spent moving between physical places. We (recruiters) do not
need to worry if an applicant has arrived for an interview or not.” (Respondent 4)
“I would say it would not be even polite to invite our stakeholders for a face-to-face
meeting. But keeping up our client contacts has become more difficult than before,
maybe due to the performance-oriented Teams meetings. You cannot see under the
surface as well as before.
Teams meetings require more preparation than face-to-face meetings, as the awkward
silence can feel worse on Teams than in a physical meeting, where it can be easier to
get over with. I have to be prepared to talk constantly. On the other hand, on Teams you
can get a peek at the other person’s life – you can have small talk regarding their newly
renovated kitchen which is visible in the background. You get to be on a more personal
level.” (Respondent 6)
The employees had not used Teams for conducting interviews before the pandemic. It
replaced Skype, which began malfunctioning at the beginning of 2020. In addition,
HireVue has become a valuable tool in the interview phase.
“A new tool which we have gotten due to COVID-19 is Teams. Before Teams, we used
Skype, which we did not use with applicants as it was not necessary then. We changed it
to Teams as at the beginning of the pandemic it stopped working properly due to the
large volume of users. We have started using HireVue more, even though we did have it
before the pandemic already.” (Respondent 1)
“Teams has shaped my own thoughts about conducting interviews through various
channels, and they are not needed to be tied in place and time. I have started using
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HireVue much more – previously I used it mostly during general job searches. It
actually helps when using it in different profiles and our clients have been satisfied as
they have gotten a glimpse of the applicants themselves as well, before conducting any
following interviews.” (Respondent 4)
Digital marketing had arrived to enhance the recruitment process and to reach potential
applicants which would not have had the possibility to see the open positions otherwise.
“Digitalization has also brought us digital marketing; we now have visibility packages
which affect recruitment towards our clients. We get to reach a lot more passive
applicants than before.” (Respondent 4)
“Due to COVID-19 we were not able to meet our stakeholders, so I called them more
often and asked how they were doing. I have also visited construction sites to meet our
employees. I really do not use teams with the stakeholders, I do prefer calling we
usually talk about minor things.” (Respondent 5)
The pandemic has had its effect on the job markets as well. It has changed to become
simpler to seek for a job, than for a company to find an employee.
“In recent times the job market has changed. There are plenty of jobs available, but the
number of applicants has notably decreased. If a company has gotten a hold of a
valuable employee, they are retained in the company by investing in employee wellbeing, general motivation, and interest towards their job.” (Respondent 6)

5.3 Applicant viewpoints
5.3.1 Current process
The current process includes multiple waiting periods for the applicants (Figure 10).
According to the respondents, applicants were satisfied with the process and considered
it to be working well. They considered themselves to be adapted to the digitalized
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process. The elderly applicants were the ones, which had the most issues and
challenges, as they are naturally not considered as tech-savvy as the younger applicants.
“Adecco has been operating in Finland for over 20 years, and we have become wellknown in the job markets. As we are still here, it has made us valuable to the
applicants.” (Respondent 6)

Figure 10. Applicants’ view of the digital recruitment process (simplified).

“Current situation and the changes it has brought to the process has been received well
among the applicants. Even those who are not digitally as competent as others and
would prefer to visit our office have been very understanding. Even if they have not
used Teams before, they are willing to try it out. If the applicant has not been able to
use Teams in any way, we have also had interviews here at the office or through the
phone.
The phone interview is our last option, as we do not see even the applicant’s face, it is
difficult to get a good picture of them or to remember them properly. We have carried
out full recruitment processes through phone as well, and there has not been a notable
difference in the result.
It is difficult to recruit for a physical job through phone, as we cannot tell if the
applicant is capable of it.” (Respondent 1)
“Nothing negative about the development of digitalization, as people understand the
situation. Teams can cause difficulties to older people, and sometimes it feels that they
do not even want to try. As a recruiter I need to adapt to the situation, so we have then
met face-to-face or have done everything through the phone.” (Respondent 2)
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“Applicants have responded well to the current recruitment process, with some
exceptions. Some would definitely prefer coming to the office for interviews, but Teams
has then been fine for them as pretty much everyone is already used to it.” (Respondent
3)
“The older the applicant is, the more they would prefer coming to the office for an
interview rather than having it virtually. The default has been the interviews at the
office, and there might still be a transition period in progress.” (Respondent 3)
“Job-seeking has always been a struggle and a lot of work for certain applicants. On
the opposite side, others see video interviews, suitability assessments and preliminary
questions as obvious. Recruitment can be built out of vastly different steps.”
(Respondent 4)
“The applicants might think that we are quick in our processes. In a best-case scenario,
we have gotten an application and we have been able to immediately call one of your
clients to employ them. We really listen to the applicants, while the world has been a
mess for the past years and the applicants have experienced worries and sorrow, we
have faced them as individuals.” (Respondent 5)
The applicants view the digital recruitment process as ordinary, as people have accepted
the requirements of the modern-day. The employees mentioned that they do understand
that receiving applications is way more fun than sending them, and therefore they have
ensured that the process is easy for the applicants. Older applicants might have
difficulties adapting to the digitalized process.
“All applicants are not enthusiastic about the digitalized recruitment process, not even
the step where they submit their application through our system online. Job seeking is
not about appearing at our office, introducing themselves and getting a job anymore.”
(Respondent 4)
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5.3.2 Why Adecco Finland / Sihti?
There are several reasons why applicants have chosen to apply for jobs through Adecco
Finland and Sihti. The applicant or someone they were familiar with had experienced
good service before when associated with Adecco. Plenty of feedback is received
through the grapevine, especially in the construction sites, which affects Sihti the most.
“Applicants have had good experiences in the past, which is one of the main reasons to
reapply through us. Adecco has been in Finland for 20 years already, there are not
many competing businesses that have been around as long. Most know us at least by
name.” (Respondent 1)
“Many have been working with us before, for example, 15 years ago. They might have
worked somewhere else in between but have ended up searching for a new job and have
chosen Adecco due to good experiences. This happens regularly.” (Respondent 1)
“The company is familiar from before, and the applicant has received good service.”
(Respondent 2)
“People have heard good experiences from other employees at the construction sites
and have gotten a hint to apply through Sihti.” (Respondent 3)
The process for applying has been made easy and simple for the applicant. The data
required to type in has been minimized and the emphasis is mostly on the CV. The
applicant is not required to type in the same content multiple times, and the number of
clicks needed to go through the application process has been kept at a minimum to
simplify the application journey.
“At the end of the recruitment process, I tend to ask the applicants how the process was,
how the systems worked and if everything went well. Competitors have similar
processes. A plus is that here at Adecco applicant does not need to fill in the same
information multiple times. Many other systems request to submit a CV, and then to type
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in the same content all over again. Adecco’s system automatically retrieves the
information from the CV.” (Respondent 1)
“Grapevine works well. People talk – if a friend has applied for a job through us, they
have recommended the service for others as well. In Finland, Adecco is not as visible as
it is in France, for example.” (Respondent 2)
The main reason for applying is the need for a job as Adecco or Sihti had suitable
openings at the time. The redeeming feature is that both brands combined provide jobs
across different fields, so the variety and selection are very broad.
“We have a versatile selection of interesting positions open. We also conduct general
searches which reach people who are looking for different positions. We are able to
offer positions in various fields.” (Respondent 4)
“We get applications thanks to our well-functioning processes. We see our applicants as
individuals, and we pay them what they should get paid. Some competitors can see them
only as a source of income.” (Respondent 5)
Views about competitive advantage were reviewed from a critical view. Especially
employees who had experience in other companies from similar roles were more critical
towards the process and its functions.
“Applicants have chosen to apply through Adecco solely due to the openings we have –
Adecco doesn’t have any better features compared to other recruitment companies.”
(Respondent 2)
“I don’t see a clear difference in the value provided by Adecco, vs. a competing
business.” (Respondent 4)
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5.3.3 Differing viewpoints
Differences in the viewpoints regarding applicants and employees were reviewed. As
the recruiters are heavily occupied, they do not have the possibility to provide as
personal service to the applicants as they would prefer.
“Recruiters are currently heavily loaded with work. It would be great if we could tell
every applicant personally why they did not proceed in the recruitment process.
Something else than the general “unfortunately you did not progress in the application
process.” Would be great to add more personal service to our work, but currently it is
not possible.” (Respondent 1)
“A need for development would be in the length of our processes. At times they might
take much longer than anticipated, and in those situations, we should be able to inform
our applicants deftly and be in contact with them, not only leave them waiting.”
(Respondent 1)
“Job seeking is not fun, and it takes time. It definitely is nicer to receive applications
than sending them.” (Respondent 2)
“Our job is made more difficult when we are not able to see the applicants face-to-face.
We can get so much more out of a person when we see them physically, small talk is
easier and we are able to see gestures and other physical behavior compared to Teams,
where it is difficult.” (Respondent 3)
“Very seldomly I have been required to deviate from my own ways of working due to
lack of digital skills of an applicant. This mostly happens in the field of construction.
Sometimes I need to guide an applicant through the process or give hints on how to
make a good CV.” (Respondent 4)
“Most of the time we can rather quickly see if an applicant is what we are looking for,
even though the applicant would have spent a long time to make the application.
Salaries will be agreed upon without bigger issues. Our (Sihti’s) website is in an awful
condition at the moment, and we have gotten feedback about it.” (Respondent 5)
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5.3.4 Questions regarding practicalities
Most asked questions were regarding the practicalities such as recruitment schedule,
what are the next steps and when the applicant would hear from the recruiter again.
These kinds of questions have luckily been able to reduce, as the recruiters let the
applicants know
“Mostly we get questions regarding the recruitment schedule, if any decisions have been
made and what is the next step. The most typical question is “Tell me more about this
opening”, which we try to avoid by providing a sufficient amount of information in the
job advertisement. Some applicants do call only to let us know they exist, to talk for a
while and help the recruiter to remember them better.” (Respondent 1)
“Applicants ask how the process will proceed and when, but I usually manage to tell
these things before they get asked as it is my routine. I do get questions regarding
salary, and which company the recruitment is for if it is anonymous. People do also call
to let me know that they are interested in the position.” (Respondent 2)
“How we will proceed from here, how many people have applied to the same position
and when we will let the applicant know more. The focus is usually on what happens
after the interview – which company is hiring and in which construction site.”
(Respondent 3)
“I get very few questions, as I have a habit of telling the applicants how the process will
progress. They might ask if it is possible to visit our client company to see the
environment they would be working in, in what kind of team. Pay, working hours and
collective agreement applied to the position are also applicants’ interests.”
(Respondent 4)

5.4 Best functions
The process with the best functioning aspects was pinpointed. The LinkedIn algorithm
was found to be a very useful tool when seeking for potential talents and passive job
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seekers. When systems work, the work is more efficient – but this is not always the
case.
“The better our systems work, the easier the work is. No one should spend a lot of time
applying for jobs, as it should be the easiest step in the process. The fewer clicks, the
better.” (Respondent 1)
“After an applicant has submitted their application, we can instantly see it. The best
functions are our quick action, which our systems make possible. Applicant can also
choose our “quick apply” route, where they can simply leave their contact information
and we will get in touch with them. The fewer clicks, the better and easier.”
(Respondent 5)
Teams meetings save time, as there is no need for commuting or otherwise transferring
somewhere, and that time can be spent for planning the interviews, meetings or
whatever.
“Teams works well, it eases our work and saves time. Video interviews, pre-defined
questions which the applicants respond on their own time are nice, and I can return to
them later if needed.” (Respondent 2)
As HireVue is used to conduct (preliminary) video interviews, it was considered to be a
simple tool. The recruiter is able to return to the interviews regardless of time and place
and capable of reviewing the answers whenever needed.
“Video tools ensure that we can hear about an applicant regardless of time and place. It
is also secure to have all the applicant data in our systems instead of email, for
instance. Now there are fewer applicants at the market, so with marketing, we are able
to reach even those, who are not actively seeking for a job. Regarding applicants, the
best they can get is a well-functioning, effortless process.” (Respondent 4)
“For an applicant video interview is easy, as they can open their computer right after
waking up and start the interview on their comfort zone.” (Respondent 2)
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“Foremost, digitalization and the tools it has brought eases the screening of applicants
and offers the most suitable ones for every situation. It saves time.” (Respondent 1)
“I can return to the interview recordings later. For the applicants, the Teams interviews
are easy in the sense that they do not need to come to the office, which requires more
time and preparation.” (Respondent 3)
Unintended dissatisfaction can be created when systems do not function as planned. It
might create uncertainty, which can then lead to the applicant choosing another
company to apply through.
“If our rejection notifications have not gone through to our applicants, it naturally
results in dissatisfaction.” (Respondent 4)

5.5 Areas of development
Viewpoints regarding aspects requiring development were discussed. Answers
regarding ways of working and adjusting to the expectations of applicants were covered.
5.5.1 Adjusting ways of working
When discussed about adjusting ways of working to the current needs of the job
markets, employees had to adapt to video interviews, even when they would prefer
meeting applicants face-to-face to gain a better understanding of the applicant. Teams
meetings tend to take less time as people want to go through with it and focus on the
topic at hand. As previously mentioned, flexibility is required to ease the process for
some of the applicants.
“I have had to adapt to video interviews..” (Respondent 1)
“The transition from live meetings to Teams. It is difficult to deduce if an applicant is
capable of doing physical work, so I have had to adjust on how to figure that out in
accordance with good practice.” (Respondent 2)
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“Sometimes I need to meet the applicants halfway, if they struggle with Teams or they
are in the belief that they are not capable of using digital tools. In that case, we might
have taken care of the situation through phone, for instance.” (Respondent 3)
“I try to brighten up the atmosphere in the beginning, to ensure the applicant is feeling
comfortable. Our job requires flexibility, towards both applicants and clients. in the
worst case, client’s target profile might change in the middle of the process.”
(Respondent 4)
5.5.2 Functions requiring development
“There is always room for development regarding our systems. There are some
functions still missing, but continuous development is happening.” (Respondent 1)
Regarding the areas of development, communication to applicants was most mentioned.
The employees do not feel that they have enough time to contact the applicants and let
them know about any possible delays in the recruitment process or other related matters.
Going through the entire process could be done quicker as it only leaves the applicants
waiting, especially as there are not enough resources to keep them up with the process
at the moment. Unfortunately, the process can be delayed due to the customer, and not
Adecco.
More time and resources to provide personal service, to become acquainted with the
applicants better and meet or even exceed their expectations.
Especially Sihti’s website should be updated. It is under development at the moment,
but it has been quite bad for a long time and the applicants give feedback regarding it.
“Applicant communication could be more personal, to ensure them to keep up with the
process. Feedback and information about the progressing process should be provided
better. It does not happen in many organizations; I am trying my best to do something
about it, but the systems do not currently support it well. In addition, our workload does
not make the situation any better at the moment. Occasionally applicants talk about
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experiences in other companies, where they never heard anything back after leaving
their application. Also, contact people might have been difficult to reach.” (Respondent
1)
“Pre-qualifying questions could already be included in the application phase, so we
could get a better view of the applicants earlier. The applicants should also be informed
better about the process and keep them up with it.” (Respondent 2)
“There is more to develop at our end, as we might not be able to get responses quickly
enough from our clients. This can then result in the process becoming too long, and
applicants getting employed elsewhere before we are able to act.” (Respondent 3)
“We have had issues publishing our job adverts, as they might have not been visible on
our website or other channels after publication. The system has errors, our rejection
notifications might not go through which leaves the applicants to be uncertain about
their situation. In addition, we should communicate the applicants properly about how
the process proceeds, but we do not have the resources for that at the moment.”
(Respondent 4)
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6. DISCUSSION
This chapter presents the discussion and provides an overview of the overall results
gathered from the interviews. The key findings and the answers to the research
questions are covered and discussed in this chapter.
Digitalization has changed the recruitment process, making it more agile and flexible
than ever before. It has brought data security and shared responsibility for data
management and job applicants. Applications are transferred directly to the application
management system. In the past, prior to the introduction of such systems, applications
used to be emailed to a single employee, which was not a secure method for managing
the data. When an employee was on vacation, for instance, other employees did not
have access to this specific mailbox. This delayed processes and made job seekers more
dissatisfied with the service.
The introduction of video interviews has brought more opportunities for recruiters to
work with. Job seekers answer pre-defined questions on their own time, and in their
own comfort zone, which is a low-threshold interview method for the applicant, and a
factor that facilitates the work of recruiters. Applicants can be screened at the beginning
of the application process. In addition to the preliminary questions, the actual interviews
are also conducted through HireVue or Teams. The most important factor in the digital
interview method was found to be the independence from the location of the interviewer
and the interviewee, which significantly saved employees’ time. Job seekers also found
this to be significantly beneficial, as they were perceived to be more relaxed in their
comfort zone - most often at home - during the interview. This is a significant comfort
factor for the employee, as the more comfortable the experience, the more likely they
will remember the pleasant experience and they may return to the job search using
Adecco’s or Sihti’s services again.
Virtual interviews through HireVue or Teams makes it easier for applicants to find a
suitable time for the interview. Before COVID-19, interviews were conducted mostly
face-to-face during office hours, when the majority of job seekers were working
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themselves, and occasionally it was difficult to arrange interview time during those
hours.
Despite their effectiveness, video interviews were perceived as superficial, and the
physical job interview and the opportunities it brought did not replace the virtual
process. In video interviews, for example, gestures and facial expressions were much
more difficult to take into account, although in an interview situation, taking them into
account is valuable additional information when determining an applicant’s profile and
motive.
The applicants' need for information was met before the applicants themselves had to
search for information. The aim was to include a sufficient amount of information in the
job advertisements so that there was no need to ask the most frequent questions and the
applicants found the search experience as effortless and informative as possible. Also,
in the later stages of the application process, the aim was to answer the applicants'
questions before the applicants themselves asked the questions. This had already
become a routine for the interviewers, as they wanted to make sure they provided the
best possible service to the applicants.
Specifically older job applicants prefer traditional recruitment methods taking place in a
physical setting. The application process has followed the same practices throughout
history, and applicants have always been accustomed to face-to-face meetings. The
change brought by digitalization has affected this part of the recruitment process so
significantly that older, non-digital job seekers have not been able to shift to a new
approach like the younger generations. This has led employees in recruitment positions
to be more flexible in their own work so that these older generations feel that they have
a good service experience and a smooth application process without additional stressors.
Job applicants’ perception of the application process included multiple passive phases,
in which they were expected to wait for a future contact from Adecco Finland / Sihti.
These phases were found to be most crucial in applicant’s satisfaction. To keep the
satisfaction of the applicants high even during these waiting periods, a sufficient amount
of contact and keeping the applicants up to date are the determining factors.
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Due to the heavy workload of employees and systems which do not function
seamlessly, applicant displeasure towards the process was discovered to be possibly
increasing. Systems were not found to be malfunctioning often but in critical stages of
the process, such as informing applicants about their proceeding in the recruitment
process.
Adecco has operated in Finland for over 20 years and has increasingly become as one of
the best-known recruitment service providers in the country. This was found out to be
an advantage when compared to competing businesses.
Passive applicants had previously been challenging to reach. Applicants who would be
willing to apply for a new job but have not been actively seeking were targeted with
digital marketing, which had been found to be a useful tool. The policy had only
recently been introduced.
Viewing applicants as individuals and providing them personal service was found to be
an important competitive advantage. Applicants were listened to and seen as
individuals, with their own pool of expertise and needs. As the biggest value generator
in the process, the goal was to match the job seeker and the job so that both are
satisfied. As the applicant is being listened to, they should also be offered job
opportunities that they might not have been able to think about. The job search has
changed so that the jobseeker no longer comes to the employer company, introduce
themselves and say that they need a job. Job search is no longer focused on finding a
single job, but recruitment is offered as a service to provide possibilities suitable for the
applicant’s needs.
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7. CONCLUSION
The main objective of this thesis was to observe how digitalization has affected
recruitment, and how applicants could be retained to Adecco with the assistance of
information behavior concepts and service design. The goal was to identify any
potential gaps in the process from both recruitment and applicants’ point of view. This
was conducted by investigating the importance and effect of service design and
information behavior in the application process. The aim of this thesis was to
understand if the current challenges in retaining job applicants in a digital environment
were based on digitalization and technology, or if the reason was behind the mindsets
and behavior of the workforce.
The conducted interviews helped to explore the digital transformation of recruitment in
the previous years and the impact it has caused in the application process from
applicants’ point of view.

7.1 Research questions
The research questions are once more assessed at this point of the thesis, to review the
gathered materials and to provide sufficient answers.
Research question 1: How has digitalization shaped the activities of recruitment?
Digitalization has shaped recruitment in the way that it has become faster and more
efficient, but not as personal as it could be. Face-to-face meetings are still considered
better than any form of online meeting, despite its effectiveness.
Research question 2: How pleasant do the applicants find the current application
process?
Applicants do find the current application process to be good at the moment, but there is
room for development on updating services and systems to meet the expectations of the
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modern-day. Especially older applicants faced difficulties while transitioning from the
traditional methods of applying for a job, but most of them were found out to be willing
to learn and adapt to the new methods.
Research question 3: How do recruiters need to change their behavior to efficiently
work in a digital space?
Recruiters have been required to adapt and accept the current state of digitalization, and
to find new ways of working to provide good service to the applicants and to keep up
the processes.
Research question 4: What are the key advantage/disadvantage points for applicants in
the digital application process?
The most significant advantage points were discovered to be the flexibility the digital
process has provided. Applicants were able to attend the interviews regardless of their
location, in their own comfort zone. The main disadvantage was found to be the
difficulty of using digital tools, if an applicant had not familiarized themselves to those
beforehand.

7.2 Theoretical contributions
This thesis contributes to the information behavior, service design and digitalization
literature by presenting the findings on applicants’ satisfactions and their retention
towards the current digital job application process at Adecco Finland and Sihti. Prior
studies regarding information retrieval and service design are found in literature, but
little research on these has been conducted and is thus more difficult to find. The theory
supported several factors which were discovered and identified in the study.
As Harviainen and Kumpulainen (2019) had discussed, information services can often
have the focus on quantitative approach rather than qualitative, resulting in the services
to have incompatibility with the expectations and needs of service users. Indications of
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this viewpoint regarding Adecco’s application services were distinguished within the
gathered responses.
Applicant’s cognitive space was found to be satisfactory when sufficient level of
communication was achieved. If the social and organizational environment regarding
the application process lacked in maintaining a contact to an applicant, the level of
dissatisfaction became higher. (Ingwersen, 1996)
The conceptual model for development of a digitalized recruitment process was
discovered to be applicable based on the high level of knowledge the information
seeking, and information retrieval methods were able to provide. These aspects were
competent to ensure the success of the service design phase based on these findings and
insights. Service design was discovered to enable a sufficient amount of valuable
knowledge and insights to ensure a successful development process with the double
diamond framework.

7.3 Practical implications
This thesis provides practical implications considering applicant retention in a
digitalized application process based on their information need and information seeking
behavior. Based on the analysis, it has been found that simplification and ease of
processes are the key factors for job seekers. The freedom and flexibility provided by
digital tools support these expectations. However, if the job search process involves
several steps involving uncertainty and waiting periods, a solution to these should be
found and the information receipt verified. Information is sought when it is not
automatically offered. The information must be readily available to engage job seekers
to meet their expectations.
Employees at Adecco and Sihti were, on average, well adapted to the digital
environment and perceived it as a functional and efficient way of operating. However,
their work was influenced by the superficiality of digital interviews and communication,
which may have had some effect on the challenging nature of recruitment.
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This thesis offers practical contributions by exploring a topical theme. It can be a
valuable asset for companies facing challenges brought by digitalization and
expectations for new, enhanced services.
Based on the results, it can be concluded that digitalization has brought upon a
transformation in the methods of working and recruiting the workforce. Despite the
previously mentioned limitations, this research has resulted in discovering valuable
insights regarding digitalization at Adecco Finland and Sihti. The connection between
digitalization and the development of current processes’ gaps were discovered, which
were resulted due to the systems, not the attitudes of the employees.
This thesis has brought together concepts of information behavior, service design and
digitalization in the context of recruitment. The combination of these concepts can be
applied to other contexts which aim to understand user or customer behavior and to
enhance the service path or develop innovations in services.

7.4 Limitations and Future Research
To obtain better and more comprehensive results, the sample size should be increased.
In addition, the sample should be broader geographically, as well as focus on more than
one organization. Most of the employees interviewed were approximately 30-year-olds,
and their age allows easy access to digital services compared to older age groups.
This thesis has also some limitations in terms of the progress of adaptation of new
digital tools provided by digitalization, which provide possibilities for future research.
The newest changes brought by COVID-19 are yet considered to be partially in a
transition period, which means the results gathered might not be applicable in the future
as digital transformation proceeds to progress. This thesis focuses on the application
process of one organization with insights from recruiters and sales personnel working in
recruitment-related tasks. The insights considering applicants’ viewpoints were secondhand information.
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