
 

 

 

The Talent Tightrope: Managing the balance between 

organisational and individual expectations 

Ali Rogerson, global client partner, head of the Americas, Armstrong Craven and 

Peter Howarth,  co-managing director, Armstrong Craven talking to Siân 

Harrington, co-founder and editorial director, The People Space 

 

Siân Harrington, co-founder and editorial director, The People Space: So 

we're talking today about managing the balance between organisational and 

individual expectations because today new talent, and existing talent – people in 

your business – are all expecting a much more individual offer, they expect more 

flexibility, more autonomy, etc. So to start with, I wanted to ask, are you finding 

that candidates are expecting a more personalised experience today and why do 

you think that is? So perhaps Peter, we can start with you on that one.  

Peter Howarth,  co-managing director, Armstrong Craven: Yeah, I think the 

answer is 100% they are. And I think that's a combination of the talent market 

being particularly challenging in certain sectors – technology being probably the 

key among those. And I think what that's led to is CHROs and talent acquisition 

leaders recognising that they need to do things differently. They cannot just 

carry on hiring in the same way through the same talent pool and offering the 

same packages and benefits that they always have done.  



 

 

So it is about personalisation. It is also about looking in new areas for talent. 

One of the most compelling examples was one of our clients looking at remote 

working opportunities in India. So trying to attract the female talent who've gone 

out of the market in India and allowing them access to work where, without 

remote working, it wouldn't have been possible. 

Siân Harrington: So Ali, you are in the States. Is the picture the same there? 

Ali Rogerson, global client partner, head of the Americas, Armstrong 

Craven: Definitely candidates are expecting a more personalised approach. I 

think they have more personalised questions and concerns whereas before I 

think the hiring process was much more focused on just the role and the 

professional aspects. Now candidates are feeling empowered to ask for what 

they need. 

Are there remote days? Is there a family first policy? Is it a close knit team? If 

they're working remotely who's their leader going to be? I think that plays in 

quite heavily. So candidates know that they are in the driving seat because of the 

shortage that we're having and everybody moving around, all the movement 

we've seen in the professional space. 

So candidates are not afraid. They're very emboldened, which is not a bad thing, 

to come out and say what they're looking for to make sure that they get their 

best career match. So you have to personalise the process more in order to 

secure those candidates.  

Siân Harrington: So looking at this from an organisational perspective, the 

process here, how they can actually do this personalisation. Ali can I come to you 

and ask, how would you look at personalising at this recruitment stage, at the 

stage of hiring.  

 

Ali Rogerson: Well, I think there are three areas that are really affected by the 

recruitment stage. And you've got the candidate acquisition stage initially, where 

you are making initial contact, getting to know that candidate, they're getting to 

know your business and there's that alignment test that's happening there. 

And then once that happens, once the candidate has spoken to someone at 

their prospective employer, it's very important to have a high touch relationship 

with that candidate. And that means in this market we need to treat everyone 

with dignity and respect. Candidates are hard to find. If they take time to 

interview, it's important to treat that with respect so that if you want to come 



 

 

back to them later, two years later, they're going to take your call. They're not 

going to feel that they were ghosted to use a common term.  

So you have to be touching these candidates and circling back with them on a 

weekly basis. Even if it's something to say Joe Schmo, who we'd like you to 

interview with, is on vacation until the 13th. So we will call you on the 14th and 

schedule the next step in the process. 

Candidates need to hear that there's still a priority. That they're still being 

thought about. That they haven't been pushed to the back burner. Because if 

there's one thing that's true, if you're not talking to your candidates your 

competitors are and they might be doing it better. If you haven't thought this 

through, they're very well doing it better than you. 

Peter Howarth: There's a balance here that employees need to strike between 

high touch and speed. 

So again, if you talk to some of some clients, particularly in the technology 

sector, they've moved from three or four interview stages to all of the interviews 

being performed on a single day. And a decision within 24 hours of the 

interviews. So there's a balance there between how much can you engage with a 

candidate based on a relatively short timeframe from initial interest to hire? 

One example I can give is we have a major technology client who has very 

different styles of operation for their talent acquisition in two different regions 

of their organisation. 

And one of those regions has always utilised a very, very high touch, very 

candidate centric approach and the other, because they've generally had much 

higher volumes, have not. They haven't needed to. What's starting to happen is 

the acquisition rates, or the rates of dropout, for the region that haven't 

historically had a very high touch relationship with the candidate started to drop 

and decline quite significantly whereas the region that has always taken a high 

touch approach maintained their level of flow through the process, albeit with 

some tweaks to react more quickly to candidates.  

One of the other things that I saw last week is one of the organisations there has 

taken a very conscious decision to change the way they approach and deal with 

candidates. So, instead of treating people who are applying to them as 

candidates, they flipped the entire internal process. And they're now treating 

individuals who are applying for work in the same way that they treat potential 

customers. 



 

 

So actually their internal dialogue and lexicon has all changed to treat 

candidates as potential customers, which is really interesting. And that just 

shows how in demand talent is in certain sectors.  

To find out more about how Armstrong Craven can help you with talent 

intelligence please click here 

 

 

 

 

 

 

https://www.armstrongcraven.com/workforce-planning/talent-intelligence/
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