Technology capability guide:

Candidate
relationship

management
(CRM solution)

cielotalent.com Published August 2023


http://cielotalent.com

Why a CRM solution?

Successful recruitment requires active
engagement and building relationships with
prospective candidates. Passive talent often
isn't considering or has interest in other
opportunities. Building focused talent groups
enables individuals to indicate their interest
in a company and role while providing a key
sourcing opportunity to facilitate hiring for
immediate openings, projected positions,
and those hard-to-fill roles requiring
specialized experience.
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What is a CRM solution?

CRM solutions offer a structured approach

to handling prospects and candidates in a
talent pipeline. Providing a strategic model for
interacting with talent, these systems provide a
tool for talent acquisition to effectively engage
with active and prospective candidates.

In this guide:
Capacity definitions
Core features reviews
Vendor insights
Choosing a vendor




Reasons for a CRM solution

As the name suggests, a CRM solution is a
tool that elevates candidate relationship.
Key features include:

«  Automation of day-to-day routine tasks

«  Sourcing qualified candidates through skills
matching

«  Campaigns and communications on autopilot
(with some review)

+  Personalized communications
+  Compliance monitoring
«  Maintain connection history

« Ability to integrate with ATS, ensuring real-time
knowledge of candidate status
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CRM capability cluster

We've identified that most suppliers offering
CRM solutions contain the following capabilities
as standard or baseline:

«  Prospect submission & management
+  Search & filter

+  Compliance

«  Marketing & correspondence

+  Editor/media support

+  Reporting/metrics

«  Configurability/system administration

«  Multi-channel, bi-directional
ATS integration with single sign-on (SSO)

The CRM solutions highlighted in this guide
continue to demonstrate how CRMs have cracked
the code on how to better manage, market to,
and communicate with prospects - generating
leads into relationships and applicants.
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Statistics to consider

75% of people currently working

at companies where they had a
positive candidate experience
during the hiring process said
positive candidate experience
influenced their decision to accept
the offer

50% of job seekers surveyed had
declined a job offer due to poor
candidate experience

82% consider employer brand and
reputation before applying for
ajob

40 Notable Candidate Experience Statistics:
2023 Job Application Trends & Challenges -
Financesonline.com

The global CRM software market
is expected to reach $10.82 billion
by 2025, up from $3.45 billion in
2017, according to a new report
by Market.us. This represents a
compound annual growth rate
(CAGR) of 16.2%.

Candidate Relationship Management (CRM)
Software Market with 16.2% Contribution from
North America, Market.us - EIN Presswire
(einnews.com)

92% of job seekers say that the
relationship they have with a
potential employer is the most
important factor in choosing to
accept a job offer

Bersin by Deloitte
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Candidate experience:

71% of candidates do their own
research before applying to a
company

75% of candidates respond
positively to job descriptions
that use generic language,
as opposed to more casual or
formal tones

67% of candidates value a more
empathetic tone in diversity,
equity, and inclusion (DEI)
statements

48% of candidates respond
positively to receiving interview
information ahead of time

52% of candidates who were
given feedback were more likely
to continue a relationship with
the company

7% of candidates receive a
phone call from a recruiter
or hiring manager about a
rejection

49% of new hires receive a call
from a hiring manager prior to
their start date

9 Telling Candidate Experience Statistics That
Can Help Refine Your Hiring Process (linkedin.
com) - October 2021
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Capability definitions

Prospect submission: Offers ease of use to
candidates seeking to join a company’s talent
network through social profiles, business cards,
and resumes (although not required). Provides
the opportunity for recruiters to follow-up

with those who abandon the process prior

to completion and to also append publicly
available information to the candidate’s profile.

Prospect management: Allows users to source,
categorize, and search candidate profiles,
create trigger emails of specific activities, and
schedule follow-up tasks. Provides an overview
of candidate status in multiple job flows,
reflecting all contact history and interaction.

Search: Provides functionality to establish
specific inclusive and executive search criteria,
save searches, and create notifications

for results.

Compliance: Provides support for audits,
including OFCCP and GDPR compliance,
obtains and retains prospects’ permission for
various updates, allows opt-out and database
removal of prospects’ information, and
facilitates GDPR-ready platform capabilities.

Marketing/correspondence: Capabilities
include tagging prospects/applicants

to establish customized outreach and
communication regarding events, positions,
updates in the recruitment process, and a
specialized focus on executive, difficult-to-fill,

and pipeline positions. Provides ability for multi-

channel marketing campaigns with embedded
video links and QR codes for specific events.

Editor/media support: Offers a library of stored
dynamic media content for use in building
landing pages, email templates, and talent
network capture pages without provider
support or services.
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Events: Invites prospects to pre-register,

allows others to register before or at the event,
including event check-in and feedback. Offers
ability to upload event feedback and prospect
viewpoints into CRM during and after the event.

Configurability/system administration:

Offers ease of use, including searchable
configuration and customized fields, separated
databases for multiple functions/teams, while
operating on a role-based permission basis.

Technical/integration/connectivity:

Provides accessibility from any device without
downloading additional apps, seamless and
effective bi-directional integration with ATS,
including prospect profile creation in CRM,
offering SSO capability.

Reporting metrics: Provides dashboard
analytics, custom reporting (scheduled and ad
hoc) including historical data and usage reports
at team and individual levels.

Client support: Supports multi-language
requirements, provides support and escalation
process, and schedules product releases with
client notes.

Marketing target: Typical client size
by solution.
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Vendor insights

%) Ascendify

Ascendify is a recruitment marketing and
CRM provider that includes solutions to help
companies better attract, engage, and select
talent. Its solutions include events, career
sites, campaigns, job distribution as well as
Al sourcing and CRM. It also offers interview
scheduling and predictive hiring to support
talent acquisition further down the funnel. It
recently launched career sites and Al sourcing
to enhance its platform and continue its
commitment to recruitment marketing. While
other providers are expanding outside of
talent acquisition and recruitment marketing,
Ascendify is enhancing its capabilities and
expertise in this area.

A Avature

Pioneer of CRM technology for recruiting,
Avature is a highly configurable enterprise
SaaS platform for talent acquisition and talent
management that drives innovation in the HCM
software space. Founded by Dimitri Boylan,
Avature is the vendor of choice for the world’s
largest enterprise-level customers, including
110 of the Fortune 500 and seven of the Top

10 Fortune 500 Companies, in more than

164 countries and 32 languages. Avature’s
solutions include sourcing, applicant tracking,
video interviewing, campus and events
recruiting, employee referral management,
social onboarding, branded employee
engagement and performance management,
employee mobility and contingent workforce
management. Avature delivers its services from
its private cloud, located in data centers in the
U.S., Europe and Asia, and has offices in Buenos
Aires, London, Madrid, Melbourne, Munich, New
York, Paris and Shenzhen. Learn more at www.
avature.net or follow @Avature.
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Ii1Z Beamery

Beamery’s Talent Lifecycle Management
platform empowers companies to understand
the skills and capabilities they have, build more
agile workforce plans, and attract, retain, upskill
and redeploy their workforce. With Beamery,
organizations are able to navigate change at
speed, retain critical skill sets, foster DEl and
build the workforce of the future.

® Gem

Gem'’s recruiting CRM helps talent acquisition
teams use data and automation to improve
hiring speed, quality, and diversity. Gem unifies
data and context from the tools recruiters use
every day, including email, applicant tracking
systems, LinkedIn, and other social networks,
to create a source of truth for all talent
relationships. Armed with insights about the
entire recruiting process, automation to reach
out to talent at scale, and true cross-functional
collaboration tools, TA teams can proactively
and strategically plan for what's ahead. Gem'’s
customers are savvy recruiting teams from
industry-leading companies - like Wayfair,
Dropbox, Nasdaq, Cisco, and Doordash - who
understand that hiring the best talent in the
market is key to maintaining their competitive
advantage.

& GR8 People

GR8 People is for everyone in recruitment
who wants to do their job better, faster and
more simply. Our global technology platform
can source, attract, engage and hire every
workforce type in one experience that'’s
seamless, boundless and effortless. Built with
best-in-class, automated workflows, it helps
every user perform at their best.


http://cielotalent.com

Vendor insights

p phenom

Phenom has a purpose of helping a billion
people find the right job. Through Al-powered
talent experiences, employers are using
Phenom to hire employees faster, develop them
to their full potential, and retain them longer.
The Phenom Intelligent Talent Experience
platform seamlessly connects candidates,
employees, recruiters, hiring managers, HR
and HRIS — empowering over 500 diverse

and global enterprises. Phenom has earned
accolades including: Inc. 5000’s fastest-
growing companies (three consecutive

years), Deloitte Technology’s Fast 500

(four consecutive years), five Brandon Hall
‘Excellence in Technology’ awards including
Gold for ‘Best Advance in Al for Business
Impact, Business Intelligence Group’s Artificial
Intelligence Excellence Awards (2021 & 2022),
and a regional Timmy Award for launching

and optimizing HelpOneBillion.com (2020).
Headquartered in Greater Philadelphia, Phenom
also has offices in India, Israel, the Netherlands,
Germany and the United Kingdom.

€% Teamable

Find and engage with great talent. Whether it’s
passive sourcing, nurture and messaging, or
referrals, we help companies hire the right people
for their team.
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Choosing a vendor

The capabilities highlighted in this guide
may or may not be important to you or your
specifications. When choosing a vendor, we
recommend the following steps:

Inventory what you have - ask us about our
technology stack model to help you quickly
inventory.

Define your need specifically - get detailed
about what problem you're trying to solve
before engaging with solutions.

Consider this matrix as an educational tool
to help refine your requirements.

With a clear understanding of your current
scenario and future goals, your organization
will be positioned to review the vendors with
offerings aligned to meet your needs. For
assistance in making your selection, Cielo is
available to support you.

We extend a special thanks to the vendors
who participated in this guide. We value their
contributions and their unrelenting passion
for continuous innovation in talent acquisition
technology and processes.
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Prospect submission

Ability to allow prospects to easily join the talent network using
their LinkedIn or other social profile information.

Ability for prospect to upload and regularly update extensive
dossier documentation of academic achievements, research,
articles, presentations, etc.

Ability for prospect to create a basic profile with limited
information — "business card" drop off (i.e. email address,
phone number, first and last name fields only).

Ability for prospect to upload a resume but not require it.
Ability for prospect to self-select into multiple talent networks.
Ability to place talent network form in the apply flow to promote
and grow network.

Ability to ask prospect to apply if they join the talent network but
fail to complete apply process.

Ability for prospects to join the talent network by sharing their
information to a text short code (i.e. text Military to 55512).
Ability for prospect to join the talent network and initiate a chat
with sourcer — information captured could be used as a
prospect screen stored in the CRM.

Ability to automatically, or on demand, expand or refresh
prospects profile information by appending with publicly
available information found online. This should include the
ability to exclude certain sources from enrichment.

Ability to allow recruiting and leadership staff to upload and
share their networked contacts/potential prospects easily from
various social network sites.

Prospect management

Ability for sourcer to drag-and-drop resumes into the
application to create new prospect records.

Ability to add attachments on prospect profile. Attachments
must be searchable and recordable.

Ability to quickly save notes to newly created or revised
prospect records that are searchable.

Ability to capture and categorize feedback in prospect record
from all contact interactions (i.e. meetings, email exchanges,
phone calls, events, etc.) that are searchable.

Ability for sourcer to install a browser plug-in to show if a
prospect's page being viewed has a record in the CRM,
showing the key details of the record and the ability to create
the record if none exists.

Ability to mass update prospect profiles to capture outreach
activity in third party sourcing tools.

Ability while viewing/sourcing prospects to immediately see
they're currently active in cycle; are they engaging with other
sourcers, what job(s) they're being considered for, and where
the prospect is currently in the hiring process.

Ability to easily see prospect's contact history and interactions
with sourcers (i.e. all emails, phone calls, SMS messaging,
campaigns, etc).

Ability for user to create private, team and public talent pools to
categorize prospects.

Ability to schedule follow-up tasks (i.e. ability for user to
schedule a call back to the lead in 3 months and automatically
update calendar with task OR add to-do list in users
personalized dashboard). Ability to assign tasks to other users.

Ability to trigger email notifications via workflow to alert users of
specific prospect or job activity.

Ability for sourcers to request more information from prospect
as relationship matures (i.e. send forms, attachments via the
tool — assessments, surveys, questionnaires).

Ability for user to mark prospect as confidential while still
showing they have a record in the system to avoid duplicate
records (i.e. hide all prospect interaction, but when searching
database, show prospects name and other identifiable
information to ensure duplication is not created for confidential
prospect).
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Ability to review audit stream that shows all activity the prospect
or sourcers took and status of all job applications from the
prospect's profile view.

Ability to utilize automated talent matching with score of which
prospects are a good fit for relevant positions.

Ability to designate a user (not the person who created the
record) who claims ownership of the sourcer of a particular
prospect — so if they're hired they'd recieve recruiting/marketing
credit for that hire.

Ability for sourcer to export prospect details (i.e. download key
prospect details to Excel, PDF, etc.).

Ability to track market research where sourcer can add the
companies/competitors they want to track and see which
prospects in the CRM work there.

Ability to provide conscious inclusion and bias-free process by
anonymizing employees (internal candidate's) and external
candidate's details like gender, race etc.

Search & filter

Ability to easily search for potential prospects by specific user-
defined, multiple dimensioned criteria and see their entire
contact history from sourcing through the recruiting process
(i.e. keywords, requisition history, stage, status, etc.).

Ability to provide robust search capabilities to identify "like"
prospects.

Ability to search prospects based on proximity to a specific
location or ZIP code.

Ability to provide a simple user interface to exclude results
based on specific criteria (i.e. non-Boolean interface to remove
prospects from search results based on their location, active in
the hiring process, etc.) even if they match all other criteria.

Ability for users to save database searches (i.e. create, label,
delete and/or modify private search criteria for future
searches).

Ability to schedule saved searches to execute (or otherwise run
automatically) and notify the search owner via email and/or in-
app alerts with new and/or updated search results.

Compliance

Ability to report search criteria for a specific search or
marketing campaign based on specific requisition if required by
company. Must provide reporting in support of any future
OFCCP audits.

Ability to obtain prospects permission to capture their profile
updates via publicly available information.

Ability for prospects to request their removal from the talent
network, triggering automated hard erase of their record.
Ability to facilitate GDPR-ready platform capabilities.

Ability to manually add prospects/candidates with consent
mechanism without requiring direct application to a position.

Marketing/correspondance

Ability to tag prospects and applicants and establish
customized outreach plan or high-touch program with varying
frequencies and nature of outreach (i.e. event participants,
rejected contacts with potential, offer declines, etc. with specific
way plan on how best to continue outreach to keep warm).

Ability to push job-related and other general marketing
campaigns to members of the talent network to encourage
them to convert for future opportunities.

Ability to promote continuous opportunities for high turnover or
pipeline recruiting (i.e. generate branded, mass marketing
campaigns, etc).

Ability to provide marketing, campaigns, and opportunities to
various social network channels — minimally, LinkedIn,
Facebook, Twitter permissioned by role.

Ability to embed URL links to videos into emails and
campaigns.

Ability to automatically generate QR code for published
opportunity or event.
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Ability to mute campaigns to prospects that've already received
communications in designated time period (i.e. last 7 days).

Ability to throttle delivery of mass emails to ensure sender
rating integrity doesn't degrade from bulk emailing.

Ability for prospect to unsubscribe email/SMS messages and
campaigns.

Ability for prospect to set preferences for outreach on SMS
messaging (i.e. "opt-in" to receive recruiting and general
marketing materials via text).

Ability for sourcer to mark prospect as "do not contact" and
have the system block communications from being sent as well
as an icon identifying as a contact that shouldn't be contacted.

Ability to provide analytics around campaigns, open & click-
through rates, and drop off information.

Editor/media support

Ability to store media content in a library that's easily accessible
for building landing pages, emails templates, and talent
network capture pages.

Ability to create dynamic landing pages with a market-grade
landing page editor as an administrator (without provider
support or services).

Ability to create dynamic email campaigns with a market-grade
landing email editor — as an administrator (without provider
support or services).

Ability to create dynamic talent network capture pages with
data about the prospect for a specific scenario (i.e.military,
diversity, campus, segment, or geographical hiring) — as an
administrator (without provider support or services).

Events

Ability to invite prospects to preregister for events.

Ability for prospect to register at event by providing basic
contact information via iPad or personal mobile device.
Ability to check prospect attendees in at event.

Ability to capture feedback on prospect at event and link it to
prospect's record in CRM.

Ability to upload event attendees into CRM after event, and
check for duplicates to either create new prospect record or
merge with existing record.

Ability to provide feedback offline while at event and have
prospect record updated when user is connected to internet.

Configurability/system administration

Ability to create customized fields on the prospect profile.
Support free text, dropdown, radio, multi-select and date
formats with ability to set required fields.

Ability to create and edit custom field names, required fields,
set pick-lists, form fields, etc.

Ability to create custom conditional fields (i.e. if answer to
Question A = Yes, then show Question B, but if answer to
Question A = No, then don't show Question B).

Ability to create separate databases for different teams and
functions (i.e. execs vs. campus) within the CRM.

Setup and configure multiple talent network or event sign-up
forms — as an administrator (without provider support or
services).

Ability to create unlimited roles-based permissioning for users
and customize deep permission options by role.

Ability to easily configure and support the sourcer’s workflow.
Ability to create public tagging library to ensure consistent
tagging across system while allowing users to create relevant
personal tags.

Ability for permissioned users to easily create robust, branded
email templates using an email editor that helps with
formatting, mobile/device optimization, content sizing and
layout along with ability to embed links, logos, fonts/sizes/bold,
bullets etc.

Ability to set up an automatic cadence for follow-up touch
points (campaign emails) based on certain criteria.
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Technical/integration/connectivity
Ability for user to access every feature of the application from

any desktop, tablet or mobile device without additional apps to [ J
download.

Ability for bidirectional integration to ATS. [ J
Ability for candidates' data, including their job level status

activity in the ATS, to be integrated, visible and reportable in [ J
the CRM.

Ability to create prospect profile in CRM when candidate

applies to a job in the ATS. e
Ability to support cross system awareness through a deep link

to easily toggle between CRM prospect and ATS applicant [ J
records.

Ability to detect that someone has become an applicant in the o

ATS through tracking pixel vs. requiring full integration.

Ability to send outbound message directly to the prospect via

email through Outlook and track them in the system — both the °
delivery and response for the contact.

Ability to deeply integrate with LinkedIn Recruiter (i.e.
automatically record InMail activity in CRM, mass add
prospects from LinkedIn to CRM with duplicate checking to
merge existing profiles, etc).

Ability to integrate with chat tools to store conversations
between candidates and the chatbot, making them easily [ J
visible on the contact's record and searchable in the CRM.
Ability for user to authenticate via SSO.

Ability to integrate with live/on-demand video interviews.

Reporting / metrics

Ability to have dashboard analytics based on various roles for
trend and pipeline reports. (i.e. user dashboard could show
number of new leads added by month, number in each
functional area by geography, etc.).

Ability to create and save custom reports based on
role/permission.

Ability to create both ad hoc and custom reports that show the
number of prospects available in each functional area or talent
network (i.e. identify adequate or weak talent pipelines by
discipline or functional area by geography).

Ability to capture all historical source metrics with the ability to
report on recruitment marketing effectiveness (i.e. by [
campaign, channel type, source, etc.).

Ability to track email and text campaign activity with associated
source history attribution (i.e. date and time, source, and if [ J
applicable the job that the source is associated with).

Ability to track a "time to X" metric that accurately conveys time

between milestones within the recruitment process. i
Ability to create utilization reports to evaluate sourcer usage

(i.e. dashboard or ad hoc/custom reporting capability to show °
user usage, clicks, number of new leads added, hires by

owner, by day/month/year).

Ability for sourcing manager to track metrics across their team °

and individually by sourcer via dashboard and team report.

Client support

Ability to support multi-languages, parse multiple languages,
and display languages in the platform.

Ability for vendor to provide 24/7 live user support. [ J
Ability to provide regular product releases (monthly or
quarterly).

Market target

Target small size companies <1,000 employees.
Target medium size companies 1,000-10,000 employees.
Target large size companies >10,000 employees.
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Helping you build today
and mobilize tomorrow’s
global workforce

Cielo is the world'’s leading Talent Acquisition
Partner. With our fresh approach - we design
and build comprehensive, proven solutions
inspired by technology to find and keep the
unique talent that elevates our clients above
the competition.

You need results - and we know how to
help you. As experts in HR and talent
acquisition, our team creates differentiated
and sustainable business value through
approachable, disruptive yet reassuring
consulting methods. Our talent acquisition
consultants blend the aspirational with the
tactical, guiding you on your journey toward
long-term success.

Find and inspire top talent with Cielo’s HR

& talent acquisition consulting. Together,
we'll transform your hiring and engagement
approach through business and talent
strategy, technology and process, DEl,
reporting and dashboards, and change
management - effectively turning that talent
into your bottom-line advantage.
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We encourage you to schedule a free one-hour
consultation and discovery session with one of
our Senior Consultants.

Set up a free consultation
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