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Search Details:
The Hiring Manager was not confident that what
he was looking for could be found.
His confidence was also low due to a recent
search campaign with another search firm not
giving him the outcome that he desired, and so
there was a lot of cautiousness around hiring this
particular role.
Hannah committed to providing an ‘extended
shortlist’ half way through the initial search
period, to give the Hiring Manager comfort that
the search was progressing in the right direction.
Due to Hannah’s extensive industry knowledge,
Hannah knew that what the business was looking
for could be found, and also that there were
some very good quality candidates who could be
a potential match against the brief.
Hannah also knew that the market had been
particularly quiet in the geographical location of
where the role was to be based and so
opportunity for candidates had been limited.
Cont'd...

Client: Private Utility Company (£800 million
turnover)
Role: Customer Service Director
Salary: £120k + £6 car + 20% bonus
Requirements:
Experience of managing performance through an
outsourced/ third party provider
Reducing customer contact and driving Customer
Experience quality and focus
Facilitate a channel shift from voice to digital
Understanding the customer base and reasons
for calling by properly utilising data
Deliver overall change and improvement to the
Customer Service function
Deliver end to end Customer Experience
improvements by working cross functionally over
all business areas
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Search Details continued...
The Hiring Manager had also given the name of somebody who they had previously worked with
and had advised that the desirable person would ideally possess similar behavioural traits to this
person – a ‘can do’ attitude, energetic, ambitious and resilient.
Due to her extensive network, Hannah also knew this candidate and was able to talk directly with
them, as part of the process. Hannah pulled together a long list of over 60 candidates relatively
easily, by visiting her own talent pools of individuals.
Hannah regularly ‘keeps in touch’ with leaders that she deems to be ‘high potential’ and ‘top talent’.
Hannah also visited the long lists of similar roles placed and took relevant candidates to add to the
long list for this role. She then went through each individual ‘on paper’, and started to identify who
had the skill sets that more closely matched the brief that was given.
Having conducted further telephone screening, Hannah then refined the long list to an extended
shortlist of 11 candidates, and without divulging candidates’ names, gave the client details of:
employment history, job titles, relevant skills, personality traits, qualifications, and geographical
location, and then presented this back to the client after a 7 day period of commencing the search.
All 11 candidates were discussed in full during a conference call with the client, and then 6
candidates were chosen to move forward with between the Hiring Manager, Head of Recruitment
and Hannah. Cont'd...
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Search Details continued...
Hannah then arranged face to face interviews with the 6 candidates, in order to go through skill
sets and behaviours in more detail, and to give full disclosure as to who the client was and
therefore gaining interest from the candidates for the role, and for the client.
Hannah really was looking for somebody who was pragmatic, logical, and somebody who looks for a
challenge. 4 candidates were a close match for the role and keen to move forward with the client
and so were submitted as part of the final shortlist.The interview process with the client was
embarked upon, with Douglas Jackson hosting the meeting room for the 1st stages – this was a
confidential role due to recent large scale redundancies.
Final decisions were due to be made within 24 hours of the last candidate being interviewed.
However, and the Hiring Manager had advised that advised that this had never happened to him
before as he is very clear and decisive, the Hiring Manager had to take a weekend and another day
to make final decisions because he couldn’t decide who out of his preferred 2 candidates to offer. A
final decision was made, and after negotiating with HR around the commercials, a suitable offer was
made to the candidate and the offer was subsequently accepted.
Result:
The following e-mail was sent to Hannah upon the offer being accepted by the successful
candidate: “Thank you for your help with this search, I was very impressed by the speed at which
you pulled together the candidate list and more importantly the quality of the candidates. Cont'd...
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Result continued...
It was also excellent to get consistently good candidate feedback on the support that you gave
them through the process.“ Upon aftercare follow up, the following feedback was also received:
"We engaged Douglas Jackson when looking for a new Customer Service Director to support a
changed outsource model and architect a significant transformation focused on simplification and
digitisation.
We tendered the opportunity and it was clear in the pitch that Hannah had a fabulous network and
a clear understanding of the blended experience that we needed.
The candidate review, selection and offer process was very well managed with a strong set of
candidates meeting the brief. The true reflection on the quality of the process has been that the
candidate selected has made a big impact in their first 9 months into our business.”
Jamie Ford, Director Customers, Commercial & Innovation at Southern Water

