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CHAPTER 1

What is Candidate
Experience?
Candidate Experience is an increasingly important part of the recruiting process, and   

recruiters are keenly aware  of its relevance to their success. 

This raises the question: What is Candidate Experience?

In short, Candidate Experience describes the cumulative experience that your candidates 

have with your company, from the second they open your careers page to the final stages 

of rejection, withdrawal, or being hired. Candidate Experience includes all interaction with 

your company, meaning everything from the clarity of the listing to the ease of application, 

and, of course, all the interpersonal experiences with your recruiters and hiring managers.

Candidates want to truly understand the company’s values, people, and culture before they 

choose to apply. You only have one chance to make a good first impression, and Candidate 

Experiences matter. This means that it is now up to companies to create a culture of fostering 

healthy and positive relationships with candidates from the very beginning of the recruiting 

process. 

Candidate Experience can be the difference between 
securing a valuable candidate, and having them slip through 

the cracks and opting for one of your competitors.

https://starred.com/blog/creating-a-positive-candidate-experience/
https://starred.com/blog/creating-a-positive-candidate-experience/
https://www.weforum.org/agenda/2018/06/first-impressions-count-when-taking-a-job/
https://www.weforum.org/agenda/2018/06/first-impressions-count-when-taking-a-job/
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It also affects your sourcing quality, attracting or repelling candidates based on what they 

read about other Candidate Experiences on various review platforms, like Glassdoor or 

Reddit. Poor Candidate Experience can lead to lost revenue and negative PR, as poor word-

of-mouth about your business can often originate from disgruntled candidates and spread 

in their social circles.

This is where Starred comes in. We’re an all-in-one automated solution that collects, measures, 

and analyzes Candidate Experience data, and helps you keep an eye on how your candidates 

are feeling. We track Candidate Experience at every stage of the hiring process, giving you data-

driven, actionable insights based on how your candidates feel. We enable you to understand 

what you need to work on today to deliver a better Candidate Experience tomorrow. 

In the next chapter, we’ll discuss why Candidate Experience is important, and what advantages 

you can gain from having excellent Candidate Experience. 

https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
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CHAPTER 2

Why is Candidate Experience
important?
Candidate Experience is an active barometer of how your candidates feel about your hiring 

process, and by extension, your company. Candidate Experience matters because actively 

listening to your candidates and carefully taking their feelings into consideration will go a long 

way towards helping you stay on their radar, and will make you a more attractive employer.

The majority of candidates actively share their Candidate Experience within their social 

circles, and tell friends and family about how they felt about your company. They’re also 

more than happy to share these stories with everyone on the Internet, especially if they had 

a negative experience. It’s in your organization’s best interest to ensure that word of mouth 

(or keyboard) reflects you in a positive light, and that negative experiences happen as little 

as possible. 

Candidates are often able to choose from a variety of possible employers, and are often 

applying to multiple companies at once. This makes it more difficult for your company to 

stand out as the employer of choice. Good Candidate Experience can establish trust and 

loyalty with your applicants, who will become promoters of your company and enthusiastically 

boost your reputation as an employer, even if they were rejected for a position. 

https://www.thetalentboard.org/benchmark-research/cande-research-reports/
https://www.cnbc.com/2020/01/06/1-in-3-people-have-rejected-a-job-offer-because-of-a-bad-online-review.html
https://www.cnbc.com/2020/01/06/1-in-3-people-have-rejected-a-job-offer-because-of-a-bad-online-review.html
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Why Candidate Experience Matters
Let’s dive into some statistics. Positive Candidate Experience matters, since it results in happy 

candidates praising your company in their social circles, and ensures that even rejected 

candidates remain as potential customers. 77% of candidates who have a positive Candidate 

Experience will share it with their networks. 65% of rejected candidates who had a positive 

Candidate Experience will be likely to do business with you again. 38% of candidates are 

more likely to accept a job offer after having a positive Candidate Experience.

On the other hand, poor Candidate Experiences will negatively affect your ability to attract 

and retain top talent, and hurt your revenue stream. It’ll also lower the amount of referrals 

that existing candidates send your way. On average, 41% of candidates won’t buy from a 

company after a bad Candidate Experience, and 72% of candidates will share their negative 

Candidate Experience with friends and family. 25% of candidates will actively discourage 

others from applying to a company if they had a bad Candidate Experience. 

77%
will share it with
their networks

65%
of rejected candidates will be likely

to do business with you again

38%
are more likely

to accept a job offer

41%
won’t buy

from the company

72%
will share their negative experience

with friends and family

25%
will actively discourage
others from applying

Benefits of Positive Candidate Experience Consequences of Poor Candidate Experience

https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://starred.com/blog/candidate-experience-stats-facts-and-data-you-need-to-know/
https://www.ibm.com/downloads/cas/YMOARJJG
https://starred.com/blog/candidate-experience-stats-facts-and-data-you-need-to-know/
https://www.glassdoor.com/employers/blog/losing-good-candidates/
https://www.thetalentboard.org/benchmark-research/cande-research-reports/
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These statistics illustrate the domino effect of negative Candidate Experience. Over time, 

having poor Candidate Experience makes it harder to attract quality candidates, forcing you 

to hire subpar candidates out of sheer necessity. It’ll turn away potential customers, too.

The importance of Candidate Experience is simple: it matters because getting it right can 

have fantastic results. Positive Candidate Experience benefit you in the following ways:

Improved offer acceptance rate

Higher referral rates

Better quality of hire

A strengthened employer brand

It matters even more because getting it wrong can have severe consequences, resulting in:

Lower acceptance rates

Damaged employer branding 

Reduction in revenue

Let’s dive into the specifics.

The Benefits of Happy Candidates

Happier candidates not only make for happier customers and employees, but they will also 

boost your reputation as an employer, be more likely to apply again for a different role, and 

enthusiastically refer you to their network. You’ll see your quality of hire go up, while your 

time to hire and cost per hire go down. Better Candidate Experience is likely to raise referral 

rates and grow your pool of potential talent. Studies show that referrals are the best source 

of top-quality candidates, meaning that better Candidate Experience can lead you to star 

employees, even if they’re referred by someone who was rejected. 

The Pitfalls of DIssatisfied Candidates

Unhappy candidates will harm your reputation, which carries significant branding risks. They 

will actively discourage others from applying or  purchasing your products and services. This 

results in your quality of hire dropping, while your time to hire and cost per hire rise. If that’s 

not bad enough, slighted candidates will often tell their friends and family about their awful 

experiences, and hurt your reputation even more. They’ll also vent their anger online, doing 

their best to make sure that the large pool of digital onlookers steer clear of applying to the 

company in question.

https://starred.com/blog/whats-the-roi-on-a-good-candidate-experience/
https://www.ibm.com/downloads/cas/YMOARJJG
https://starred.com/blog/internal-candidate-experience-and-recruitment/
https://www.softwareadvice.com/resources/8-tips-improve-candidate-experience/
https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://starred.com/blog/whats-the-business-impact-of-a-bad-candidate-experience/
https://starred.com/blog/improve-your-offer-acceptance-rate-with-candidate-feedback/
https://www.hrmorning.com/articles/candidate-experience-employer-brand/
https://starred.com/clients/vodafoneziggo/
https://www.softwareadvice.com/resources/8-tips-improve-candidate-experience/
https://starred.com/blog/internal-candidate-experience-and-recruitment/
https://starred.com/blog/internal-candidate-experience-and-recruitment/
https://www.journals.uchicago.edu/doi/abs/10.1086/703163?af=R
https://www.journals.uchicago.edu/doi/abs/10.1086/703163?af=R
https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://www.glassdoor.com/employers/blog/mckesson-change-healthcare-streamlined-jobs-candidate-experience-glassdoor/
https://www.glassdoor.com/employers/blog/losing-good-candidates/
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The Business Case for Candidate Experience 

Protecting Your Employer Brand 

Your employer brand should be a top priority. Your brand is impacted by how you treat your 

candidates. Happy candidates are more likely to recommend your company to friends and 

family, even if they get rejected. However, scorned candidates pose a big risk to your brand. 

They’ll share their experiences in their social circles, as well as on platforms like Glassdoor, 

Reddit, Instagram, or LinkedIn, and potentially turn away future candidates. 

Companies have to position themselves to be memorable in candidates’ minds. A large part 

of that is determined by Candidate Experience, and how a given candidate experienced your 

recruiting process.

A More Efficient Hiring Pipeline

There’s nothing more frustrating for recruiters than getting to the end of a lengthy hiring 

process and sending out an offer to a star candidate, just to be turned down at the last 

minute. Or even worse, after sifting through hundreds of CV’s, you find the perfect candidate, 

but on the second stage, they drop out. 

In 2021, there were 1 million more open roles than job seekers, and the Great Resignation 

- or The Great Reshuffle made itself known. Finding quality candidates is harder than 

ever, and Candidate Experience is a big part of securing valuable talent. Having excellent 

Candidate Experience can help your company stand out from the crowd, and have an easier 

time acquiring valuable talent. According to a report by IBM, candidates who had a positive 

Candidate Experience are 38% more likely to accept a job offer! Great Candidate Experience 

also reduces withdrawal rates. Naturally, lower withdrawal rates results in quicker time-to-

hire, improving your overall efficiency. Positive Candidate Experience also improves your 

quality of hire, and helps you gain valuable talent. 

Ensuring that you’re not turning off candidates, and potentially losing out on ‘the one’ is 

incredibly important. While these losses can always occur, and you can’t control what happens 

in a candidates’ life, you absolutely can - and should - control how they perceive your process, 

and your company, throughout the hiring process. 

Are you curious about what impacts Candidate Experience the most? Read our Candidate 

Values Report to see data-driven conclusions on what your candidates value.  

The Bottom Line Impact of Bad Candidate Experience
The potential costs of not focusing on Candidate Experience are large, especially when your 

company is primarily B2C. The stakes are even higher for large corporations hiring at scale, 

who have tens of thousands of applicants each year. For example, take Virgin Media, who 

analyzed their Candidate Experience and realized that their existing practices were losing 

them millions of dollars per year. 

The numbers were concerning: there were around 123,000 rejected candidates each 

year, and, according to their data, around 6% of candidates canceled their monthly Virgin 

Media subscription as a result of negative Candidate Experience. Virgin realized that they 

were suffering some 7,500 cancellations each year. Multiply that by the monthly £50 ($60) 

subscription fee, times 12 months, and Virgin Media calculated they were losing £4.4 million 

each year ($5.4 million) just from poor Candidate Experience. Even worse, these calculations 

did not include the candidates’ family and friends, which likely meant the actual impact was 

three or four times worse.

To combat this trend, Virgin’s Head of Resourcing spearheaded an intensive, company-wide 

retraining program and began to focus on improving Candidate Experience. Within months, 

top management was delighted with the results, and Virgin realized that not only had they 

https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://www.thetalentboard.org/benchmark-research/cande-research-reports/
https://www.frac.tl/work/marketing-research/employer-review-study/
https://www.cnbc.com/2021/08/07/there-are-about-1-million-more-job-openings-than-people-looking-for-work.html
https://www.weforum.org/agenda/2022/02/great-reshuffle-jobs-market-resignation/
https://www.ibm.com/downloads/cas/YMOARJJG
https://starred.com/blog/improve-your-offer-acceptance-rate-with-candidate-feedback/
https://starred.com/blog/the-most-relevant-metrics-for-candidate-experience/
https://starred.com/blog/the-most-relevant-metrics-for-candidate-experience/
https://www.softwareadvice.com/resources/8-tips-improve-candidate-experience/
https://www.softwareadvice.com/resources/8-tips-improve-candidate-experience/
https://starred.com/what-turns-candidates-off/
https://starred.com/what-turns-candidates-off/
https://www.linkedin.com/business/talent/blog/talent-acquisition/bad-candidate-experience-cost-virgin-media-5m-annually-and-how-they-turned-that-around
https://www.linkedin.com/business/talent/blog/talent-acquisition/bad-candidate-experience-cost-virgin-media-5m-annually-and-how-they-turned-that-around
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managed to stop losing customers, but they effectively began to gain additional customers 

as a result of their recruiting process. What’s more, they calculated that the cost of acquiring 

these new customers through the hiring process was only about 10% of traditional marketing 

expenses.

Virgin Media’s story is a captivating one, but it is by no means the only example of a Candidate 

Experience success story. Another notable example involves another company in the 

broadcasting business, VodafoneZiggo.

Marco Leijenhorst, Senior Manager for Talent Sourcing at VodafoneZiggo, decided to look 

into Candidate Experience and its overall impact on his business. Marco ran an exploratory 

pilot test with Starred, and began to measure Candidate Experience at scale.

After collecting a large amount of data, it was time to do some brainstorming. Marco and his 

team decided that their rejected process was too disconnected from their candidates, and 

could do with a personal touch. 

They began to personally call each rejected candidate and have short, constructive discussions 

detailing why they were rejected. As a result, Candidate Experience improved by a staggering 

20 - 25%, and the amount of unhappy candidates sharply declined. Marco summarized his 

experience by saying:

“You’ve seen how much our Candidate Experience has 
improved across all candidates. If we connect these results 
to the data of the Virgin Media case, we can determine that 
we saved €117,000 ($142,000) in 3.5 months’ time. [...] If we 
continue our current performance, thus we do not improve 

further, we can save up to half a million euros a year”. 

These are just two practical examples of just how important Candidate Experience is to your 

brand and to your bottom line. We’ll detail some more interesting real-world examples in 

Chapter 8. 

To recap, Candidate Experience is crucial because it reflects how candidates view your 

company. Focusing on improving your Candidate Experience can turn them into brand 

ambassadors, referral machines, or loyal customers. They can boost your branding, supply 

you with top-quality candidates, and lead new customers right to your door. Contrastingly, 

neglecting Candidate Experience can turn candidates into pessimistic detractors, vengeful 

online crusaders, or scorned former customers who encourage everyone they know not to 

do business with you. 

https://starred.com/clients/vodafoneziggo/
https://starred.com/clients/vodafoneziggo/
https://starred.com/clients/vodafoneziggo/
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CHAPTER 3

When does Candidate 
Experience start and end?
We talk a lot about Candidate Experience… but where does it begin and where does it end? 

It’s important to understand when Candidate Experience begins, and when it ends, because 

it’s when you can begin to either reap the rewards from a great Candidate Experience or 

mitigate the results of poor Candidate Experience

When applying to a position, candidates are essentially pushed through a funnel of different 

stages until the hiring process ends. In fact, it’s a similar approach to many marketing 

strategies. Think of yourself as the product, and your candidates as your customers, with 

the hiring of a candidate being a conversion. 

Different phases of their journey describe the various stages of applying to a position, ending 

with either a rejection, a withdrawal, or a successful hiring. The market is broadly trending 

in being more candidate-centric than it previously was. While record high resignation rates 

have made candidates more demanding, and have given them a wider variety of potential 

jobs, their journey is the same. 

 

https://www.cnbc.com/2022/03/22/great-resignation-continues-as-44percent-of-workers-seek-a-new-job.html
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“For all the focus on mapping the 
external talent marketplace, the irony 
is that there’s not enough focus placed 

on the talent underneath one’s own 
roof.

CHUCK EDWARD
Head of Recruitment | Miscrosoft

What are the main steps of Candidate Experience?

Let’s take a look at the 7 steps of Candidate Experience: 

Awareness: This is where your candidate first sees the role you are advertising for, whether 

that be by referral, a job board, LinkedIn or somewhere else. Much like with marketing, you 

need your ideal candidate persona for the specific role to ensure you’re targeting the right 

group of people.  

Consideration & Interest: First impressions matter. You need to attract your potential 

candidates into the funnel, which is most likely done with a strong Employer Brand across 

a range of channels that candidates are on. At this point, candidates will likely be looking at 

sites like Glassdoor to see if, firstly, the interview process has any red flags, and secondly, 

how current and former employees feel about the company. 

Application: This is perhaps one of the most important, yet often overlooked phases of the 

candidate journey. Lengthy, complicated job applications can seriously detract from your 

Candidate Experience. Many candidates are often working full time whilst searching for a 

new role, as well as applying for several other positions. Keep it short and simple to make it 

as easy as possible! 

Selection: As we all know, selection works both ways. At this stage, your candidate is also 

weighing  different potential employers. This is a great opportunity to share what it’s really 

like to work at your company. For example, make sure to mention work from home options, 

flexible hours, company culture, and other  aspects your potential employee could care 

about. 

Hiring: This is the moment we’ve all been waiting for: making the hire! The hiring manager 

decides which candidate is the perfect fit, and the candidate needs to decide whether it’s 

right for them, too. Every step has contributed to this, and will contribute to the outcome.  

Onboarding: Now you’ve got the candidate in, you’ve got to ensure you keep them around. 

If this is overlooked, it can come with consequences. Hiring is a time-consuming and costly 

process, so retention is key. Ensuring that the onboarding process is smooth and optimized 

is essential in maximizing your company’s hiring ROI.

Finishe-... hold-up, it doesn’t quite end there. So where does it end? 

Candidate Experience doesn’t end when you hire someone into your company, which might 

seem odd. In fact, they can always become internal candidates in the future, engaging in 

Internal Mobility. 

As we all know, hiring from within is a much more cost effective way of filling roles whilst also 

retaining your top talent. It’s really important to still measure how your internal candidates 

feel, otherwise you could be treating external and internal candidates differently, resulting 

in some pretty dismayed internal candidates.

Here at Starred, we measure from the beginning - yes, even on the career page! - through 

to the end, including internal candidates. This provides our customers with a holistic view of 

the entire funnel, better informing their TA teams.

The next chapter will outline how you can give a voice to your candidates.
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CHAPTER 4

In order to analyze and improve Candidate Experience, you have to be able to measure it in 

the first place. But how do you do that? The answer is simple: give a voice to your candidates. 

They’ll point you in the right direction.

The easiest way to measure Candidate Experience is done by collecting feedback through 

Candidate Experience Surveys. Solutions like Starred allow you to collect, measure, and 

analyze Candidate Experience at every stage of the recruitment process.

In order to get an unbiased picture of all of your candidates’ experiences, it’s important to 

send surveys to candidates once they have left the funnel. So you’ll get feedback from all 

your rejected candidates at different stages, your hired candidates, but also the candidates 

that withdraw their application.

How to give a voice 
to your candidates 

https://starred.com/products/candidate-experience/
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You see, it’s important to measure the experience of rejected candidates. They are the vast 

majority, and pose the highest risk to your employer brand, as their experience tends to be 

more negative than hired candidates. You also want to measure the experience of candidates 

that withdraw their application to get to the bottom of their reason for it and understand why 

you are losing candidates. You want to understand what made hired candidates appreciate 

the recruitment process and why they accepted the offer. 

Getting this done seems like a tedious task, but it’s the only way to really get deep insights 

into your Candidate Experience. Hence, there’s the need for an automated solution that 

integrates with your Applicant Tracking System. We explain how a solution like Starred does 

this in Chapter 6.

Next up is figuring out what questions to ask your candidates. Ultimately, deciding what 

you would like to ask, measure, and improve is up to the team in question, and depends 

on a multitude of factors. Every company is different, and nobody knows your organization 

better than those working within it. We get this, and that’s why we’re all about giving you 

the tools you need to optimize and improve your hiring process. With Starred you can fully 

customize your questions, and ask your candidates exactly what you would like to know. 

Need inspiration? Read Chapter 5, where we discuss what questions to ask, or you can view 

our free survey template page.

By creating a healthy dialog between candidates and recruitment teams we hope to give 

people a voice in improving their experience. We want to ensure that you and your company 

are able to continuously improve on your process and deliver stellar Candidate Experience. 

CV Check Phone Screen Assessment

Hired Onboarding

Offer Stage

OFFER

InterviewWithdrawn

https://starred.com/candidate-experience-survey-questions/
https://starred.com/candidate-experience-survey-questions/
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Turning Candidates’ voices into data-driven improvements

Step 1 is done, and you are now giving a voice to all your candidates across the recruitment 

process. Step 2 is transforming these opinions into data-driven improvements. At Starred we 

believe you should measure Candidate Net Promoter Score (cNPS) at each stage described 

above. In brief, cNPS details how your candidates feel about your company, and whether 

they would share their positive experience with family and friends, act as passives, or be 

active detractors of your business to others.

We clearly see huge differences in scores between the different stages. You need to make 

sure you know what your score is at each stage in order to pinpoint weaknesses in your 

process. But how?

Just knowing your cNPS at each stage isn’t really telling you anything, besides your current 

performance. Opening up the blackbox of Candidate Experience means understanding the 

Why behind it. Starred measures what has the highest impact on your cNPS, and plots it in 

a Priority Matrix. Giving you a top list of priorities detailing what you have to do today, to 

deliver a better Candidate Experience tomorrow. 

But that’s not all. Your organization is big, and candidates differ from each other. A candidate 

applying for a software development role, not only has a different hiring journey than a 

sales candidate, they are most likely different people as well. To be able to create a stellar 

recruitment process for everyone, you have to be able to segment your data on relevant 

fields. Starred pulls fields from your Applicant Tracking System and segments your data on 

fields such as department, country, recruiter, hiring manager, or even gender and race. That 

way you can make detailed action plans for different sections of the organization.

Moreover, you want to use Candidate Experience data to train your recruiters, interviewers, 

and hiring managers. Linking the Candidate NPS score to your recruiters shows you who 

What is cNPS and how is it calculated?

How likely is it that you would recommend
someone else to apply to_?

(Promoters % - Detractors %) = cNPS
on a scale of -100 to +100

DETRACTORS PASSIVES

PROMOTERS
0-6 7-8

9-10

https://starred.com/blog/how-to-apply-nps-to-candidate-experience/
https://starred.com/blog/how-to-apply-nps-to-candidate-experience/
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within the team is able to deliver good Candidate Experience, and who isn’t. A good recruiter 

not only has positive operational metrics, but also does it while bringing a smile to your 

candidates. Starred creates personalized score cards per recruiter and hiring manager to 

show what they should work on to deliver better results.

Alright, so know you have your Candidate Experience scores across the entire process. You’re 

able to segment your data on different levels and even link it to the right stakeholder. But 

how do you know what a good performance looks like? Starred enables you to compare 

your performance to the benchmark. Not only does this benchmark filter on companies of 

your size, or in the same location, but even within the same industry. 

These are the instruments you need to effectively give a voice to your candidates, but also to 

use their opinions to make improvements. Next up, we’ll discuss what questions you should 

ask your candidates.

https://starred.com/candidate-experience-benchmark-reports/
https://starred.com/candidate-experience-benchmark-reports/
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CHAPTER 5

We live in a world where you can track everything, so how do you hone in on the metrics 

you should be tracking in Candidate Experience? How can you ensure you’re on track to 

becoming a data-driven Talent Acquisition department?

What is the purpose of a Candidate Experience survey?

You’re already likely tracking the common metrics, such as time to hire, time to accept, and 

all of the other metrics many departments routinely measure when it comes to recruiting 

talent. 

But how many of those metrics delve into how your candidate actually feels about their 

experience within your recruitment process? This is where a Candidate Experience survey 

comes in. In short, like we mentioned before, it’s a quick survey you send to candidates to 

understand how they feel about your recruiting experience. It covers a range of sections and 

gives candidate the opportunity to be heard by your recruiters and hiring managers.  

What are the most important elements of Candidate Experience?

We’ve statistically analyzed more than 370,000 candidate responses to better understand 

what candidates value, and what impacts their opinion of your company. We’ve written an 

extensive report discussing all our findings, and identified the most important areas that 

you should excel in if you want happy candidates. 

What questions should you 
ask in a Candidate Experience 
survey? 

https://starred.com/blog/the-most-relevant-metrics-for-candidate-experience/
https://starred.com/what-turns-candidates-off/
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We found out that rejected candidates care most about:

The feedback they receive (which is consistent with Marco’s experience at VodafoneZiggo, 

which we detailed in Chapters 2 and 8)

The quality of the practical assessment

Your company’s Diversity & Inclusion policy

In addition, we noted that withdrawn candidates cared the most about:

Your EVP (Employer Value Proposition)

A clear understanding of the role on both sides

Your company’s Diversity & Inclusion policy

What questions should you ask in a Candidate Experience survey?

So, what types of questions should you actually ask candidates? Since Candidate Experience 

is so broad, deciding on what metrics you would like to measure can be daunting. One key 

metric you want to keep in mind is Candidate NPS, or Net Promoter Score. It details how your 

candidates feel about your company, and whether they would share their positive experience 

with family and friends. cNPS is a good barometer for your overall Candidate Experience, 

but to truly understand how your candidates feel, you’ll need to dive into a variety of topics. 

The areas mentioned in our report are important, and focusing on them will help you optimize 

your Candidate Experience. Since candidates care the most about these areas, it makes 

sense to make sure that you ask questions surrounding them on your Candidate Experience 

surveys. 

However, there are also many other areas where you should measure and understand 

Candidate Experience. We’ve used our expertise to prepare a comprehensive list of good 

question categories, based off of the most common questions we see being used in measuring 

Candidate Experience data. 

https://starred.com/blog/what-turns-candidates-off-latest-report/
https://starred.com/blog/how-to-apply-nps-to-candidate-experience/
https://starred.com/blog/the-most-relevant-metrics-for-candidate-experience/
https://starred.com/blog/the-most-relevant-metrics-for-candidate-experience/
https://support.starred.com/docs/question-labels
https://support.starred.com/docs/question-labels
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We’ve also prepared an example library of survey templates, each of which makes an excellent 

starting point in measuring different facets of Candidate Experience. Note that these are just 

examples - our customer have access to a much wider range of templates. 

Since the different areas you could focus on are so diverse, we thought it’d be helpful to list 

the most common categories of questions used on Candidate Experience surveys. Keep in 

mind that each one of these can have multiple sub-questions to allow you to collect finer 

data. Here’s the list:

Inclusion

Did the candidate feel respected during the interviews?

Employee Value Proposition

Did the candidate gain a good understanding of the culture, values and company mission?

Feedback

Was the candidate provided with a clear explanation of why Company X chose not to move forward 

with their candidacy?

Application

Did the candidate have a smooth and easy application process?

Compensation & Benefits

Did the candidate find the total compensation and benefits satisfactory?

Scheduling & Planning

Was the scheduling of the interviews handled well?

Onboarding (can be used for candidates or fresh hires)

Did the candidate feel they had tasks that could be immediately started?

Assessment

Did the candidate find the assessment to be well structured and appropriate to their position?

Preparation

Did the candidate find the interviewers they spoke with to be prepared?

Engagement

Did the candidate find the interviewers they spoke with to be engaged and interested in their 

application?

Screening

Did the candidate find that the recruiting team managed their expectations of the process and 

timeline well?

Understanding the Role

Did the candidate have a clear understanding of the role they were interviewing for?

Communication

Did the candidate feel that the recruiting team communicated with them with sufficient frequency?

Interview

Did the candidate find the general interview atmosphere to be pleasant?

Ease of Use (for tools)

Did the candidate find the technical tool used during the assessment to be easy to use and accessible?

Our surveys are fully customizable, which means that, ultimately, you can tailor your specific 

questions to whatever your company decides is the most relevant to your own insights and 

interests. 

https://starred.com/candidate-experience-survey-questions/
https://starred.com/products/candidate-experience/
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Why should you ask these questions?

As you might have noticed, metrics give you a measure of an issue but do not tell you the full 

story. To solve this, our surveys won’t just provide the initial quantitative metrics we discussed, 

but also give candidates the opportunity to elaborate on their answers by writing explanatory 

comments with their scores. These give candidates the opportunity to supplement their 

quantitative answers with qualitative data. 

Measuring your Candidate Experience and giving your candidates a voice is a crucial part of 

upping your recruitment game. In the next chapter, we’ll dive into some details on why you 

absolutely need an automated Candidate Experience solution if you truly want to revolutionize 

your hiring process.
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CHAPTER 6

Why you need an automated 
Candidate Experience solution
As described in Chapter 4, getting the right insights into your Candidate Experience is a big 

project. Having a personalized survey for each stage in the recruitment process and being able 

to segment data on different levels are just some of the steps required in collecting actionable 

Candidate Experience data. If you’re data-driven and care about rich insights and valuable 

takeaways, measuring Candidate Experience with a manual solution like SurveyMonkey or 

Google Forms just won’t give you the insights needed to make change.

Using an automated Candidate Experience solution is one of the best investments you can 

make when it comes to measuring and understanding Candidate Experience. Let’s take a 

look at exactly why you need an automated Candidate Experience solution.

Cost Effectiveness 

Manual solutions require recruiters to use platforms like SurveyMonkey or Google Forms to 

create a general template or set of templates that have to be manually coordinated and sent 

out by recruiters to different candidates at various points. They also have to be manually 

processed, and the takeaways have to be organized by hand. 

The job market has changed and many openings are receiving a large amount of suitable 

candidates. Recruiters are busy enough with filtering and securing talent, and automating 

your Candidate Experience solution can save them lots of time. If you’ve hired an agency, 

then you know that recruiters are expensive. Having them manually copy and send survey 

links is, at best, a misuse of resources. Time is money, and manual handling of Candidate 

https://www.cnbc.com/2022/03/22/great-resignation-continues-as-44percent-of-workers-seek-a-new-job.html
https://www.kingbishop.com/5-facts-about-the-cost-of-a-contract-recruiter/
https://www.allbusiness.com/how-much-should-you-expect-to-pay-a-recruiter-7606468-1.html
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Experience Feedback can quickly get very, very expensive, even when it only takes a few hours 

per week. That time could be better spent preparing for interviews, reviewing resumes, or 

training to improve candidates’ experience.  

Efficiency and Higher Response Rates

Automation also lets you precisely schedule when to send surveys, ensuring that each 

candidate receives a survey at exactly the right time, leading to higher response rates. We’re 

proud to have a total average response rate of 30%, and around 90% for hired candidates - 

some of the highest figures on the market. We’ve also seen that Starred customers are over 

200% more efficient in the entire process of measuring and analyzing Candidate Experience, 

compared to when they used manual solutions. 

Sending surveys out at the right time is crucial. We see that it’s best to deliver a survey 2 to 3 

days after the candidate has left the recruitment process. Candidates need to be asked about 

their feedback when they exit the process, and doing this manually is incredibly tedious and 

time-consuming. It also results in an inconsistent sampling of candidates, wherein candidates 

receive surveys long after they’ve moved on and focused on other applications. 

Automation also eliminates the potential for human error. When collecting feedback 

manually, moving a single row in Excel by one cell - an understandable mistake - can have 

the consequences of addressing each candidate with the wrong name, which is bound to 

cause some negative Candidate Experience. 

Data Filtering and Rich Insights

One of the clearest benefits of automating your feedback collection through a dedicated 

solution is the ability to process and display data in an easily consumable manner, regardless 

of the scale of hiring. Considering an automated solution gives you access to elements like 

our dashboard, which lets you drill down into and explore your data in a granular fashion. 

You can put in specific filters and dynamically segment your data, enabling you to access 

advanced insights and closely understand your candidate base. We also have a Priority Matrix, 

which automatically analyzes your data and provides you with actionable takeaways so you 

can understand what areas of your Candidate Experience you should focus on improving. 

You can combine this with our Recruiter Matrix, which tracks each recruiters’ performance 

and lets you understand which of your team members require training in different areas. 

One more benefit of using an automated solution is having access to unique data points that 

enhance your understanding of your results. Starred features industry benchmarks that are 

updated every 5 hours, letting you understand where your Candidate Experience stands in 

relation to others in your industry.

Automatic ATS Integration

Your heart drops as you think about the process of integrating technology into your ATS. 

All the hours spent, the colleagues involved from all angles, and a lot of technical blockers 

holding up your Candidate Experience dreams… 

We’ve all been there: when technology becomes the inhibitor instead of the enabler. But 

fear not, we’ve got you covered. 

Automating your feedback solution allows you to leverage powerful ATS and API integration 

to streamline your process. We here at Starred have Starred Connect, which features a 

powerful, no-code integration with just about any ATS on the market. This means that any 

recruitment team can connect Starred to their ATS in a matter of just a few clicks, without 

requiring a team of developers. Don’t worry, our Customer Success team will be there to 

guide you towards successful integration. You’re not in it alone!

By integrating directly with your ATS, Starred can automatically send surveys based on actions 

taken within your system. Data is automatically pulled from your ATS, and the correct type of 

https://starred.com/blog/6-reasons-to-automate-candidate-feedback/
https://starred.com/blog/6-reasons-to-automate-candidate-feedback/
https://starred.com/blog/when-to-send-a-candidate-experience-survey/
https://starred.com/blog/when-to-send-a-candidate-experience-survey/
https://starred.com/blog/6-reasons-to-automate-candidate-feedback/
https://support.starred.com/docs/using-the-new-beta-dashboard
https://support.starred.com/docs/overview-of-the-dashboard
https://support.starred.com/docs/working-with-the-starred-priority-matrix
https://starred.com/blog/how-to-measure-your-recruiters-performance/
https://support.starred.com/docs/people-journey
https://starred.com/integrations/
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survey is sent, tailored to where the candidate exited the hiring process, to ensure that your 

surveys have optimal response and engagement rates. No additional legwork or tedious 

administrative tasks required.

Overall, the benefits of automated Candidate Experience Feedback solutions are many, and 

will ensure that you save on time, money, and are always able to quickly access the most 

relevant insights at a glance. In addition, you can personalize your surveys and questions 

with brand colors and graphics, and create a seamless, professional experience for your 

candidates. 

No matter how many candidates send you their feedback, you’ll be able to immediately 

understand and address their concerns. You can easily benchmark yourself against your 

industry peers, and can plan accordingly. Pair this with our Starred Priority Matrix and 

Recruiter Performance Matrix, and you’ll be armed with the best insights possible, drawn 

directly from your data. 

There’s one more bonus, too: Starred allows you to automatically forward happy candidates 

to a review platform, like Glassdoor, by displaying personalized “Thank You” pages at the end 

of a survey. This allows you to reap the benefits of positive Candidate Experience through 

increased reviews from satisfied applicants, without any additional hassle.

What’s next?

So, you’ve easily integrated your Candidate Experience solution with your Applicant Tracking 

System, but what’s the next step in your goal to uncover what makes your candidates tick?

Now that you’re integrated, you can begin to automate collecting feedback from your 

candidates through a range of surveys, based on what stage of the interview process they 

are in, and various other elements. Automating these processes can save countless hours 

for your team, allowing them to focus on what really matters; finding the right people to 

build and grow your company.

 

and all other major ATS’s

https://starred.com/products/candidate-experience/
https://support.starred.com/docs/working-with-the-starred-priority-matrix
https://starred.com/blog/how-to-measure-your-recruiters-performance/
https://support.starred.com/docs/edit-the-thank-you-page#:~:text=With%20Starred%2C%20you%20can%20choose,call%20a%20Thank%20You%20page.
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CHAPTER 7

What is the impact of Diversity, 
Equity, and Inclusion on 
Candidate Experience?
Diversity, Equity and Inclusion is at the top of many companies goals for the future as we 

recognize that diversity hasn’t always been at the forefront of organizations focus. In fact, in 

the United States, federal regulations require companies with 100 or more workers to file 

demographic information. 

Many companies are taking different approaches to this, but one thing remains the same;  

it starts with your recruitment process. 

First, you need to get a range of candidates to apply for your roles, which leans heavily on job 

description and employer brand reputation. But when looking to ensure you’re recruiting in-

line with your DEI goals, it’s important to consider the entire scope of the process. It doesn’t 

end with ensuring you’ve got a diverse pool of applicants, but it needs to be delving into 

whether your recruitment processes are inclusive enough to keep them in the funnel. In 

other words: Candidate Experience is a key part of fulfilling your DEI initiatives.  

https://www.eeoc.gov/employers/eeo-1-data-collection
https://www.eeoc.gov/employers/eeo-1-data-collection
https://starred.com/the-inclusive-hiring-guide/
https://starred.com/blog/diversity-and-inclusion-in-the-workplace-from-recruiting-onward/
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Why should you measure candidates’ DEI experience?

Building a diverse and inclusive company has been and will continue to be a priority for HR 

pros in the years to come.

As we know, the process starts with recruitment and with an enhanced focus on hiring in 

people from a range of demographics, but what if you are losing candidates within those 

demographics to poor Candidate Experience? 

You may get 50% of applicants from a minority background, but if 80% drop out due to an 

issue within the process of interviewing then there is a problem, and this problem will hinder 

your overall success, meaning you are unlikely to hit your DEI goals.  

“Candidate experience is often future employees’ first impression of the organization — and the 

first point at which an organization can prove its commitment to equitable principles by treating 

people in a fair and consistent way. Our data shows the current candidate experience is not 

consistent at all” says Lauren Romansky, Managing Vice President at Gartner in a recent report. 

It has never been more important as we lean on tech and data more to drill down into what 

is actually turning your candidates off of your company, hindering your DEI goals.

How can you measure Diversity, Equity and Inclusion in your Candidate Experience? 

So how do you start tracking this? You can start simple, with tracking the basic demographic 

data on candidates applying for the role - but be conscious of those who do not wish to 

disclose.

A Harvard study found that more than a third (36 percent) of Asian and African-American 

students between the ages of 18 and 25 who were seeking jobs and internships whiten their 

resumes, including changing foreign-sounding names to something American-sounding. It’s 

easy to question whether candidates feel comfortable submitting these details rather opting 

for the ‘rather not disclose’ options. 

But to fully understand whether your processes are aligned with your DEI goals, and if your 

organization might be losing out on candidates, you need to dive a bit deeper into how 

candidates feel. Being able to delve into the granular details, e.g.if certain recruiters need 

extra training on communicating in an inclusive way, or how your EVP looks to external 

candidates, can provide you with key insights to driving your organization forward. 

 

Here are some example questions you can ask candidates to measure their feelings:

Diversity

How do you view the diversity of our 

organization?

Equity

What do you think of our commitment to 

equity in hiring?

Inclusion

Did we make you feel included and give you 

a sense of belonging during the recruiting 

process?

Commitment to DEI

How do you view our commitment to 

diversity, equity, and inclusion? 

https://www.gartner.com/smarterwithgartner/candidate-experience-is-a-key-piece-of-dei-strategy
https://www.inc.com/marcel-schwantes/why-minority-job-applicants-mask-their-race-identities-when-applying-for-jobs-according-to-this-harvard-study.html
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Segmentation of data 

So how can you utilize your data more to see if your candidates feel that your company is 

diverse and inclusive? Segmenting! 

For example, if you are hiring and notice that, post-selection, you’re left with a line-up of 

candidates that are all the same, then something has gone wrong. In that instance, being able 

to drill down into the candidate experience specifically from a demographic, for example, 

as a woman, allows you to uncover any issues that could be preventing the candidate from 

moving down the funnel. 

Simply put, diverse teams attract diverse candidates. Keeping a finger on the pulse of your 

candidates, and how they think your DEI initiatives are going, is important to providing a 

positive Candidate Experience

At Starred, we offer a completely customizable module that allows you to deep dive into how 

candidates feel about their experience, delving into how they feel about every facet of their 

experience interviewing for your company.

In a recent Gartner report, 70% of Latinx, Black, BIPOC and 
Asian candidates said they had stopped an application short 

in the past year because their preferences didn’t align to 
the role. That compares to 60% of white Americans. Racially 

diverse candidates attributed their behavior to two major 
factors: The diversity of the team and the management style 

of the potential manager.

How important is DEI to candidates?

https://www.gartner.com/smarterwithgartner/candidate-experience-is-a-key-piece-of-dei-strategy
https://www.gartner.com/smarterwithgartner/candidate-experience-is-a-key-piece-of-dei-strategy
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Twilio’s experience with HackerRank

Twilio uses HackerRank for technical assessments. Mathias Connot, the VP Talent Acquisition 

at Twilio, saw Candidate Experience scores skyrocket in India related to the assessment. 

Mathias immediately called the TA lead in India to discover how this came to be. It turned 

out that the recruiters in India personally called the candidates to give a short introduction 

on the assessment itself and the interface. This small action resulted in a huge boost to the 

Candidate Experience, and Mathias immediately made sure this became part of their global 

process.

Listen to their experience with Starred here

Gorillas consultancy training to the service department

Gorillas is the fastest Unicorn in Europe, that’s a lot of growth! There was a huge amount of 

scaling in the Customer Service department as customer demand increased, and Gorillas 

had to hire at an unbelievable pace. This saw their Candidate Experience scores decrease, 

especially compared to the other teams. Kateryna Myronenko, Candidate Experience Partner 

at Gorillas, was quick to uncover this dip in score and shared access with the department’s 

recruiters to see their results in Starred, allowing them to track their performance. Next, she 

identified opportunities for upskilling the team on their approach and processes to improve 

performance and the Candidate Experience. 

Read their experience with Starred here

CHAPTER 8

Get Inspired: 6 examples of 
Starred Customers Acing CandE
By now, you get it. Candidate Experience is one of the biggest pillars of a successful hiring 

strategy. You know what it is, why it’s important, and the need for measuring it if you want to 

improve it. But now you’re thinking, what are some typical findings from other companies? 

And what improvements do they actually make? 

We looked to some of our customers to see what they discovered in their Candidate Experience 

data.

Elastic’s Interviewer Training Program

Elastic, the innovative company behind Elasticsearch, Kibana, Beats, and Logstash, employs 

over 2000 people in 5 countries across the globe. Elastic was continuously looking at ways 

to deliver an extraordinary hiring experience for candidates, hiring managers, and the 

teams they support. They relied on Starred’s ATS integration to effortlessly collect candidate 

experience data at scale. They quickly found out certain parts of the business needed better 

interview skills, hence they started a dedicated Interviewer Training Program. 

Read more about there experience with Starred here

https://starred.com/wp-content/uploads/Customer-Story-Elastic.pdf
https://www.youtube.com/watch?v=eyj28J7wqmQ
https://starred.com/clients/gorillas/
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Wolt’s Candidate Experience A/B tests

When scaling, it’s difficult to keep your processes in place. Wolt saw their headcount increase 

quickly and had to put new software and processes in place on the fly. What they did very 

smart though, is to keep Candidate Experience at the heart of their decision making. What 

impacts the Candidate Experience positively can stay and will be implemented throughout 

the organization, what doesn’t will be removed. Wolt conducts A/B tests to see what is the 

better decision to move forward with. They saw that candidates that went through Sapia.

ai, an AI-assisted Smart Interviewer solution, gave significantly higher Candidate Experience 

scores than the candidates that didn’t. The choice was easy: implement Sapia.ai across for 

everyone. 

Listen to their experience with Starred here

VodafoneZiggo saved up to $142K of revenue in 4 months by improving Candidate 

Experience

The biggest broadband provider in the Netherlands saw their Candidate Experience increase 

by up to 25% after measuring with Starred. One simple tactic did the trick, relying on Starred’s 

Firefight Alerts. These alerts trigger notifications to the right recruiter whenever a candidate 

has a poor experience. VodafoneZiggo made sure to have all the recruiters call each candidate 

with a poor experience to explain the situation and alleviate the situation. They saw a huge 

boost in Candidate Experience and calculated it would have saved them at least $142K in 3.5 

months time.

Read more about their experience with Starred here

Feedback Fridays at Elastic

Not only did Elastic develop an Interviewer Training Program based on Starred data, they also 

launched the Feedback Friday newsletter, crafted by the recruitment team. While it doesn’t 

steer clear from uncomfortable feedback, it’s an even more powerful platform to celebrate 

Candidate Experience success!

Read more about their experience with Starred here

Do you want to find out how Starred can help you optimize 
your recruitment process?

Feel free to reach out and book a quick call with us. 

https://www.youtube.com/watch?v=tmUq631cBNw
https://starred.com/clients/vodafoneziggo
https://starred.com/wp-content/uploads/Customer-Story-Elastic.pdf
https://starred.com/request-a-demo
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CHAPTER 9

Conclusion

By this point, you should be well armed with the knowledge necessary to understanding 

Candidate Experience.

Let’s recap on the important bits:

Candidate Experience is the cumulative experience that your candidates have when 

applying for a position, from the first time they see your job listing or page, to the end 

of the process.

Candidate Experience is important because it directly affects the way your business is 

seen. Doing it right means you get positive word-of-mouth, stronger brand reputation, 

and a larger pool of potential talent, with more referrals. Doing it wrong will damage your 

reputation, hurt your relationships with your customers, cost you revenue, and reduce 

your pool of potential talent.

Candidate Experience starts right when potential applicants first interact with your 

company, but it doesn’t end when the hiring process is complete. Employees can always 

engage in internal mobility and become candidates from within the company, too. 

Making your candidates heard is best done with a solution like Starred, which automatically 

handles the collection, analysis, and processing of Candidate Experience data. This 

provides you with insights unique to your team on how to improve your process and lets 

you benchmark your data. 

Confused about what to ask on a Candidate Experience Survey? We’ve created a handy 

list of categories drawn from real data that we suggest you use. We’ve also identified what 

candidates care about by drawing on 370,000+ individual responses, outlining what you 

should focus on. Otherwise, you can get inspired from our example surveys. 

Automated collection of Candidate Experience data with Starred will save your recruiters 

valuable time and effort and ensure you receive rich, data-driven insights. It also lets 

you time surveys to be sent out at the best time, boosting response rates, and supports 

rapid, no-code integration with your ATS.

Candidate Experience is increasingly important to your DEI efforts, and is the deciding 

factor for 70% of minority candidates. DEI is also highly valued by all rejected and  

withdrawn candidates. Doing it right is the first step in securing diverse talent.  

If you want to see how other companies have leveraged Candidate Experience to 

their benefit, then check out these stories featuring Elastic, Twilio, Gorillas, Wolt, and 

VodafoneZiggo.

https://starred.com/blog/creating-a-positive-candidate-experience/
https://starred.com/blog/whats-the-roi-on-a-good-candidate-experience/
https://starred.com/blog/employer-branding-how-your-candidate-experience-shapes-it/
https://www.ibm.com/downloads/cas/YMOARJJG
https://starred.com/blog/whats-the-business-impact-of-a-bad-candidate-experience/
https://starred.com/blog/improve-your-offer-acceptance-rate-with-candidate-feedback/
https://starred.com/blog/improve-your-offer-acceptance-rate-with-candidate-feedback/
https://www.linkedin.com/business/talent/blog/talent-acquisition/bad-candidate-experience-cost-virgin-media-5m-annually-and-how-they-turned-that-around
https://starred.com/products/candidate-experience/
https://starred.com/candidate-experience-benchmark-reports/
https://support.starred.com/docs/question-labels
https://support.starred.com/docs/question-labels
https://starred.com/what-turns-candidates-off/
https://starred.com/what-turns-candidates-off/
https://starred.com/candidate-experience-survey-questions/
https://support.starred.com/docs/overview-of-the-dashboard
https://starred.com/blog/when-to-send-a-candidate-experience-survey/
https://starred.com/integrations/
https://www.gartner.com/smarterwithgartner/candidate-experience-is-a-key-piece-of-dei-strategy
https://starred.com/what-turns-candidates-off/
https://starred.com/the-inclusive-hiring-guide/are-you-on-track/
https://starred.com/wp-content/uploads/Customer-Story-Elastic.pdf
https://www.youtube.com/watch?v=eyj28J7wqmQ
https://starred.com/clients/gorillas/
https://www.youtube.com/watch?v=tmUq631cBNw
https://starred.com/clients/vodafoneziggo


What is Starred?

Starred is a Candidate Experience insights platform that offers recruiters and hiring managers a deep understanding of how their candidates 

feel. We help TA teams in automating the collection of Candidate Experience data, complete with data-driven insights and actionable 

recommendations.

What is our product?

Starred allows you to collect, measure, and analyze Candidate Experience data at scale, removing the manual elements of this process. We let 

you craft fully customizable surveys and easily send them out to candidates at every step in the hiring process. Our platform lets you understand 

where your company stands in comparison to the global average and provides you with personalized recommendations on how to improve your 

Candidate Experience.

We’re proud to work with many industry leaders, such as:

https://starred.com

https://starred.com



