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To stay competitive, in today's globalized 
business world, with its high pace, quickly 
developing markets, and increasing 
complexity, organizations require 
recruiting personnel promptly and 
efficiently. Therefore, the tempting 
opportunities of digitalized recruiting 
processes, like being able to hire people 
from all over the world, and having large 
applicant pools to select the best talent 
from, caused a rapid change of the job 
market. Today the majority of job 
interviews and hires are produced by an 
online source, like Indeed or LinkedIn, 
and most people search and apply almost 
exclusively for jobs online. 

But with all benefits of this transformation, 
also came a downside: 
Larger organizations struggle to process 
the high quantities of applications they 
receive through their online sources. 
Smaller Companies have problems to be 
seen and to attract job seekers in the 
noise of online job advertisings. 

Organizations of all sizes struggle to 
address their targeted candidate groups, 
in the scattered landscape of countless 
online job fairs. To sum up, hiring 
employees became complicated these 
days. 

As a consequence, organizations 
developed a great desire for more 
streamlined recruiting processes. So a lot 
of them "optimized" and automatized 
their procedures. But in their business-
driven seek for maximized efficiency, it 
seems like an awareness for basic human 
needs and human empathy, got lost: 
Countless applicants all over the world 
complain about poor candidate 
experiences and dehumanized, in-
transparent, and inexplicable hiring 
procedures. Organizations often seem to 
neglect even the most basic conventions 
of human social interaction and thereby 
put job seekers of all genders and 
backgrounds in serious emotional pain 
and self-doubt. Moreover, having to 

accept that these procedures can decide 
over one can live in a certain city, doing 
the work he loves and sees purpose in, 
and being able to live the life one 
imagined for him- or herself, can result in 
easily accountable frustration. The 
described problems and issues seem 
mostly to originate from the design of the 
touchpoints between organizations and 
applicants. More precisely, by how the 
communication between organizations 
and applicants, is influenced by it. 

With this master thesis I intended to 
investigate, how applied human-centered 
design could help companies to re-
humanize their recruiting and hiring 
processes, and to find ways, how to make 
them functional and efficient, while 
making them at the same time a pleasant 
experience for candidates. 

    The process of    
finding a job or 

hiring an employee 
changed drastically 

over the last  
decade

Introduction
Abstract
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„Countless job seekers from all over the world, 
 complain about today’s inexplicable, dehumanized, and cold 

recruitment practices and report about their poor and 
frustrating candidate experiences.

Initial Problem Finding
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Franca
…checking her inbox, at 2am 
 for feedback on her application.
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Method
Chapter 1#

Approach And Process



!7

Approach
Starting point

As key stakeholders of the recruiting process can be 
identified organizations as process owners and 
candidates as user. 
 
To be able to find potential solutions to match the 

interests of both entities in a better way, I first had to 

understand their individual motivations, problems, 

needs, and desires in-depth. 

Because organizations can be identified as being 

responsible for the current practices as process 

owners, I decided to put initially a stronger focus on 

understanding the organizational perspective. My 

approach was: „To help job seekers, I have to design 

for organizations first. “ 



!8

„ To help candidates, I need to design 
for organizations first, because they are responsible  

as process owners.“

My Approach
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Research#1
Chapter #2

Consolidated Information of the initial research
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The Ecosystem of  Recruiting
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Ecosystem
Recruitment

Besides the critical stakeholders of the recruitment 

process, in the form of candidates and company 

representatives, also many other actors have passive 

influence on the hiring process and a candidate’s 

experience: 

To get myself an overview, over the current landscape 

of players in the field of recruitment, I started my 

research by creating an ecosystem-map. 

The ecosystem-map enabled me to capture a large 

amount of relevant process stakeholders in a single 

framework, as well as clustering them by their level of 

involvement. 

As a consequence, I was able to identify the most 

relevant stakeholders for my project and got clear 

direction on who to contact in the following 

research phase.

Career Event

Recruiter

Hiring Manager

Candiate

Partners & Family

Gov. Institutions

Career Networks

Soc. Media Platform

ATS System

CRM System

Talent Acquisition Dept.

Company Executives

Colleagues

HR Management

Job Aggregators

Job Boards

Glassdoor

Ex-Employee

Assessment Agency

Employer Branding

Sourcing Agency

Adjacent

Indirect

Direct
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Infield Research
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Partner&
Participants

Based on my gained insights from the ecosystem-
map, I started approaching potential research 
partners: 

To get a good overview of today's common recruiting 

procedures, I was eager to find interview partners of 

organizations of different sizes and different industries. 

To eliminate language barriers and to use the 

opportunity of talking to a broader range of interview 

partners, I decided to conduct my qualitative infield 

research, mostly in Germany. Over two weeks, I held 

four workshops in Cologne, Frankfurt, and Munich. 

The following organizations supported me during my 

research: 
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Organization:        Deutsche Lufthansa AG / Lufthansa Group 
Type:                      Corporation 

Representative:    Process Owner Recruitment and Talent Acquisition 
 
Organization Profile: 

Lufthansa is the flag carrier and largest German airline, which, when combined 

with its subsidiaries, is the second-largest airline in Europe in terms of 

passengers carried. Besides its services and owning subsidiary passenger 

airlines Austrian Airlines, Swiss International Air Lines, Brussels Airlines, 

and Eurowings, Deutsche Lufthansa AG owns several aviation-related 

companies, such as Lufthansa Technik and LSG Sky Chefs. All as part of the 

Lufthansa Group. In total, the group has over 700 aircraft, making it one of 

the largest airline fleets in the world. Lufthansa Group has currently 135.534 staff 

members. [01] 

01 02

Organization:        German Economic Institute 
Type:                      Association; Think Tank  
Representative:     Deputy Head Human Resource Management 
 
Organization Profile: 

The German Economic Institute is a private economic research institute based in 

Cologne, with additional offices in Berlin and Brussels, Belgium. The institute 

compiles analyses on economic and social policy issues, conducts research 

projects and carries out numerous studies financed by third parties, such as 

public institutions, foundations, and businesses. Further, it is a registered 

association, with a membership consisting of 110 German business and 

employers' associations as well as several individual companies. 

The German Economic Institute currently employs around 400 staff members. 
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Organization:        NaVvis GmbH  
Type:                      Tech-Startup 

Representative:     Co-Founder & CEO  
 
Organization Profile: 

NavVis is a start up founded in 2013 in Munich, Germany. NavVis intends to 

bridge the gap between outdoor and indoor digital maps by developing 

computer vision-based indoor positioning technology. Their digital twin platform 

is being used by leading manufacturing companies, in over 30 countries, 

worldwide. With additional offices in New York and Shanghai, NaVvis is currently 

employing over 200 people across the globe. 

03 04

Organization:        Freeletics  
Type:                      Lifestyle-Startup 

Representative:     Former CMO & Head of Human Resource Management  
 
Organization Profile: 

Freeletics is a leading provider of AI-based fitness and mindset coaching, based 

in Munich, Germany. The start-up has become one of the fastest-growing sports 

and lifestyle companies in the world, and its app is with over 40 million users, 

one of the most used fitness apps in Europe. Freeletics currently has 160 staff 

members.
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Parallel to interviewing organization stakeholders, a first online survey 
was sent out to current job seekers and applicants, as well as to former 

candidates. The survey was completed by 11 participants and allowed to 
get a first impression on the candidate’s perspective. 

05
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Used Tools&
Methods

Contextual  Interviews 
I conducted contextual interviews with 

several employees involved in various 

stages of an organization's recruiting 

and hiring process, to understand 

their particular individual roles, as well 

as learn about their experiences with 

current procedures. 

Journey Maps 
Creating journey maps together with 

the interviewees, enabled me to 

capture an organization's particular 

process visually, and thereby helped 

to identify common problems and 

bottlenecks.

Online surveys 
Through sending out additional online 

surveys, I was able to collect more 

quantitative data and thereby to  

validate the relevance of the identified 

problems, more in-depth. 
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Extracted Background Information
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Recruiting
101

What is recruitment? 
Recruitment describes the overall process of attracting, 

shortlisting, selecting and appointing suitable 

candidates for jobs within an organization, and further 

the actual hiring and on-boarding of the selected 

candidates. 

The process from an applicant’s point of view, involving 

discovering a job offer, over the actual application for a 

position, until the on-boarding in an organization as a 

new employer, is thereby described as Candidate 

Experience. The recruiting process is usually carried out 

by internal members of the Human Resource 

department of an organization, like Human Resource 

Managers, Recruiters, and Human Resource Generalists. 

Some organizations also outsource parts of their 

processes to external service providers, like commercial 

recruitment agencies, special search consultancies, and 

public-sector employment agencies. 
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Recruiting from an organizational perspective…
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1

2

3

4

5

What are the general stages of the recruiting 
process? 
 
The recruiting process generally consists of the 

following stages: 

Job Profiling 

Candidate Sourcing 

Candidate Assessment 

Employee On-boarding  

Process Analysis & Refinement 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Job Profiling 
In the first step of the recruiting process, the hiring 

manager needs to define the actual demand, the basic 

requirements necessary to perform the open position, 

as well as other criteria an applicant has to meet. 

Afterward, usually a more detailed job profile is 

created, in collaboration with a representative of the 

internal HR department. The creation of a job profile 

may include the following steps for example: 

  

• Defining the demand (What is needed and why?) 

• Defining the role within the organization 

(Function and duty areas) 

• Defining the general requirements needed to 

perform the related tasks (including mental 

requirements and necessary training 

recommendations.) 

• Determining a salary range and benefits for the 

position. 

• Defining additional perks and benefits 

associated with a particular position. 

 

1



!23

Candidate Sourcing 

Sourcing is the use of one or more strategies to attract 

or identify candidates to fill job vacancies.  

The sourcing process can involve, for example, internal 

or external recruitment advertising, using appropriate 

media, such as job portals, or local or national 

newspapers. Further commonly used channels to 

attract candidates are social media, business media, 

specialist recruitment media, professional publications, 

window advertisements as well as job centers. 

The stage of sourcing may include the following steps 

in chronological order: 

• Definition of  a sourcing strategy (selecting 

sourcing channels/ specifying target group /

defining communication tonality, e.g.) 

• Writing a job description based on the 

previously defined job profile 

• Promoting the job offer via the chosen 

advertising channels 

• Searching and approaching talent actively 

• Screening received applications, based on 

resume and cover letter 

• Selecting promising candidates from the pool of 

applicants, for further evaluation 

2
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Candidate Assessment 
To evaluate the aptitudes and personality of a 

potential candidate more in-depth, organizations use a 

variety of procedures. The assessment of a candidate 

can include the following steps in chronological order: 

 

• Phone interview 

• Personal Interview 

• Remote Assessment task 

• Psychological assessment  

• On-site Assessment-center 

• Meeting team and potential colleagues 

• Evaluating the candidate's salary and contract 

expectations  

• Internal review sessions and panel discussions 

 

Is a promising candidate being identified through 

these procedures, s/he is offered the position. In case 

the offer is accepted and the contract signed, the 

candidate becomes an official employee and can start 

the on-boarding process. 

3
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Onboarding 

Onboarding describes the process of integrating a new 

employee into the organization, its culture, and its 

practices. Through the onboarding process, the new 

employee usually acquires the necessary knowledge, 

skills, and behaviors to become an influential 

organizational member. Besides the integration and 

familiarizing with internal workflows, procedures, and 

structures, the socialization process with other 

employees and company executives is a central element. 

The onboarding process usually includes: 

 

• Creation of a personal record for the new 

employee  

• Set up of a position for accounting, insurance and 

taxation 

• Familiarizing the new employee with the work 

environment 

• Introducing the new employee to colleagues and 

executives 

• Set up of IT, keycards and personal workspace 

• Introductory Soft- and Hardware training 

• Introducing the new employee to particular 

internal workflows and procedures 

• Project briefing and task allocation 

 

4
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Process Analysis & Refinement 
To identify how sourcing, candidate assessment, and 

on-boarding procedures could be optimized, many 

organizations are eager to evaluate the quality and 

efficiency of the different process stages. Therefore 

usually the following steps are taken: 

  

• Getting feedback of candidates on their 

experience, either by asking them personally or 

via online surveys. 

• Examine the conversion rates of sourcing 

channels and advertising strategies through data 

analytics. 

• Examine the effectiveness of the used 

assessment tasks by evaluating performance 

data of recently employed staff members. 

  

 

The internal procedures and recruiting tactics are then 

adjusted and restructured according to the gathered 

insights. 

5
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Recruiting from the candidate’s perspective…
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What are the general  stages of the candidate 
experience ? 

The undergoing of the recruitment process from a 

candidate’s perspective is described as the candidate 

Experience. The process typically includes the following 

stages 

Searching online for job offers 

Preparing application materials  

Online-Application  

Waiting for feedback  

Remote screening 

On-Site Assessment-Center 

Waiting for selections results 

Receiving offer 

On-Boarding 

 

1

2

3

4

5

6

7

8

9
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Searching online for job offers
In the first phase of the application process, the job 

seeker typically searches online for suitable vacant 

positions. The most common channels used for 

actively searching for job advertisements, are general 

job portals, company career pages [02] and career 

networks [03]. The search usually involves reading job 

descriptions, searching for additional background 

information on the organization, and the offered 

position, as well as searching for reviews of employees 

and salary references.  

 

 
 

1
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2 Preparation 
Before actually applying for a job, the applicant has to 

prepare several documents. In most cases, this 

involves the creation or tailoring of a personal resume 

or CV and writing a unique cover letter. In some cases, 

the applicant is also required to prepare an assessment 

task. Other types of deliverables can be portfolios or 

alternative types of work samples. 
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Online Application
The actual application usually takes place either via the 

career site of an organization, or through the 

integrated application functions, of job portals and 

career networks. The online process requires, in most 

cases, the upload of the typical application 

documents, as well as filling out an additional 

application form. After completion, the applicant 

usually receives a computer-generated confirmation 

email.

 
 

3
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4 Waiting for feedback
After the online application has been completed, 

the applicant has to wait in average 1-4 weeks, 

until he receives an email notification, whether 

his application will be further processed or not. 
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Remote Screening
For many organizations, it is common practice to first 

interview a potential candidate via phone, before 

inviting him or her for a personal interview. Only if the 

candidate passes the phone screening, s/he advances 

into the next round and gets invited for a personal 

interview, or Assessment-Center.

 
 

5
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6 Personal Interview & Assessment Center 
Has a candidate passed all prior screenings, s/he 

gets invited for a personal interview. The goal of 

the personal interview is to evaluate a candidates' 

personality, aptitudes, and potential fit to the 

organization. Many companies also include a so-

called 'Assessment center into their hiring 

process. During an assessment center,  usually 

individual or group exercises, presentations, 

examinations, and psychometric tests are used to 

test the candidate's abilities and behavior in 

certain situations. Also, the first negotiation 

regarding salary, benefits, or any additional 

compensation, can take place during this stage. 
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Waiting for selection results
After the personal interview, the candidate has 

to wait for feedback again. Usually, until the 

organization has assessed all other applicants. 

 
 

7
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8 Receiving offer 
When the organization has made its decision, the 

chosen candidate receives an offer letter and his 

contract. After a potential re-negotiation of 

specific contract terms, the candidate has to 

accept the offer formally. Rejected candidates, 

usually receive at this stage a personalized email 

or a phone call, to inform them about the 

organization’s final decision. 
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On-Boarding
After the candidate has signed the contract, s/he 

becomes an employee officially and can start the on-

boarding process. Within the first weeks at his new 

organization, the candidate is usually introduced to the 

new work environment, the new colleagues and gets 

training in the unique tools and processes used by the 

company. During this time, a central part of the work-

related socialization process takes place. 

 

 
 

7
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Relevant Tools & Technology used in Recruitment
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Applicant Tracking
Systems

98%
44%

Of Top 500 Fortune Companies, 
use Applicant Tracking systems. 

Use already full-automatic systems.

For sourcing, evaluating and selecting candidates, 
recruiters use a variety of software tools, today. 
Particularly during the first phases of the 
recruitment process. The most relevant ones to 
mention are  Applicant Tracking Systems: 

Applicant Tracking systems, help recruiters to 

identify potential candidates, by rating applicant 

resumes, based on the use of certain keywords. 

Therefore, the software scans the applicant’s resume 

for similar keywords, as written in the job 

description, and rates it according to the level of 

intersections. ATS systems work based on the 

assumption that if a resume contains many similar 

keywords to the job description, the applicant is 

most likely a qualified candidate. Thus, s/he gets a 

high rating. The software marks the applicants for 

the recruiter, who are most likely well-suited for the 

position. Common ATS systems help recruiters to 

save time while scanning resumes, but leave the 

decision to further process a particular application to 

the recruiter. Unfortunately, many large companies, 

which receive a high amount of applications per 

position, are already using fully algorithm-based 

systems. These algorithm-based ATS systems do not 

only review and rate applicant’s resumes, but also 

automatically reject applicants with low rating 

scores. On average, these systems reject 75% of 

applicants automatically before their resumes were 

even noticed or reviewed by a human recruiter [04]. 

Rejected applicants only receive a computer-

generated email for information. Today 98.2% of the 

top 500 fortune companies use ATS systems. 44.4 % 

of them are using already full automatic, algorithm-

based systems [05]. Besides assisting recruiters in 

the evaluation of applications, ATS systems are 

further used by HR personnel for internal 

communication throughout the overall hiring 

process and the promotion of vacancies during the 

sourcing phase.
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Applicants

Candidates

68  
%

ATS System 
Rating applicant’s  
resume
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ATS Systems often reject highly qualified applicants, only because of 
using different terms in the resume, then written in the job description. 
Thus, the choice of words can decide whether an applicant is taken into 
consideration at all, no matter his/her actual qualification or qualities. 
Therefore, an individual can become rated under the top 25% of 
applicants by the software, just through keyword optimization.
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Analysis#1
Chapter #3

Key insights of the initial research
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Insight
Synthesis

At the end of the initial research phase, a first 
insights synthesis was done to frame the actual 
problems causing today's poor recruitment 
practices: 
  

What I realized through the conversations and 

workshops with my research partners was, not only 

applicants have a great wish for an improved 

candidate experiences, so do companies. Most of the 

problematic practices today seem to result from a lack 

of better solutions and are not created intentionally. So 

why is it essential for organizations to improve their 

candidate experiences, and more interesting, what is 

preventing them from doing it? 
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„Not only applicants desire a better candidate 
experiences, so do companies. 

The current practices are mostly not  
created intentionally, but due to a lack of  

 better alternatives.“
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#1 First question

WHY?
…do companies desire a better candidate experience?
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Attracting  Qualitative 
Employees

Hiring the right personnel, has become one of the 

most critical drivers for organizational success and can 

often result in a decisive, competitive advantage. But 

attracting qualitative employees is not easy for 

companies, because good workers usually know about 

their value, and often have multiple choices. They can 

allow themselves the luxury to be selective.  

Many people's work-related values have shifted over 

the last years. Nowadays, for especially a lot of 

younger people, the culture of a workplace, and how 

working for a particular organization affects their 

everyday life, matters more than a high salary or 

prestigious reputation. 

As a consequence, the candidate experience becomes 

a very significant element of the hiring process, 

because it allows the applicant to get a first impression 

of an employer's attitude towards its employees. If this 

first interaction leaves a negative impression on an 

applicant, it becomes unlikely for a company to be the 

applicant's first choice. This circumstance applies 

especially for high profile talent, with multiple offers to 

choose from. 

1#
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Insight

The candidate experience 
 shapes the public 
perception of  an 

organization

Another critical aspect to mention is that people talk 

about their experiences. Especially about negative 

ones. Today, this also happens online, and in front of a 

large audience:  

  

Work-related online review platforms like "Glassdoor" 

allow employees to share their experiences of working 

for a particular employer, or job seekers to share their 

candidate experiences, with a certain organization. 

The organizations then receive a rating based on the 

average score of their reviews. Many job seekers 

worldwide already make use of these platforms to 

evaluate an organization character before putting in 

the effort to apply for a position. 

The significant impact of negative employee- and 

candidate-reviews, on the amount and quality of 

applications, was mentioned by all interview partners, 

during the initial research phase. Organizations are 

especially worried about negative reviews, in the light 

of the staffing the increasing amount of shortage 

occupations:



!49

Longterm effects of  
the candidate  experience

2#

Multiple studies have proven that candidate-  and 

onboarding-experience can have a longterm effect on 

job satisfaction, motivation, organizational 

commitment, work attitude, and performance, of an 

employee [06][07][08]. Further effects of a good 

onboarding and socialization process, are a reduction 

in occupational stress and intend to quit [09]. 

  

„Because employees are increasingly changing jobs to 

work with new organizations, socialization matters just 

as much to individuals, as to companies. A successful 

organizational socialization process can result in 

effective employees with positive work attitudes who 

remain with the organization for a longer time. In 

contrast, ineffective socialization can lead to the 

premature departure of employees from their new jobs 

or their ineffectiveness on the job, which often restarts 

the recruitment cycle for the organization, leading to 

loss of time and resources.“ [09]  

  

To sum up, giving candidates a good candidate 

experience, can not only make a significant difference 

in hiring qualitative employees, but also in keeping 

them within the organization, longterm. 
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Longterm effects of  
the candidate  experience

3#

E-learning and self-teaching, have already transformed 

and will transform even more the landscape of 

applicants soon. As a result, classical recruitment 

procedures, which rely mainly on basic resumes with 

academic or institutional certificates as main evaluation 

criteria, become less applicable. 

In addition to that, classical cover letters, which are 

meant to allow applicants to explain their qualities or 

competencies more in-depth, also seem not to be 

practical in reality: 

Many recruiters are not willed to invest the time to 

read these letters properly in their current formats 

because they usually contain much redundant 

information. As a result, recruiters moved to rely 

almost exclusively on the information of the resume 

during the first selection phase.
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By sticking to these questionable practices, 

organizations are risking to lose the chance of 

acquiring highly qualified, but self-taught talents. A 

factor, which is becoming especially important against 

the backdrop of the priorly described „talent war. “ 

  

Finding new ways to make applying for a position 

more manageable for these kinds of applicants could 

be a help, especially to smaller organizations, for 

staffing shortage occupations.

„Due to the rise of  e-
learning and self-teaching 

and a resulting lack of  
official certificates, 

companies might  miss 
hiring highly qualified 

talent, if  they stick to their 
current procedures.“

Insight
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2# Second question

WHY?
…do they not simply improve their candidate experience?
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Lack of  inspiration

Limited Resources

Recruitment is a conservative business, in which not much innovation have happened over the last decade. As a 

result,  companies use procedures and tools, which often still originate from a time before the internet. These 

procedures were never challenged during their digitalization process or adjusted to the demands and dynamics of 

the digital environment. As a consequence, many organizations do not know where to start transforming their 

recruiting processes, because there are neither innovative alternatives existent for reference, nor any inspiring 

visions. Due to the lack of alternatives and inspiration, executives are struggling to raise internal awareness for the 

necessity for change. Especially justifying the high investments for developing alternative solutions internally, 

without any references or guarantees for success, to their boards, often represents an insurmountable obstacle. As 

a result, most organizations stay caught in old routines.

Most companies do not have the time, money, or internal competencies, to develop better solutions. They are 

more focused on their daily survival. As a result, the majority of organizations have to rely on established 

procedures and common tools.

Furthermore, organizations struggle, in identifying applicants needs and bottlenecks, in their current application 

processes, with conventional, data-based process optimization approaches. The reason for this is, the candidate 

experience involves too many, intangible parameters and aspects of human psychological and social dynamics, 

which are to complex to capture in metrics and KPIs, yet.

No data

#2

#1

#3
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Conclusions
of the  initial research

After synthesizing these insights from the collected 
research materials, it became possible to formulate 
a first proposition on how I, could provide value to 
organizations, as product designer: 

I could help to discover the applicant's needs 

and bottlenecks in the application process, 

through alternative design research methods, 

and applied design thinking. 

Based on my findings and insights, I could 

create tangible solutions, which could be 

implemented by organizations right away to 

improve their candidate experiences. 

I can provide an approachable and inspiring 

vision or process blueprint to executives, to give 

them a foundation for qualitative internal 

discussions and thereby to ignite internal 

awareness for the necessity for change.  

1

2

3



„Helping organizations 
by identifying candidates needs 

+ 
Creating actionable  solutions, which can be 

either directly applied or help to raise 
internal discussion.

How to provide value as designer
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At this point in the process, I realized, I had to shift my 
approach towards the project slightly, because designing for 

organizations first, means designing for candidates first.

Realization



I have to design for  
organizations first

I have to design for  
candidates first

!57

Initial Approach

Reframed Approach
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Research#2
Chapter #4

Consolidated Information of the second research phase
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Workshops
with applicants

Based on the conclusions from the first research 
phase, I decided to evaluate in a second research 
phase specially the pains and needs of applicants. 
Therefore I conducted a series of workshops with 
15 participants, from different professional 
backgrounds and age: 

In the first phase of a workshop, the participants were 

asked to complete or modify a journey map of a 

typical application process accordingly to their own 

experiences. After capturing and visualizing their 

individual application experiences, participants were 

asked to describe their emotional state during each 

step of the journey. Additionally, they were asked to 

rate the quality of their emotions (positive or negative) 

on a scale from -2 to +2. The procedure allowed me to 

draw a simple graph afterward, visualizing the 

emotional state of the participant throughout his/her 

total application experience. 
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After capturing their emotional journeys, the 

participants were asked to write down at least one 

pain point, and one solution that would have helped 

them in their situation, for each step of the journey, 

they assigned to a negative value of -2. 

The procedure allowed me to capture in a short 

amount of time quickly, a high quantity of candidate's 

pain points and needs. 

Because all participants described an almost identically 

structured application process, it became possible to 

compare their emotional graphs in detail. Comparing 

the graphs with each other helped me to identify 

common potential bottlenecks in the hiring process. 

  

Afterward, I calculated the total emotional score for 

each as a bottleneck identified journey step, based on 

its array of values. As a result, it became possible to 

order the problematic steps, according to the caused 

intensity of negative emotions.
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Results
of the workshops

After processing, clustering and analyzing the 
collected data of the workshops, I came to the 
following conclusions: 

80% of the pain points mentioned by workshop 

participants, occur during the first half of the hiring 

process: During the online application phase. 

Thereby, the following steps of the online application 

phase could be identified as especially problematic:

Of the captured applicant pain points, seem to 

   originate from the online application process

%
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„Waiting for feedback“

#1 Problem area

For a majority of participants, waiting for feedback, 

after sending in their application and before getting 

the opportunity for a personal interview, seem to be 

one of the most frustrating and painful sections of the 

overall process. 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As the second most painful problem area could be 

identified the writing of cover letters: Many 

participants described the writing of a cover letter as a 

time-consuming, frustrating, and overall stressful 

experience. Their negative emotions, seem mainly to 

originate from a lack of guidance on what information 

to include in the cover letter, and how to structure it. 

Moreover, many participants doubt that their cover 

letters were read correctly by recruiters during the 

online application process. Because the creation of a 

cover letter usually took them a lot of time and effort, 

this impression caused a high level of frustration. 

 

 
 

 

„Writing Cover Letters“

#2 Problem area
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„Assessment Tasks“

#3 Problem area

Some organizations include assessment tasks already 

into their online application process, to evaluate the 

aptitudes of an applicant from early on. Many of the 

workshop participants who had to complete one of 

these assessment tasks during the online application 

process, perceived it as being asked to do work for 

free, without any guarantee or compensation in return. 

They also stated, this feeling transformed their attitude 

towards the organization requiring the task, negatively.
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As another relevant problem occurs, the quality of 

information presented on most company career 

websites. Participants described the typically provided 

career information as insufficient, inauthentic, or 

shallow. Many stated, to feel comfortable in taking the 

effort to apply for a job, they desire more qualitative 

information on the organizational culture, the job-

related task, the work environment, and an 

organization's distinct hiring process. Currently, it 

requires job seekers to invest much time to research 

this information externally, if possible at all. 

Furthermore, some participants described the 

structural presentation of information on career sites as 

often scattered and thereby time-consuming and 

tedious to access. These circumstances apply to job 

descriptions, as well

„Search for information“

#4 Problem area
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„Online Application Forms“

#5 Problem area

The actual online application requires applicants to 

usually fill out an application form, as well as 

uploading a resume and cover letter in PDF format. 

Participants described filling out these forms as 

tedious and inconvenient, because they are often 

required to enter the same type of information, as 

provided in their resumes. Furthermore, some 

participants mentioned insecurity regarding adding 

their LinkedIn or other social media profiles in 

application forms, which became a common standard 

in these forms. The main reason given for this feeling 

of insecurity, was because the usage of the social 

media data by the organization, was obscure.
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Lastly, another central problem seems to be the lack of 

personal communication and human presence 

throughout the whole online application process: 

Participants stated they miss information on whom they 

address their applications to, who is evaluating their 

application, and who are in general the people behind 

the organization they are applying. Many participants, 

named the social environment, as one of the most 

important factors when it comes to criteria for job 

satisfaction. The absence of human presence, in addition 

to an impersonal communication (generic emails, e.g.) 

and insufficient information in regards to recruiting 

procedures and criteria, seems to create an uninviting 

and unsupportive aura around organizations. The cause: 

Many applicants feel as being first viewed as petitioners 

by organizations, then as welcomed and valued, 

potential future employees, treated on eye-level.

„Lack of  human presence“

#6 Problem area
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Discovery
Chapter #5

Key insights of the second research phase
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Insight
Synthesis

By combining insights from the participatory 
workshops, with previously discovered research 
insights, I came to the following final conclusions: 

Almost all of the pain points identified during the 

qualitative research workshops, including the ones 

described in detail in the previous chapter, can be 

reduced to the following three key problem areas: 

Insufficient Information 

Poor presentation of information 

Impersonal communication and lack of human 

presence 

All of the named key problem areas are related to the 

online application phase of the overall hiring process. 

Thus, organizations could significantly improve their 

candidate experiences by addressing these key problems. 

1

2

3
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How could these problems be addressed?



!71

Providing more  
qualitative information

#1
Applicants want to have a clear image of an organization 

before feeling comfortable in taking the effort for an 

application. Therefore, they desire detailed and even 

more critical, authentic information. The applicant's 

subconscious objective is to find out whether they can 

personally identify with a company by evaluating the 

level of shared values and believes. 

To address this need, organizations should provide 

richer but also approachable information regarding their 

distinct business approach, their values and believes, 

their business motivation, as well as their longterm 

goals. Additionally, providing more in-depth information 

in regards to work atmosphere, other employees, and 

company culture, would help applicants, to better 

evaluate the fit of an organization towards their personal 

needs and standards.
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Secondly, applicants would like to get more information 

on what it is like to work daily in a particular job they 

consider to apply for, in reality. Therefore, they desire 

more detailed information about the job-related tasks 

and duties, related responsibilities, and the general type 

of projects. In addition to that, information about direct 

colleagues and direct work environment, on perks and 

benefits which come particularly with this job, but also 

on potential tradeoffs (for example, lots of traveling, 

e.g.), would be well received.  

Including this information in job descriptions, would 

allow applicants to evaluate already in an early stage, 

whether they could get longterm satisfaction from 

working in this position. Thus, organizations could 

prevent late dropouts of candidates in the hiring 

process, which for example, realized that a work 

environment does not meet their expectations when 

seeing it for the first time during an onsite interview.
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Furthermore, applicants desire a better overview of the 

overall hiring process of an organization, including its 

different stages: The overview should include clearly 

defined deadlines, information on expected waiting and 

processing times, as well as a clear communication of 

the expected deliverables. In addition to that, 

evaluation criteria and the company's expectations 

towards a candidate, should be explained. 

Moreover, by giving candidates a clear guidance on 

what information to include into their resume and cover 

letters, could not only help to reduce insecurities and 

frustrations, but also help recruiters to get more 

meaningful insights about an applicant and reducing the 

amount of redundant information.
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Improving the presentation 
of  information

#2

Most career sites and job descriptions are filled with a 

lot of buzzphrases and redundant information. Many of 

them do not provide any value to applicants. This factor, 

in addition to a generally poor structural and visual 

presentation of information, makes it for applicants 

unnecessary time consuming to find the information 

they are searching for. Furthermore, most organizations 

make minimal use of visual elements to present 

information on their career sites. 

Thus, providing information in visually more appealing 

and engaging formats could make browsing career sites 

less of a dry and unexciting experience for job seekers. 

Also, the poor design and usability of many application 

forms seem to have a significant negative impact on the 

online application experience.
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Showing human  
involvement

#3

Many applicants these days doubt, a human being has 

reviewed their application. The general lack of human 

presence during the online application process, makes 

candidates neither feel welcomed nor valued as a 

person. It first sets a strange tone for a beginning 

relationship, if a potential future employer does not 

even seem to be willed, taking the effort of writing a 

short personal confirmation email. Especially after 

requiring an applicant spending multiple hours on 

crafting his/her application documents.  

This circumstance becomes particularly crucial in times, 

where for many people, the organization's social and 

cultural attitude becomes a major criterion in deciding 

for or against a job.
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The dehumanized and intransparent aura of many of 

today's career sites, could significantly be reduced by 

giving more information regarding people and 

personalities behind an organization, as well as on 

personnel involved in the recruiting process. 

Furthermore, a more personalized and supportive 

tonality in the overall communication would be 

positively perceived by candidates. Moreover, it could 

also help organizations to stand out in today's 

competitive job markets.
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G&W 
Chapter #6

Goals & Wishes
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To inspire organizations to improve their
candidate experience by creating a 
tangible aspirational service blueprint to 
help aligning stakeholders in common 
understanding and rising qualitative, 
internal discussions. 

To find ways to re-humanize the online
application process, through allowing 
more personal communication and 
including more human "on-stage 
presence," while respecting technical 
and structural requirements and 
limitations of the digital environment. 

To develop improvements which, could
be implemented by a wide range of 
organizations, regardless of their size 
and industry, to ensure social impact. 

    What do I want 
to achieve? 

Goals &
Wishes

    What do I wish 
to achieve? 

To demonstrate the value of applied
human-centered design and design 
thinking, regardless of industry 
background. 

To develop visually appealing and
exciting expressions of my thoughts, to 
catch peoples attention on the topic of 
recruitment, also outside of the 
recruitment industry. 

To inspire others to accept and value
human needs, desires and shortcomings 
in all their variety and entities, to 
improve peoples everyday lives

After the completion of the research phase, I formulated based on my insights the following goals and wishes, for the outcome of my thesis project:
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Ideation
Chapter #7

From research insights to an idea
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Recap 
My initial research showed that 

companies have a great business interest 

in improving their candidate experiences. 

Nevertheless, many of them are 

struggling in finding ways to optimize 

their procedures, with their conventional 

methods for process optimization. In 

combination, with a lack of innovative 

solutions on the market, this causes 

organizations to be at a loss with ideas for 

improving their candidate experiences. 

With the help of various design research 

methods and a series of participatory 

workshops, I came to the realization, that 

approximately 80% percent of the 

candidate's pains originate from the first 

phase of the hiring process: The online 

application phase. Thus, organizations 

could significantly improve their overall 

candidate experiences by redesigning 

their online application procedures. 

Unfortunately, most companies will not 

have the required financial resources, the 

time or internal competencies, to 

redesign their online application 

experience on their own. 

Conclusion
The most valuable solution for 

organizations of any size would be a 

ready-made solution, because a ready-

made solution could help to 

create significant improvements, while 

saving cost for implementation. 

    The most value could 
be provided to 

organizations of any size, 
by creating a ready-made 
solution for improving the 

online application 
experience. 

Ideation
Foundation
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As a consequence, I envisioned a browser-based 
online platform, similar to a website builder, helping 
organizations to create a contemporary, 
approachable and user-friendly career portal and 
online application process for their corporate 
websites with the following features: 

Ideation

structure
A predefined structure and 

information architecture for allowing 

applicants fast and intuitive 

information access and ensuring the 

inclusion of crucial information. 

modules
Content modules to allow creating 

fast and cost-effective, informative 

content and presenting it in modern, 

compact, and engaging formats 

without the need of hiring external 

contractors. 

Feature #1 Feature #2

Developement
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templates
Customizable templates, to allow 

organizations to tailor their career 

portal to their visual identity system, 

while ensuring a professional and 

aesthetically appealing look. 

assistant
An assistance system to support 

applicants in creating and formatting 

their application documents, to not 

only improve the general information 

quality of these documents, but also 

to ensure they can be processed by 

an organization's internal application 

management software. 

Feature #4

registration
A user account system, enabling 

applicants to track the status of their 

application at any time.

Feature #5Feature #3
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A ready-made system with these features could help to 
address a majority of the candidate's pains while helping 
organizations avoiding high investments for the internal 

development of custom solutions from scratch.templates
Integrated tutorial and guidelines, 

to support company representatives 

throughout the whole creation 

process and to motivate and educate 

them, producing great content for 

their applicants. 

Feature #6
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Concept
Chapter #8

Evolving ideas
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Concept 
Developement

The development of the final concept, was 
clustered into three stages: 

Writing of a product back-log and defining 

explorative sprints 

User tests and idea validation 

Definition of a minimum viable product

1

2

3



Writing of a product backlog and defining 
explorative sprints 
I started by creating a detailed list of essential 

requirements and potential features for the product. 

Afterward, these potential features were transformed 

into short user stories to capture not only the function 

of a feature, but also its purpose in an approachable 

way. The format of a user story allowed to quickly 

validate certain ideas by asking a group of potential 

users to react to a set of stories and to give their 

opinion on whether the feature described in the story 

would be valuable to them.  

Through these quick tests, it became possible to 

understand which features was especially valuable to 

users and should be developed first. Based on these 

insights, I started developing initial wireframe-models 

and first rapid prototypes for user testing. 

!86
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User Tests 
To understand the requirements of certain features in-

depth, several small user tests with low fidelity, digital 

prototypes, were conducted. Therefore clickable 

prototypes, created in Adobe XD, were sent to 

people who recently went through an online 

application process in real life. 

Unfortunately, I had to realize quickly, if participants 

were not familiar with low fidelity design prototypes, 

their feedback was rather focused on the (non-existing) 

visual design or smaller functional problems of the 

prototype, than on the actual feature idea. 

2
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I concluded, because of the complexity of the platform 

and the importance of its visual design for its usability, 

the conduction of comprehensive user tests would 

require intensive preparation and the creation of high 

fidelity prototypes. Unfortunately, the creation of such 

prototypes would have exceeded the given timeframe 

of this project. 

Thus,  I decided to progress by validating ideas, 

preferably through quick acceptance tests, then 

through usability tests. The acceptance tests were 

conducted by demonstrating and explaining different 

feature iterations to a mixed group of potential users 

and designers. The test participants, who all recently 

took a new position, were then asked for their 

subjective feedback in regards to their personal 

experiences. 

Alexander Abele 
Product Designer 

Marvin Girzalsky- 
Health Insurance 

Patrick Krassnitzer 
Product Designer 

Steffen Weiss 
UX Designer 
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3 Definition of an MVP
Based on my insights from the acceptance tests, I 

began to frame the requirements for a minimum viable 

product (MVP), which I saw as a reasonable result of 

this thesis. 

"A minimum viable product (MVP) is a version of a 
product with just enough features to satisfy early 
customers and provide feedback for future product 
development. Gathering insights from an MVP is 
often less expensive than developing a product with 
more features, which increases costs and risk if the 
product fails, for example, due to incorrect 
assumptions.“[10] 
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Result
Chapter #9

The outcome.
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Product
Definition

Umatter is… 
Umatter is a browser-based web application, which helps 
organizations to create and manage a modern and user-
friendly career portal and an approachable online 
application process, for their corporate websites. 

Umatter’s mission 
Umatter’s mission is to support organizations attracting 
high-quality talent and winning qualitative long-term 
employees, by providing applicants a superior online 
candidate experience. 

Umatter’s value proposition 
Umatter intends to create value for its users by providing 
organizations a holistic framework to let them single-
handedly transform their former scattered and sterile 
online application procedures into a coherent, service-
driven experience. 

Further Umatters’ innovative tools and procedures help to 
make an organization’s internal recruitment process more 
efficient, without requiring high investment costs or 
complex procedural changes. 



!92



Improvement 
Strategy

Umatter’s strategy for fulfilling its mission consists 
of the following three tactics: 

Tactic 1 - Improving an applicant’s career

information process 

Tactic 2 - Improving an applicant’s career formal

application process 

Tactic 3 - Improving the follow up

communication with applicants

1

2

3

!93
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Tactic #1 - Improving an applicant’s career 
information process



In a first step, Umatter helps organizations to improve 
an applicant’s career information process, with the help 
of the Umatter web editor: 

        The Web editor 

Umatter’s web editor is a visual web design tool 
enabling users to create a new, responsive career-
website without writing code. The tool works similarly 
to common website builders but was specially 
designed and optimized for presenting career 
information. 

As described in detail in prior chapters of this thesis, 
many standard career sites decline their applicant’s 
online career information experience by... 

• making it time-consuming and tedious for
applicants
to find specific career information 

• making content unpleasant and unengaging to
consume, due to extensive usage of text-heavy
formats.

• including lots of insufficient or inauthentic
information, which do not provide any value to
applicants, but create a bland aftertaste. 

1

In other words, substantial content weaknesses and a 
poor structural and visual presentation of information, 
decline the experience, significantly. 

On the one hand, these problems are caused by a lack 
of inspiration among organizational staffs on how to 
produce and present more qualitative content. 
On the other hand, they can directly be related to the 
technical limitations of tools organizations commonly 
use today, to run their corporate websites. 

Approach 
To fix this, the Web Editor allows organizational staff to 
create a new independent career site from scratch, 
detached from the potential technical limitations of an 
organization’s existing website, and without being an 
expert developer or experienced web designer. 
The editor supports users right from the start in setting 
up an applicant-friendly and compelling structure and 
further provides guidance for the creation and 
presentation of better and more engaging content. 

Method 
For the creation of the new standalone career portal, 
Umatter’s Web editor provides users with the following 
features: 
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Predefined structure 

Firstly, the editor provides users a predefined structure, 
which ensures career-related information is structured in 
an optimal user-friendly way. Moreover, the structure 
ensures the content is reduced to information, which 
truly matters to applicants. 

Thus, each career portal created with Umatter is based 
on the same architecture, consisting of a landing page 
and the following four chapter-pages:  
About us, Our Culture, Our Hiring Process, Jobs 

About us 
The “About us” chapter page gives applicants an 
overview of the organization’s general profile,  its 
business interests, its business approach, and its overall 
attitude.  Further, the chapter features information 
about leading executives and other important people 
behind the organization. 

This information is important for applicants, for 
evaluating an organization’s overall character in a first 
pass,  and for assessing quickly whether one can 
identify with the organization at all. 
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Our Culture  
The  “Our culture” chapter focuses on providing 
applicants in-depth information on an organization’s 
working culture and all kind of social aspects, related 
to daily work life. 

Providing applicants rich and authentic information on 
these working aspects, becomes especially important 
in the light of an increasing desire among younger 
applicants, for more life-centered concepts, in salaried 
employment. Hence, it represents a great opportunity 
for an organization to set itself, apart from competing 
employers. 
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Our Hiring process  
The “Our Hiring Process” chapter is dedicated to 
explain applicants an organization’s full hiring process 
in-depth, and to introduce the involved HR personnel. 

The objective here is at first, to make the whole 
recruitment process more transparent, understandable, 
and approachable.  

Secondly, to give the process more human touch, by 
describing explicitly the involved personnel and level of 
human involvement, for each step.  
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Jobs 
In the “Jobs” chapter applicants can see all vacant 
positions itemized. By selecting a particular entry, the 
full job descriptions for an advertised position can be 
accessed. This chapter page also provides applicants 
innovative filter options to let them quickly identify 
items, suitable to their qualification profile. 

The described architecture is based on the results of 
Umatter’s extensive user research. 
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Content modules 

To support organizations not only in better structuring 
information but also to guide them on what content to 
include on each chapter page, and how to present it 
adequately, the Web editor includes a library of ready-
made content modules:

These Content modules are pre-designed website 
sections, which build stacked together, a fully coded and 
designed web page:

To fill a blank chapter page with content, users simply 
have to select a set of different modules from the 
content module library and drag these onto the web 
editors’ canvas.

Afterward, users can edit, rearrange, and style each of 
the newly created sections separately, according to their 
individual preferences.  Thereby, each content module is 
designed to communicate a specific aspect of important 
career information for applicants, in a compact and 
approachable format.

With content modules, even completely inexperienced 
users are enabled to not only create quickly custom posts 
and pages but also to utilize engaging multimedia 
content and professional-looking layouts to communicate 
information more persuasively.  All, without being an 
experienced web designer or developer. 
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Smiley Score 

To provide inexperienced users additional guidance on 
how to create better content for applicants, while 
providing experienced users enough flexibility,  
Umatter’s web editor relies on gamification elements, 
instead of on a fully restrictive framework:

Therefore, each of Umatter’s content modules is 
labeled with a certain value, described in “Smiley 
Points”, ranging from 1-3. 

Modules labeled with three “Smiley Points” provide 
more valuable content to applicants than modules with 
a singular smiley point, but most likely will take more 
time and effort to complete and implement. 

While building up a chapter page by adding various 
modules to the editor’s canvas, the smiley points of all 
modules used, add up into an overall smiley score. 
The total smiley score is meant to give users an 
indicator of how likely applicants are satisfied with the 
implemented content.

Thus, the smiley score playfully motivates users, to go 
the extra mile for creating the best possible experience 
for their applicants.
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Integrated Tutorials 

To support users also at all times during the actual 
content creation process, Umatter’s Web Editor 
additionally provides in-depth video tutorials, along 
with each content module.  

These tutorials do not only feature step-by-step 
instructions on utilizing each module to its full 
potential but also provide tips and best practices for 
the production of content-related assets, for example, 
imagery.
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        Job Board Module 

For improving not only the presentation of the 
“permanently” featured career information, but also to 
make it easier and quicker for applicants identifying 
suitable jobs in an organization’s online job listing, 
Umatter rethought the way jobs are itemized and the 
whole format of job descriptions:

Reason
Common job listing formats, used by larger 
organizations, usually itemize dozens of open vacancies 
from different departments and for different professions 
in the same list. Due to cluttered layouts and a flawed 
prioritization of information, it becomes very time-
consuming and tedious for applicants to identify 
suitable offers. In combination with poor filter options 
and non-self explanatory job titles, the effect is even 
more intensified. 

As an example of the flawed prioritization of 
information can be named, important aspects, like the 
minimum qualification requirements for a position, are 
first described in the actual job description, instead of 
indicating them already in the overview. Thus 
applicants are constantly required to go back and forth 
between the job description and the overview page, 
which costs them a lot of time.
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Also, the Job descriptions themselves make searching for 
suitable positions unpleasant to applicants, because they 
are usually purely text-based, and structured inefficiently. 
Additionally, they contain much redundant information, 
which does not provide any value to applicants, at all.

Approach
Umatter aims to create here improvements in two steps:
At first, Umatter’s Job board module ensures that for 
applicants important information for identifying 
potentially suitable positions are presented from very 
early on, and are also indicated as such, through a clear 
visual hierarchy. As a consequence, applicants do not 
have to waste time jumping between pages or reading 
long text passages, unnecessarily.

Secondly, to make job descriptions more informative and 
engaging to read, the content module library of the 
Web-Editor described on page 107 of this 
documentation, also provides a shelf of modules for 
creating job descriptions.

Based on the same principle of stacking pre-designed 
content modules, the Web editor enables organizations 
to create well-structured, visually appealing layouts also 
for job descriptions and guides them in producing more 
informative content. 

For further improvement, Umatter provides the following 
additional features:
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Improved filter options

To help applicants to narrow down faster, which entries 
are potentially relevant to their profile, without having 
to scroll through endless lists, Umatter integrates 
advanced filter options:

The very first time an applicant arrives on the job 
chapter page, he is instantly presented with a quick and 
intuitive filter option, in the format of a pop-up overlay: 

To set up his criteria, the applicant has simply to 
complete the following sentence, by interchanging the 
marked tags via the drop-down menu  :

“I am an #experienced professional searching for a # 
full-time position in #Berlin, and I am interested in a
position in #design”

After configuring the filter towards his personal 
preferences, the system presents the applicant only 
entries, which are labeled similarly.

The objective here is to encourage applicants to make 
use of filter options for speeding up their search, by 
presenting the filter options very prominently and by 
making them extremely simple to use.
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Application deadlines 

Most typical career sites, do not give applicants clear 
information, until when it is possible to apply for a 
certain position. Often just the publishing date of a 
post gives them a diffuse indication, whether a 
position is still vacant.  But because there is no 
certainty, it becomes difficult for applicants to 
distinguish between an open offer and an already 
expired post, which was just forgotten to be deleted. 
As a result, they have to invest avoidable time for 
deeper investigation.

To fix this, the Umatter Job board module requires 
recruiters to define a distinct deadline for each post 
until when applying for a position is possible. This 
deadline is visualized prominently, already in the job 
chapter overview. 

Thus, applicants are enabled to identify much quicker 
post is of relevance to them and can be sure their 
effort for applying is not a waste of time.



Info Cards 

As mentioned at the beginning of this chapter, many 
organizations label their online job openings with 
confusing, non-self explanatory job titles.

As a consequence, applicants who come from a 
different professional background or are graduates with 
little work experience, struggle to understand a role, 
without reading the full job description, first. Therefore 
they have again to invest lots of time and effort, just for 
identifying potential matches. To solve this problem, 
Umatter introduces hover-Information cards as an 
additional feature to the “Jobs” chapter page: 

Along with each itemized job opening Umatter 
provides a small information card, appearing when an 
applicant hovers over a job title, he does not 
understand. On the info card, the applicant can find a 
short definition of the respective job title, explaining 
what an organization understands for example under 
the term “Senior Service Designer”, in the light of their 
organizational structure. The idea here is to give 
applicants as early as possible a rough outline of a role, 
to help them sort out non-suitable openings quickly.

In addition to that, the info card also shows small 
indicators for the most important application 
requirements, like years of work experience 
and higher educational qualifications.
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Job Description

For improving the actual job description, Umatter 
applies again the principle of presenting the most 
relevant information first, by starting with a highlighted 
summary of the most important application criteria and 
the application deadline.

In the following sections, the purely text-based 
description of a role is replaced by more lively and 
approachable formats, utilizing multimedia content, 
like podcasts, embedded videos, and image galleries:

For example, to paint applicants a more vivid image of 
the everyday tasks in a particular position, Umatter 
allows to include a recording of a quick, informal 
interview with a future colleague, who is working in a 
similar position.

In this case, the podcast format helps not only to 
provide much more in-depth information, while 
making it easier and more engaging to digest but also 
makes the information much more authentic and 
approachable, through the element of the human 
voice.
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Umatter’s encourages organizations also to include 
information on colleagues, perks & benefits, as well as 
the work environment, directly related to a specific 
position. Thereby, applicants are enabled to evaluate 
much better and quicker, whether they can identify with 
a role or not.

Providing richer information in job descriptions and 
being more transparent and authentic in describing the 
daily reality of a certain position, not only significantly 
improves the applicant’s career information experience,
but helps organizations at the same time, reducing the 
number of disillusioned applicants dropping out late in 
the hiring process.  

Thus, organizations can not only save money but also 
improve the quality of their candidate pools.
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Tactic #2 - Improving an applicant’s formal 
application process



Umatter’s second action for creating a better overall 
online candidate experience is the improvement of the 
formal application procedure:

Reason
Due to a lack of guidance for the creation of typical 
application documents like resumes and motivational 
letters, applicants tend to include much information in 
these documents, which does not bring any value to 
recruiters.

In addition to that, these documents are often 
formatted in a manner, which makes them hard to 
process by screening software recruiters commonly us,  
as a first filter instance, when evaluating an application 
pool. Hence, not only do applicants feel frustrated and 
intimidated by the procedure but also organizations risk 
to reject suitable candidates falsely and miss out on 
hiring high-quality talent.

Approach
Therefore, to make the formal application procedure 
not only more pleasant for the applicant but also to 
ensure recruiters receive more relevant and authentic 
insights, Umatter replaces traditional motivation letters 
and CVs with innovative application forms. 
Thus, applicants are enabled to create the required 
assets for an application, directly during the online 
application process. They do this, with the help of the 
Umatter Application Wizard:
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    The Application Wizard

The Application Wizard creates improvement in two 
steps:

At first, instead of letting the applicants guess what 
information to include in, for example, the cover letter, 
Umatter’s Application Wizard directly asks the 
applicant specific questions, in form of an application 
form.

This ensures not only for recruiters to receive all the 
information needed to evaluate an applicant properly, 
but also to have the data formatted in a way that 
makes it processable with internal software systems 
(ATS).  As a consequence, applications can not be only 
processed much faster but also the chances for 
identifying suitable talent, are significantly increased.

Applicants might have to invest additional time re-
creating their for example resume in the Application 
Wizard, but for them, the new procedure also provides 
much value, because they can be sure, all relevant 
information is included in their application and they do 
not get rejected due to simple formatting mistake.
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The Application Wizard improves the application 
procedure further by not presenting the application 
forms in a typical, one-page layout, but instead breaks 
these up into a series of single-sentence questions, 
presented individually and after each other on different 
pages. 

Splitting a form in this manner and transforming it into 
a modern online survey format, makes it much more 
approachable and more engaging for applicants to 
enter their data.

After an applicant fully completed the application form, 
Umatter takes the input data and standardizes it. 
This means the system fully automatically formats and 
layouts the input data and consolidates it into a 
singular document. Thereby Umatter optimizes the  
data in a way to become perfectly compatible with an 
organization's internal recruitment management 
software (ATS). As a result, recruiters can proceed as 
normal, using ATS systems to speed up the evaluation 
process of incoming applications internally, but the 
received data quality is significantly increased.

Through the described procedure, Umatter makes 
application documents not only much more condensed 
and precise but also makes them easier and faster to 
evaluate and capture, formally. Thereby it does not 
matter, whether the evaluation is done by a human 
recruiter or a software system.
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Tactic #3 - Improving the follow up communication 
with candidates



        Candiate Lounge 

As the third and last act for creating a better overall 
online candidate experience, Umatter helps organizations 
to improve their follow-up communication with  
candidates. Therefore Umatter provides its “candidate 
lounge module”. The “candidate lounge” is the last piece 
to complete a fully equipped Umatter career portal:

Reason
Job seekers usually apply for multiple jobs at the same 
time. Thus, it becomes important for them to have proper 
information on the status of their application and clarity 
for when to expect the next decision in the process.
Having these pieces of information is of relevance 
because they help applicants better coordinating their 
various, simultaneously running applications, and to 
prevent them from getting caught in between two offers.

But unfortunately, most organizations today rely on 
providing applicants manual feedback via email, in too 
low frequency. Moreover, they do not communicate 
transparently when applicants can expect feedback on 
whether their application is further processed or not.
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Approach
Instead of requiring applicants to wait for a feedback 
email for an undefined time frame, Umatter’s candidate 
lounge module gives them the possibility to proactively 
check the status of their application at any time.
Additionally, they can exactly see how long it will take 
until they can expect a decision on whether they advance 
into the next stage of the process. As a consequence, 
applicants can not only better plan their job search, but 
also feel more valued and appreciated as potential future 
staff members.

Method
After the completion of the application form, applicants 
can create a user account, which gives them access to the 
“candidate lounge”. The creation of the user account is 
voluntary. 

On purpose this feature becomes first available as the 
last step of the application process, to give applicants the 
chance to familiarize themselves with the procedure, 
before forcing them to invest time setting up an account 
and entering personal data, unnecessarily.

The “candidate lounge” is designed in a simplistic and 
reduced way, following the priorly described 
improvement principle of presenting just relevant 
information in  compact and approachable formats. The 
two main elements to be named here are a progress bar 
and a countdown timer:
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The progress bar indicates in what stage of the 
recruitment process the applicant currently is in. 
Further, it indicates how many steps it will take overall 
until the hiring process is completed.  

The countdown timer, tells the applicants the exact 
count of days until a decision for the current stage of 
the recruitment process can be expected. 

Including these two, simple elements, provides enough 
information to applicants, to significantly improve the 
waiting experience and helps organizations become 
more transparent and trustworthy in their 
communication.  

A third feature of the “candidate lounge”, to be 
mentioned is its “mood-meter”: 

The mood meter asks an applicant each time he logs in 
into the candidate lounge, to give a short feedback on 
his current mood in regards to the running application 
process. Therefore, a small popup box, showing 5 
different emojis, ranging from a negative to positive 
face expression, appears in an overlay pop-up. 

The data collected through Umatter’s “mood meter”, 
allows recruiters to identify easily potential problems 
and bottlenecks in the follow-up communication and 
can help to fix them quickly, without declining the 
applicant’s experience. 
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Reflection
Chapter #10

On my design process and its outcome
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At the beginning of the semester, I was 

looking for a project topic, which would 

allow me to explore the field of service 

design more in-depth, and honing my 

strategic design skills. Besides an interest 

in extending my strategic competencies 

as an industrial designer, I was eager to 

explore, especially the intersection 

between business and design. My main 

interest was to learn more about how 

design thinking could be applied in a less 

typical context and be used to create 

value. 

I started this project without a clear goal, 

or an idea of the outcome in mind, which 

was primarily in the first project phase, 

quite an intimidating experience. 

What I learned concerning this is, that in 

the field of service design, problem 

framing, and the definition of a concrete 

design challenge, becomes a central 

element—An element, requiring a lot of 

iteration and attention. Thus, I had to use 

a large variety of design frameworks and 

other methods for capturing and 

simplifying complex structures and 

processes, to become able to see and 

understand underlying structures and 

principles. 

Especially later in the process, these 

frameworks became crucial tools, for 

communicating and discussing ideas. 

In retrospect, I am glad I took on the 

challenge of working with such an 

abstract topic, because especially the 

research phase of the project, it helped 

me a lot for evolving my strategic design 

skills (at least from a personal point of 

view). 

Throughout the project, I realized that the 

problems I aimed to tackle could be 

solved best, through the creation of a 

digital artifact:  

At this point, I had to dive deep into the 

world of User Experience design. Even 

though I had worked on digital products 

before, this was the first time for me to 

work with such a complex topic and 

architecture in this field. Thus, it had a 

very steep learning curve, which made it, 

particularly in the beginning, mentally and 

emotionally challenging.

What do I think 
about my process 
retrospectively?

Reflectional
Thoughts
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Furthermore, I quickly understood the 

importance of integrating user feedback 

into the design of a digital product. Thus, 

I was also confronted quickly with the 

highly demanding challenge of 

developing comprehensive user tests, 

which were problematic to conduct due 

to the tight time frame for this project. 

Nevertheless, through talks with several 

experienced user experience designers, I 

learned that the development of a 

functional and comprehensive prototype 

for user testing, even for experienced 

designers, requires a lot of time and many 

iterations. Furthermore, I was taught that 

almost nothing in the digital world could 

be taken for granted until representative 

user tests have proven it. However, just 

because something can not be proven in 

detail yet, does not make it less valuable. 

Therefore, creating and communicating a 

clear, tangible initial vision became my 

main objective. 

At this point, I began to truly understand 

the different prevalent mindsets in 

physical product design vs. UX design. In 

UX, it is much more about the process 

and its iterations, than about the 

outcome. Particular, since a digital 

product can be improved at any time via 

a patch. 

Especially this learning was a great take 

away. 

To sum up, working with the topic of 

recruitment as an industrial designer, with 

limited experience in service and user 

experience design, was challenging but 

also very rewarding in regards to 

acquiring new skills. 

In the end, I am delighted I took the 

challenge and believe in the value of the 

outcome of this thesis. Valuable not only 

for me, but hopefully also for other 

people.
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