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Hello.  Thank you very much for your time today.  Just to confirm, are you happy for me to record this interview?
Yes, that’s fine.  

Great, thank you.  Just to start off, could you just tell me a little bit about your job role, and what you do here?  

Sure, so I work within HR, in recruitment, but my role’s very focused on employer branding, so anything to do with attracting, and hopefully inspiring, young people to join XXX is what I do.  So we do that for school leavers, so apprenticeships to re-apprenticeships, gap years, through to university - so placements, internships over the summer and graduate roles, and I’ve done that for almost seven years now.  

Sounds pretty interesting?  

I do enjoy it very much.  

What sort of work do placement students who work here, undertake?
In my team or just more broadly, like all types?
Maybe all types, but then more broadly?  

Yeah, sure.  Broadly, we take students, so placement students.  Specifically we take about 250 every year and they come into seven different areas; so to test my knowledge of what they are.  So everything from like business, finance, marketing, HR, technology, software development and also design.  That’s our studio down there, I’ll show you on the way out.  So that’s a relatively new one design.  We don’t have an even split of students.  So 250 divided by seven, it’s more a case of we have probably 70 to 80 business students, probably maybe 30 to 40 tech students, and then the rest is divided between the other roles.  So for example, I think we have about 20 marketing students, about 30 finance, about 14 HR, so some areas smaller than others.  All of our placement roles, no matter what area, they are all roles which – I don’t know what the right terminology is but basically they roll over each year.  So we always have someone replacing the person leaving; we always have a new person coming in to replace the next one.  And I think … well, we do it because they’re really key core roles to our business.  So essentially if the students weren’t doing them, we’d have to hire someone else to do them.  So our summer internship roles for example that we run, they are 12 weeks in the summer, and they are very much project-based, they’re completely independent from all of the other XXX business workings, whereas placement students are like integral parts of that.  So in my own team we … my role covers kind of HR/marketing.  So we tend to have … we have two students in my immediate team in the UK who work with me and so generally come from a marketing background because of the type of roles that we have, and mostly from XXX uni actually, complete coincidence but both my two this year are XXX, and last year one of them was.  So what they do day-to-day – I hate the word support because they do way more than support – but they essentially support me in terms of everything we do, like every external activity we do to attract students, every external publication we’re in, website, branded items, like everything we do they’re fully involved in that.  As a team of three, they make up more of the team then I do, so yeah, they’re really key people that we need each year.  

Really interesting.  Have you been managing students for the whole of your seven-year period?
Yes, I have.  Been in XXX for so ten years, plus my placement year, so 11 in total.  And, yeah, for the last seven years, since I moved into this particular job, I’ve had two students each year.  I inherited two when I first joined, because I joined in the January, so they’d obviously started in the summer.  So I think those two plus all the ones I’ve had up until now, I think I’m on my 16th one.  Two a go, so I’ve seen eight years’ worth of them.  

Lots of experience then?
Yeah, lots, yeah.  

Can you tell me a little bit about the recruitment process to hire placement students in the first instance?
Sure.  What happens is students register their interest online first.  So that’s at any point in the year, obviously before we actually open the roles.  We then notify them the roles are opening and then they go online and they apply.  And the apply piece for us is really quick and easy, so it takes five minutes or less, and it’s really just them uploading their personal details and then that’s it, they’re in the system.  Next step we send them a test, a cognitive ability test which is … it’s very much like a game, it’s like a game they’re probably be familiar with on their phone.  It’s there to test problem-solving and logical reasoning and agility – all of the things that a normal numerical reasoning test covers, but in game format.  So they do that and then after that period obviously we do lose a certain number of students for that period, but the next step, if they get through, is to complete a longer application form, so this is our competency form.  So taking ownership, communication, problem-solving, all of those types of competencies.  We do ask them in that for a bit more detail on the degree they’re studying, what their modules are and any work experience, all the usual things you’d fine on a CV.  We ask all that, we’ll also ask the usual: Why XXX?  Tell us about the role you’re applying for - if it’s marketing why is that?  And then the core bit, so the bulk of that is then, tell us about a time you’ve worked in a team in 200 words, and tell us about a time you’ve been adaptable.  At XXX we have eight competencies but in the application form we ask maybe four or five, so we don’t ask all of them up front, but we want to get a feeling.  They do that and then that gets send off to one of our managers.  We have a group called XXX Managers and their day job is to manage the early professionals, so anyone coming in onto any of those programmes I mentioned, but they help massively with recruitment because they’re the ones that read all forms, they read all the competency answers.  If students pass that they come to an assessment day with us which is a half-day, and those same XXXmanagers are the ones that assess them.  So they watch in the group exercises, they interview them in our kind of … it’s essentially like a HR interview, so it’s more around looking at the application form they submitted, tell us more about this competency.  They do touch on, oh you’ve said marketing, what’s your interest in marketing, but effectively that assessment day is all about, are they a good fit for XXX.  If they are, they’ll pass.  Then the final step is they have what we call a matching interview.  So that’s where myself, as a hiring manager, they’ve got our job roles and they will, the  XXXmanager team, they will match up, oh this person could be a good fit for XXX’s role and they’ll put us in touch and we do either a face-to-face interview, phone or video conference interview.  All being well, that’s a match and that’s how … nine times out of ten that’s how I get my personal matches of the team that are doing the assessment days they will suggest people that they’ve … because we trust [unclear 00:07:23] hiring, so they’ll suggest people and, yeah, nine times out of ten … the two that I’ve got this year came exactly that way.  I had a colleague say to me, XXX, I’ve seen two people who would be great and my interview with them is them more of a fit for me, and tell me more about your experience in marketing, but generally it works like that.  If students are matched to us, but either the student thinks that role’s not for me, the location isn’t, or maybe they have the interview and think actually that talking to the manager makes me feel like that role’s not for me, or of course, as a manager, if we feel that individual isn’t quite the fit for us, they’ll go back into the matching pool.  So there’s no … it’s not unlimited, so it’s not like, oh don’t worry, we’ll match you 15 times and you’ll be fine.  It is a case that we’ll match them again, of course, and the recruiter they’re assigned to will have conversations with them just to make sure that maybe they’re being a bit specific on their location, or maybe they’re turning down interview opportunities that actually could be good for them.  But generally, all being well, that’s the final step and they’ll be matched up to an offer.  
Fantastic.  I was really interested to see that ownership was one of your core competencies; I think it was taking ownership?

Yeah, that’s right.  

Is that one of the competencies on the form they complete, you mentioned some…
Yeah, from memory I don’t think they do at that stage, but we do at the assessment centre.  So at assessment centre we have two group exercises; one is a more logical, problem-solving exercise, the other’s more discussion.  In one of the exercises, taking ownership is definitely one of the competencies we watch while we’re watching the students.  And also at interview as well, so during an exercise we would be looking at, is that student in front of us taking ownership of something – so whether it’s ownership of an idea they’ve had, ownership of being the timekeeper, the mediator, the leader, or if they’re someone who says, guys I think we should write this up on the board, but they may make no move to do that, that’s what we’re looking for.  And also, of course, taking ownership and then following it through.  So it’s all very well saying, I’ll be the timekeeper, I’ll have a look, but then if you don’t ever mention the time again, and other people have to take over, then we’ll ask about it in interview as well.  So as one of the competencies, we’ll say to them, tell me about a time when you have taken ownership and again it’s at that stage, it’s understanding, like, I suppose, do they understand what ownership means and when have they run with a project or even when has something gone wrong that they’ve then taken ownership of, that was something I did wrong, but this is the things I’ve done to rectify and learn from that.  

Absolutely.  Do you find many students are able to evidence ownership?
I think some yes, some get it completely.  I think from experience of interviewing a lot, I think often when you’ve provided the right questions and kind of delved down a bit more, then yes, I think they … whether they know at the time that we’ve framed it as taking ownership or not, or whether they are just quite happy to tell us the story, and then we’re the ones who kind of, oh you mentioned there, tell me more about that bit.  It’s something as well which when they join us, and actually even me now like 10/11 years in, we still get asked about it.  So our competencies basically stay with us the whole time we’re at XXX.  We have other, as a professional employee, we have a yearly catch up with our manager where it’s a very formal performance appraisal, and we’ll be asked evidence or share stories of when we’ve taken ownership and things.  The students who come to us for the year, they have three or four check points during the year.  Three months, six months, nine months and 12 months with their XXXManager, and it’s one of their core competencies there.  So they are constantly being tasked with noting down when they’ve taken ownership for things.  So yeah and with XXX it’s very much you start with those competencies, but they still follow you through and they’re still things we talk about with them, and myself, years later.  
Interesting.  Has it been a competency of XXX’s for a reasonable period?
Yeah, I think from memory, like when I was an intern myself here, that’d be 12 or 13 years ago now, it was definitely and I’m assuming it was before.  They’re very well bedded in.  I’ve noticed personally like over the years, the wider team, they never change the ultimate competency, but they’ll sometimes change the way it’s written or the way we call it, or when they’re in an interview they’ll ask things which … they won’t necessarily say, oh XXX, tell me about the time you’ve taken ownership, but you can tell that’s what they’re getting at, so sometimes they re-word things.  But ultimately the core eight competencies that we have, have never changed as far as I know.  I think they just, speaking broadly on behalf of XXX, they work.  Like, the people we get in, obviously, the eight competencies they are, I know we’ve mentioned a few of them, but they’re things like problem-solving and teamwork and communication, for us, because we don’t ask any particular degree background, we don’t honestly care if they’ve done work experience or not.  We don’t mind where their competency examples come from, it could be from anything.  I think they’re so broad and something that hopefully anyone can find something that matches, it means they work and it means that the people that come in, get to the assessment centre stage, they are deemed a good fit for us and in all honesty you could look at it blindly and think, it doesn’t matter if they’re a software developer, or a marketing intern, or a band new apprentice, as long as they can hit that kind of baseline, it doesn’t matter.  And we can teach them everything they need to know.  So I think that’s why they endured for so long, because they work and the kind of people we bring in, everyone’s different but everyone has a similar … there’s a certain type.  I suppose a certain type of like mindset, a certain type of, I don’t know, passion or ambition or … and I think it’s because of those competencies.  
Yes, I should imagine so.  

It works.  

Really interesting.  Do you know what the organisation considers taking ownership to mean?
Yeah, I suppose when you’re further into your career, or even as in intern, when you’ve joined, I suppose taking ownership is, one is that’s kind of broad a sense of, this is your task.  So you, intern, your task is to start this, complete this and deliver this.  But also, it’s that piece around taking ownership in terms of responsibility for something, i.e. like I said, something has gone wrong, so my intern at the moment, one of my XXX ones, he’s excellent and he … recently something happened where he and I had missed the fact that we were supposed to send, as a team, we were supposed to send some materials to an event.  So various things led to that kind of mistake.  It wasn’t anyone’s real fault.  It definitely wasn’t really his fault but he very much, you know, took it on because the person who desperately needed materials, rang him first, or they couldn’t get hold of me so rang him, and he was the one who then took it on himself to sort it out, and he rang me to say, XXX I think I should do x, y, z and I was like, sounds great, and I just said to him don’t … you know, it’s not your problem, so yes, you’re sorting it out, but don’t feel like it was your mistake, it wasn’t.  No one told us about the event essentially until that day.  But he was great and he took the initiative to pick up the phone to various people to sort it out and he then took the initiative to write an email afterwards to the people involved, kind of giving them some guidance on next time, please do fill out this booking form.  But you know … and really kind of took it on himself to sort it.  So although it wasn’t his mistake, he very much saw it as, it’s landed with me now, I’m going to sort this out, so it’s that kind of ownership as well.  So yeah, a bit of a mixture of a little tiny thing which is, oh I’m going to hold my hands up and say, I … you know, that was my responsibility, it didn’t happen but let me sort it, versus a full-on, you know, doing a project, kind of almost solo for three months and delivering at the end of it, and being in charge of and leading that.  
Interesting.  Do you see ownership in the way the company does…
Yeah.  

…or does your view differ slightly?
Do you mean in terms of the way that I feel about my ability to own things?
Yes.  

Yeah, I think as an organisation, this is my kind of personal, how I feel about it, like culturally.  We’re very much an organisation that when you join, we will support you.  We are there as a safety net and we’re there to teach and, especially from an intern point of view, but ultimately, we will throw you in and we will, not like sink or swim.  But … so from an intern point of view, I will give them as much work as I think they can handle, and probably a bit more than they think they can handle, because I’ve done it for so long and I know that … I think I was guilty in my first year of having interns and not giving them enough to do because I just had no idea how to delegate, wasn’t sure what I should be doing versus what was I allowed to give them.  So I learnt … yeah, they were great and we worked through it, but I think I’ve got better each year.  I just know, from now experience, that the more I give them, the better they perform.  And obviously we always check with them and make sure they’re not overworked and they’re not stressed and they’re not swamped with things.  But actually they thrive more by having lots of activity.  And I think from a personal point of view, as a company, especially in the kind of role I do, my manager doesn’t know where I am day-to-day, she doesn’t need to know.  No one checks, we don’t clock in or out.  I could work anywhere, at any time, so I think … and my interns effectively are the same, so although we don’t encourage them to work at night-time or anything like that, but they’re not here, they’re not based here with me today.  So it’s very much that ownership of your time as well and that kind of ownership of your responsibility and it’s my choice to book this meeting in and it’s my choice to cancel a call or move a call, and the same for them.  As long as they’re not doing it to get out of doing things, it’s completely up to them to manage their own diaries, to deliver work and we’ll say to them, I’ll only ever say to them a date to do work by if I actually need it by that date.  If it’s something where, can you send this to me by tomorrow evening, or tomorrow morning, they will, but often we’ll say to them, like intern one, can you deliver this project and these are the steps to do, it’s due in March 2020, and then it’s … obviously we’ll coach them through it but ultimately it’s then for them, to deliver that and it’s for them to then book in calls with us or we’ll do daily … we have daily catch-ups, video conference and then of course I would always say, if I need an update from them, but effectively it’s then for them to kind of update me on how they’re doing with things.  So I think, as an organisation culturally, I’ve always felt it like that.  That it’s very much, off you go XXX.  Essentially, we always say to them, as long as you get the work done, we don’t care how you do it.  That’s the kind of like ethos, I think.  And I think it differs, if you’re in a role which is more client-sight and you’re perhaps a consultant and you are … perhaps it is nine to five and  you do have to clock in with a client and you have to show you’re there,  I think that’s quite different.  But the kind of roles I’ve always worked in here, and my interns work in, it’s a lot more relaxed and kind of on you to get the work done.  
Excellent, that’s really interesting.  

But I like that.  I don’t know how I’d cope working somewhere that was much more … someone’s watching you all the time.  

Yes and rigid in terms of all the things?
Yeah.  Definitely.  

We’ve gone way off-piste with some of these, but it’s so interesting because of XXX having competency of ownership.  But going back to … we’ve obviously talked about the recruitment process, so joining the company from a student can be quite a bit transition.  Probably moving to university is the first big transition and then moving into the workplace the second one.  What sort of processes do you have in place to ensure … what sort of help for that transition, I guess?
Every young person, I should say early career starter that joins us, so whether that’s apprenticeship through to graduate, when you join you all are assigned an XXXManager, so that’s that team of people who do the assessments.  Their day job, so when I was an intern, I had a lady called Angie and her day job was to look after me and I’m sure 30 or 40 others.  She wasn’t my task manager so had absolutely nothing to do with my day job, but she was there as my kind of point of everything.  Point of contact, she was my person I went to with any issues, personal or work ones.  She was the person that would help me with my progression and my pay rises and my welfare and training and development, anything to do with the pastoral side plus the more formal like, oh, if you want to do this training course, XXX, this is how you do it, or me going and having my chats with her every couple of months around my performance.  So the same with my current interns, I’m their day-to-day task manager and I give them the actual work to do.  But their XXXmanager they have, he is the person who, you know, I know they do come to me, but I guess if they felt they couldn’t, then they could go to him confidentially with any issues, and he’s there to guide them through and make sure they’re completing … for interns, making sure they’re completing a certain piece of work, XXX internal work that they have to do, obviously they’ll be the ones that will chat with them around if they’ve got dissertation topics, they can run it past them, and put them in touch with other people for shadowing, doing all that kind of thing.  So I think with XXX, because we offer that to all new starters within our kind of early professional programmes, they have that person plus they have the start group they started with.  So when I joined as an intern there was … there must have been 30 or 40 of us all starting together, so you have that group as a grad when I came in, there were 20 of us, you have that group.  And then when you actually join your role when you first come in, there’s always an outgoing intern that you’ve taking over from and we always have at least a two-week, if not more, hand-over.  So although I’ll be there to greet them and give them an overall picture of what we do as a team, in all honesty I leave them alone for two weeks to do the physical hand-over because then they have that out going intern saying to them, this is how you do this, and every Monday we do this.  And I remember as an intern coming in and being like, oh my god, how am I going to do what the person before me did.  Because I remember thinking, she knows everything.  And I say to my interns every year, they’re a year ahead of you.  I was like, I swear you will feel exactly the same.  But of course it’s very daunting when you first start because you just see this … you see what this amazing intern’s doing and, of course, they’ve been doing it everyday for 12 months.  But as a new person you’re like, ooh, my goodness how on earth am I ever supposed to live up.  And they always do.  They always, always.  I love seeing them come in, they are confident and that’s usually why we choose them, and they’re very good at what they do and they have potential.  But the difference you see is amazing.  

Absolutely.  

I love that bit.  

Fascinating to watch, isn’t it?
Most definitely.  One of my ones at the moment, he is confident.  He’s not cocky but he is … I can imagine him as a teenager.  He said to me, because he’s still quite young, he only just turned 20 and he said to me, he just comes across, he’s very charismatic and confident, but I said to him, even him … we’ve just polished him up.  That’s what it was, he was always someone who … he could definitely do the job, but he’d have that, he’s someone we’d send out to events and he’s very charismatic, he talks really well and he engages with students really well, and he’s confident enough to talk to senior people and do all those things.  But he was, in all honesty, a bit of a rough diamond, needed tweaking a bit just because of his age and he didn’t have the experience.  Whereas he's only five months in now and he is outstanding.  You know when you just think … I listen to him now on calls and from day one to now, you could send him out, no one needs to watch him, no one needs to, oh you shouldn’t mention that.  He just…

Just gets it.  
Yeah and he gets it because he has been thrown into this environment where we do look after them and we’ll support them, but ultimately you give them … it’s their work to do, which I think is what makes them become so good so quickly.  

Yes.  It is lovely to see the development, isn’t it?
Yeah and it’s amazing because some of them come in and you’re like, how can you be any better, because they’re already … they already seem very mature and they’re very driven and you’re like, wow, but yeah, every single one of them will improve massively.  

Yes, absolutely, which is fantastic.  

It is.  

Do any of them have really pro-active behaviour before they start or in the first couple of weeks?  Do any of them contact you in advance?
Yeah, I think it probably depends … obviously very individual and probably very individual to the student plus the team they’re joining.  So mine, probably all of them, will come to us at some point during the process, once they’ve had their offer, a few months before they join, and will reach out either to us or to the intern they’re replacing, because we always introduce them, and often they will have met them in the process because most early hiring managers will involve the current intern in the interview stage, even if it’s right at the end.  What I’ll do is I’ll interview myself formally, but then I’ll set up a time for them to have a nice chat basically, with the old intern.  Yeah, they will reach out, a lot of them will ask you, is there anything I can do?  On our side, because we do recruitment we often say, you’ve been through it, you’ve been through the process, you were attracted to us somehow, so obviously that’s part of what we do.  But we’ll often … they don’t have to do this, but we’ll often say to them, if you do want to look at anything we’ll send them some weblinks of our career pages or … especially the roles that aren’t the role they went for.  So graduate roles, apprenticeship roles, because for my ones coming in, a lot of them haven’t heard of apprenticeships which is understandable, and that’s the bit where I’d rather they get educated on that piece first because that is the bit they’re going to … it’s unknown for them.  I think generally we don’t have anything formal, there’s nothing formal that I know of where we say to hiring managers of all interns, you must send these things to your students, you must get them to learn this or read this.  Some, I imagine, do nothing at all until day one, and then others I expect, yeah, they’ll actually reach out to us.  But I think I’m right in saying that this academic year and last academic year, that XXXmanager community, have worked really hard with the current interns we have, they’re actively getting them to reach out to the new ones.  Whereas before we did it ad hoc like if I thought, oh guys, can you reach out to the new ones.  But I think they’re trying really hard to make sure that the interns are actively reaching out to the new ones.  Some of them won’t need anything but just for those that perhaps around, where do you go on your first day and what shall I wear to the office, that kind of thing.  
How do students build their knowledge of the organisation at the start?  It sounds as though they’re getting lots of one-to-one support but are they sort of … is there anything in terms of larger scale inductions?
Yeah, they come for a two-day induction.  So before they come to us as hiring managers, they’ll have a two-day, usually off-site somewhere, with the others they’re starting with, so perhaps 30 of them.  The XXXmanager team run it as well, so yeah, they’ll do your kind of broad, who are XXX, what do we do, industries, clients, etc., etc., business units.  They’ll do all of the induction of, here’s your laptop, here’s how to set it up, here’s your phone, all of those kind of things.  They’ll do general etiquette things, I suppose they probably take it as a … from what I remember, from my induction, assume you’ve never worked anywhere before - the kind of general etiquette, perhaps phone etiquette or video conference etiquette, or office etiquette, they’ll do all those kind of things.  And then after that they’re kind of unleashed on us then.  So after about two days, they do have other times where they’ll perhaps, like our ones are classed as HR because we work in recruitment, so the other HR interns and them, periodically through their year they’ll have a get-together, which is a formal thing.  They’ll be put in touch with each other and do some projects together or go to some talks together.  So they do that, but yeah, two-day induction when they begin.  
Okay, excellent.  Do they also get access to role models who they can sort of look at and think, that’s who I want to be in the future?
Yeah, I think from my knowledge, probably nothing formal.  I think if they seek it out, so if someone … if one of mine would come to me and ask I would suggest people.  If they went to their XXXmanager and asked, again, I know they would definitely suggest people or they’ll put them in touch with various programmes.  I don’t know that there’s anything formal that happens.  So I think often it’s, as most things in XXX, it’s often the onus is on the individual to seek that stuff out.  But, you know, in the role I do, we’re lucky because we do events, my two interns we’re always meeting new XXX people because we do events and we’ve got this apprentice coming or this Manager, so a lot of my ones do get that face-to-face natural interaction and meeting them and being like, oh can I buy you a coffee and go and chat about that more.  So some of them do it that way.  But yeah, very much kind of on … the onus is on them to seek that.  

Take control.  

Yes.  

How long do you think it is before students feel comfortable within their role?

Three months.  I remember it well myself, because I remember it got to about now, a bit before now, kind of October time and I say it to my interns every year, I was like, give it three months and I promise you will feel … you get to the stage where you don’t have to check something before you do it.  I think that’s the bit when you’re like, ooh okay.  In all honesty, some of them, or even some of mine, get to the 12 months and they finally feel like, I’ve achieved everything, I can do everything on my own or solo.  But yeah, three months I think broadly.  It means they understand what they’re doing, hopefully.  And they can do it without feeling like they have to, oh can I just check before I send this email or… yeah.  

Yeah.  What factors do you think help them sort of get to that stage?
Yeah, I think one would be them shadowing us.  So as a hiring manager myself, when they first joined, obviously they do the handover with the outgoing intern, but then I will do my best over that summer period, when the old interns have left, to make sure that I bring them to things with me - so supplier meetings, on calls or even just me saying to them, guys, I’m just going to show you this thing I’ve been doing here, just trying to educate them on things that aren’t their direct day job, but they’re things that affect us as a team, so a lot of shadowing.  And then as they get more confident, obviously in those supplier meetings, especially the one who does the marketing collateral and the sort of job updates with the supplier, that intern … and I always say to them, you are more than welcome to ask a question or … and they do really quickly and I think because of the kind of people we hire, they’re not shy wallflowers.  So they generally will be like, oh, you said this, what kind of image shall I send you, or what kind of file should this be.  So my ones quite quickly because they get exposed to that quite quick.  And equally, I think it’s because we give them a lot of work to go and figure out themselves quite quickly.  For example, say if I tell one of my interns please can you do this piece of work for me; I’ll send him or her perhaps an email with the info I know to date and I’ll send them, oh this is the person to contact, then we’ll perhaps have a call to talk through what they have to do.  In the beginning of course I sit next to them and we do it together.  But now I’ve sent one of my interns some work and I messaged him earlier, I sent you the email yesterday, does it all look okay, if so go ahead, if not let me know.  And I’m pretty sure he’ll be like, yeah that’s fine, leave it with me.  And that’s the last I’ll hear of it until it’s done.  But in the early days we’ll kind of hand … handhold them through I think is the right term.  
But it’s almost giving them more control over what they do?
Yes, that’s it.  So like although we hand-hold them, they do it, so I will be sat with them but they’ll be the one writing the email, sending email, receiving the phone call or whatever it might be.  So we get to that stage quite quickly, partly because we can’t do it all ourselves, we need them to do it and they want to.  They’re so keen and they want to … and of course you always have that little bit at the start, the first couple of weeks, where they can’t physically do it yet because either they don’t have that tool, they’re not logged into that system, they just don’t know what to say if they were to pick up the phone to someone.  So you have that bit of … where the old intern’s left, I then have to kind of bridge the gap for a little bit of really hand holding them through, how would you do this, what would you say, doing all the introductions.  But yeah, in my team, quite quickly.  

Fantastic
And, you know, there’s … but now, now that they’re four, five months, we’ve now reached the time where from now until they leave, they are completely … I mean, solo/independent.  They all bring me in when they need to but we are effectively the three of us now do completely independent jobs.  As a team we come together and we deliver stuff, but they’re on their own now, and they love it and really enjoy it because they are the ones … and we’re very … I try really hard to make sure that they get the recognition for that.  Often my name will come up of, oh, XXX leads this team and I’m the face of this bit, but I’m like, but XXX did that, that was all him.  So yeah, we try really hard to make sure they are recognised, that that is them, and I think that really helps with the ownership piece because they’ve done all the work.  I’m not going to take ownership for something which they delivered on and did really well.  So equally, on the other side, if there’s something where something hasn’t gone right, we will always be there to kind of say, look, that is when I would take ownership of things.  Obviously if it’s something like the little mistake that happened where we didn’t know about an event, XXX was very good at saying, look I should have checked, I should have done this.  So that’s like a little minor thing but if it was something big then … there’s … not with an intern recently but there’s been times before where perhaps someone else they’ve been on the phone to has overstepped the mark, they’ve said something which has upset the intern or whatever.  Then, of course, we would be the ones to step in and kind of say, look, we’ll deal with this because that’s … that’s not something they should deal with.  But generally speaking, they are very much…  And, of course, the great thing is, and I know our apprentices say this as well, is you get to the stage where no one would question that you’re an intern.  If anything, when XXX does a piece of work people are shocked when they’re … because they’ll just say something and he’ll say, oh I go back to uni next summer and they’re like, what.  We get that all the time.  
That’s fantastic isn’t it?
They just think they’re just part of the team, which they are, they just think they’re just like a regular employee.  

And that’s a really good sign of high-quality work isn’t it?
Yeah, definitely.  

Fantastic.  And it does sound like you’re empowering them to take control and ownership?

Yes.  I think, as I said, in those early years of doing it, it was … I wasn’t sure what to give them.  And then I started to give them things and they did really well, and it meant, oh I’m now free to do these other things, it became … we do it, obviously because we want them to learn and grow and I’ve seen how great all these interns have been, but equally we just can’t do it all ourselves, so they have to … they do full … I do four days a week, they do five days a week.  So they do the bulk of our team and they keep it all running.  On a Monday when I’m not working, they are the team.  They’re in charge of all of the stuff that we do.  

Fantastic.  

No pressure.  I always feel bad after the old interns leave and it’s week three and I’m like, guys, I’m not in again until Tuesday.  And, of course, they have other people that look after them, but you always feel like, oh they’re left alone on week three.  

But it’s good experience for them isn’t it?  They have to learn that you can’t have somebody there all the time.  

Yeah, that’s it.  Exactly.  

When you’ve had a student who has performed really well, so the ones who are above every other intern, what is the difference, what are they doing?
I think the main one will be throwing themselves in to it.  So one would be literally … obviously the confidence build, there’s two in particular I’m thinking of.  Both happen to be boys who are very … they just want to be out there, they want to network, they want to get their name out there - but not from a kind of arrogant, I want to be the best, but just they’re curious and they want to get involved in things and they’ll put their hand up to own things.  They’re not shy to … we have a team call with colleagues from across Europe, and I don’t know if it’s a cultural thing, but generally those of us in the UK, if a question’s asked and no one says anything, we tend to be the ones to unmute ourselves, oh I’ll go then.  Culturally, I think the other countries they will wait and they’ll go a bit later.  And I think one intern in particular, he … I know for sure if it’s not me saying something first to break the silence, he will.  And he’s just someone who is quite happy to, oh, I’ll go then, I’ll share what I’ve been doing.  So both people I can think of who are outstanding have been like that.  Also some really outstanding, particularly female students that I’ve had are … I don’t know what the right word is but they’re such solid employees.  They are like … their work is just … they’re like machines.  And I’m one definitely for faffing around and chatting, I know I’ve got stuff to do but … they’re not, I know they do that as well, they have the social side, but the work they produce is like boom, boom, boom, boom.  And I think a lot of the work that particular … those two students I can think of who are very much like that, they’re on the marketing side and they generate content and social media posts and written articles and the kind of work they do is very much, it’s amazing work but I suppose it lends itself to being a bit of a machine, because you can sit down and generate that and post that, and get that out.  The two boys who are very good at networking, they are the event side you can imagine, so they’re the ones who are out and about, they are chatting to everyone and anyone.  They’re getting exposure, they go to external things with other employers, other suppliers, so that builds their confidence as well.  And I think … I still feel it now, but I think they, and I, love the fact we represent this huge company; we are the face of that bit of that company, and I think they feel really proud of it.  I remember taking XXX, one of the new ones, to an event with me, he’d only been in for a month-and-a-half and it was all employers’ placement … oh no, apprenticeship kind of then, so the PWCs, EYs, everyone - I think he was just like, I … us two, we represent XXX and I think he was so chuffed because he was 19 at the time and he was just like, how have I ended up doing this.  So he was there chatting away with all the suppliers and introducing himself to people.  So I think it’s just doing a really solid job and just putting your all into it, just being very efficient and just keep on prioritising, keeping on top of your diary and just making sure you’re generating great work, plus then you’ve got the other side.  The boys did that too, but the nature of their jobs lent themselves to being very willing to network and put themselves out there and put their hand up to do work.  
Do you think it’s due to confidence?
Yeah, partly it’s a personality thing, like the two guys I’m thinking of, I could tell they were going to be like that from when I met them.  So even though they develop loads in the year, one of them still works here now, he came back as a grad a few years ago and he’s still like that, but he’s doing really well for himself.  That’s like an innate part of their personality.  But there’s others who I think … some of them I can think of where they do outstanding work is because they started doing really good work, then they got praise for it, then they saw it out there in the external market as this print guide that has been produced by XXX; that’s their work in there.  They made that advert; they wrote that copy.  So that obviously builds their confidence.  And then I suppose getting recognition for things and … my manager she’s brilliant at … she’ll always say things on calls with loads of people, oh XXX did really well with this and, oh Freya you did excellent work there.  And I’m the same.  So I think that really helps them.  As I said, the vast majority of them coming in have … they have a level of confidence already to be able to come in, but they all get more and more and more as the year goes on.  

It sounds that part of it is actually having something that you can say is mine, I did this…
Yes, ideal to demonstrate that.  And I think XXX is very good because we have that very structured support, training development and performance appraisal programme, they especially, they’re constantly asked, every three months they have to deliver a document with evidence, photos, videos, written feedback, text, etc., so I think, and I know that like XXX uni, all the ones that go there, I know they have to do something similar for uni.  So I think because we really encourage them to keep updating that and keep demonstrating things, it’s not that at the end of the year we just hope they’ve got some evidence.  We’ve kind of made them do it, as they’ve gone along, which helps.  

Yeah, I can see how that would help.  

The structure helps, definitely.  

Definitely, that’s really interesting.  Some of these questions you’ve already answered.  At what point do you think feelings of ownership might arise in students?
I think probably post that three-month mark.  Because I think pre three-months when they’ve been in, they’ll obviously be delivering every day.  Things will happen because of actions they took, but I think often there’ll be smaller things that happen like that person received the info they needed because they sent the email or … that’s just your day-to-day activity.  Whereas I think kind of for me in my team, that post three months, when they get to the point where basically in the nicest way, I trust they can do things without needing me to check everything for them.  I think that’s the point where I’ll start giving them bigger, chunkier things to do.  So for example, for us they join in June, come October time or of course back on campus and doing all that activity, so I think timelines in my personal role, works well because by that point they’re ready.  They’re confident, they understand the schemes, they can go and sell them because they actually know what they are.  And of course for someone like XXX who does events, he is physically thrown out into the events, like you have to go, they’ve come back to XXX a lot and present to students and there’s very like tangible things and bigger things they’re doing where they can say, I spoke to 100 students and x amount will go onto apply as a result of that.  So it gives them more tangible things and bigger projects, I think.  So, yeah, I think kind of post three months.  It will get to the point when they’re probably nine, ten months in, that they are owning massive things and they are the person doing it.  It’s nothing to do with me at all, they happen to be part of my team, but actually they have owned from start to finish, that piece, because they’re at the stage where they’re…  And I remember coming back as a grad, even though I’d done my placement, done a year back at uni, come back as a graduate and I remember feeling really … I’d done my induction, I knew how to use all the systems but you can’t get … not that anyone won’t give you any work, but you’ve only been in for a day so although you have the mentality of, oh, but I’ve worked here before and I understand the terminology, but you don’t because I didn’t.  I went back into sales as a grad and I hadn’t done that as an intern.  I had no idea what I was doing but you have this feeling of, but I could do … I know I could do things if you gave me things, because I have that year of knowing how to do things.  
That’s it, I’ve done it before…  

Yeah

…and so, yeah, that bit of confidence…

Yes.  

…and feeling that, yeah, you’re on control…

Yeah, that’s it and I’ve got … most of the interns in my team come back if they want to, so we’ve had one that’s come back recently, and she’s raring to go.  Because she did such a high-profile full-on job in my team, another XXX person, she went back to XXX, has no re-joined as a grad, but she’s waiting for her project, waiting for the induction to finish, but she’s like, I’m ready.  

I want to get started.  

She did so well, and she left on such a high of like lots and lots of responsibility, and she will get that again, it’s that normal period of she’s just new again.  

And that always takes a bit of time, I think.  It sounds as though students are feeling sort of ownership for their job role; do they also develop them for the team, for XXX as a company?
Yeah, I think so.  I think the role that my interns do in our little team, it’s easier to feel that than others possibly.  Because we represent XXX, we talk about it day in, day out.  Obviously, we talk about all the plusses of it and we sell it as well as we can.  So I think you do have that kind of ownership for the company because you are delivering and you’re representing.  I think … I can see it from my own interns, we’re part of the UK team but we are part of a broader [unclear 00:46:52] team, and often they will be asked, by our main manager, XXX or Freya or Tom, can you help support this and can you deliver this.  They get well known within our little team about their expertise.  So one of them’s excellent at editing videos, like I couldn’t do that myself.  One is excellent at social media, another’s brilliant with design skills and can knock up a poster or advert, so they get known for those things.  And they had them, they came to us with those skills and then we just nurture them and then our main manager will now say, oh Tom if you’ve got time could you help with x, y, z and then they get the recognition for that.  Then they get known for that.  So I think then within the team they then feel really passionate about delivering not just their own UK things, but, oh I’ve made this for France or Germany.  

Becoming the expert in the team?
Yeah, and we’re lucky.  I can’t speak for every team, but we’re a very teamy team.  We’re not all based in the same location, obviously, people are based across the world.  We speak pretty much every day on video conference, we have an instant messenger kind of channel where we’re always chatting, and our managers work really hard to build … it didn’t happen naturally, she got it to be like that.  So I think they do feel they have ownership within the team and of other team projects than just theirs because we fostered this very close-knit team environment.  

That definitely makes sense.  Do you think there’s anything organisations can do to encourage ownership in a team?
I think…

Or in the job, whatever target?
Yeah, I suppose … obviously there’s times where, for example when people are brand new, there’s times where they can’t have ownership of much at all, just because they’re so new they don’t have the tools yet, they don’t have the systems, they don’t have the experience.  But personally, just because I’ve seen how well it’s worked for us, and after my kind of first year of not really knowing what to do with them, since then I’d like to think we really push them and we really enable them to have ownership because we … it’s not sink or swim but it’s … we will like throw you in and your safety net is down there but basically go off and make your mistakes, it will happen, and I talk about it with them all the time like stuff always goes wrong, as you know, it always does.  
It happens.  

And it’s for them to be okay with that and learn from … it’s the classic learn from their mistakes, learn from doing and from repeating tasks or shadowing tasks.  So I think because that type of way we work, works really well in our team, I would say more broadly probably for organisations I suppose the more they can give their interns for example, to do, with the support network in place, but give them that responsibility.  Because I think the more responsibilities they have, the more they feel like that’s theirs.  Being able to then take ownership of that.  

Absolutely.  Yes.  What do you think are the positives and negatives of students feeling ownership?

I suppose massive positive is obviously they feel it, they enjoy it, they deliver on it and then it’s win/win for everyone.  So it means I don’t have to do that piece of work, they loved it and they feel really confident and good about it in themselves.  I suppose the downside, so we have this example, XXX the student he was doing so well and he was … because he was doing so well he was putting himself forward for a lot of things and people were thinking really well of him and asking him to do more and more and more.  And he did get to the point where me and our manager and he had a chat where we just said, we don’t want you to burn out.  The work you’re doing is great, but it’s too much, no one person can do all of that.  So I think that’s the negative side of the downside is for some people, it’s taking on too much, trying to own a lot of things.  Trying to make sure that they are the … that is all them.  And it takes practise.  I still now, every so often I’ll be like, no, I must delegate this because I can’t do it all.  You want to do a good job so I think that could be the one downside and luckily for us as a team and XXX individually, he knew he could talk to us and he knew he could put his hand up and say, look, I’m struggling a bit, before it got too much.  So I think as long as you … they have that in place.  

Yes.  

But, yeah.  

It’s that safety net again isn’t it?
Yeah.  Exactly.  

Do you think there’s any … what are the positives and negatives for the organisation?  So what does the company get from ownership?
I suppose we get … I suppose, broadly thinking, from a diversity point of view, because we get a whole load of different people owning projects or owning tasks, it’s all responsibilities who then better reflect our customers and our … like the communities we live in.  Making sure that, for example we have our new students come in and we have some … a work experience programme for students who are from disadvantaged backgrounds.  They get fully involved as well and I think we learn, as a company, so much from them.  Even in my role we’ll chat with them around … as a young person, what do you think of this advert, would this attract you to the company?  So from like a really specific point of view, being able to get their new ideas and … so that’s obviously, you know, from a diverse point of view.  And then I think from a, I suppose, I’ve mentioned it before, but there’s 200 plus of them and they … this company moves forward because they’re here.  So I think the more we can get them to do, give them ownership, more tasks essentially we can get them doing, and driving forward 37 and-a-half-hours a week.  And there’s interns, maybe not ones in my own team, but there’s interns I hear about who, they make money for the company.  They sell things or develop things and then sold to people and they literally solve big challenges customers have and you’re like … not that, wow, you’re just an intern but, wow, an intern did that.  
Yeah, it’s impressive.  

And we hear it all the time, really impressive and obviously if that team didn’t give so and so the ownership to run with that or work on that for a bit or work alongside it, maybe that person would never have been able to deliver that and then the company wouldn’t have, I don’t know, acquired a new customer or sold a piece of software.  For us, in my immediate team, people join because they’ve met our interns.  People … we had … well, the current ones that I’ve got from XXX, they joined because the old ones from XXX, came back and basically sold it to them.  So from my own personal role point of view, if we didn’t have them having the ownership to go out and deliver presentations themselves, not me, people applied because of them.  So that’s really like a big impact for us.  

It is, isn’t it?  Absolutely.  Final question, we’ve mentioned job, team and organisational ownership, one other type of ownership that’s come up through my conversations with students is, ownership of their career.  

Yeah.  

It that something that you’ve seen?
Yeah, I think in XXX … obviously we have interns come in, they stay with us for the year.  It’s up to them completely after that what they do next.  Some will apply back, some will join back, others will decide it’s not the company for them.  And I think … for me, I always say to my interns, I did it, I came back but it’s not the route for everyone.  I came back into a more general role because I wanted to be back in XXX.  It was almost regardless of the fact what the role was and I just kind of knew that I would eventually move into what I wanted to do, which I have.  But then there’s interns of mine who will follow a similar path, they’ll … lots of them have come back because of the company.  And they just know that because of the skills they have and the projects they did and what they owned and responsibilities, that they will use those skills to kind of move themselves around and get to where they want to be.  I think there’s other interns, particularly on our marketing side, we don’t offer marketing graduate roles, so if you are someone who wants to be designing assets and creating things on Adobe illustrator and … we don’t offer that as a grad, so I’ve got quite a few interns who work for me who were excellent and these are really solid workers, like the ones who work like machines, it just wasn’t the company for them, just purely because the role wasn’t there.  So what they’ll do, they’ll kind of literally take ownership of thinking to themselves, that isn’t me, but because of the work I’ve done this year, and I suppose the experience I’ve had and the support I’ve had, I now know that route is me.  So then they’ll … I see it and I did it myself, when you go back to uni after your year, I was always a bit of a nerd and I would always go to everything and I’d do all my work.  But I don’t know, it changed up a notch.  

Absolutely.  

So many of my friends, myself included, we all got basically a grade higher for our final exams or final kind of … than we did in Year Two and I think it just gives you that … there’s something else kind of pushes you.  So when you go back to uni, I think so many of my ex-interns, I’ll hear from them now, and they’re back at uni for their final year and obviously they go into everything.  They’re going to the library for eight hours a day, they’re really committing and I think that seems like a massive change and they, I think, really take that on as, I have to do that in order to either get back into this company, get my 2-1, get to what I’ve seen someone else doing that I want to do.  
One student did mention how frustrated they were with their previous self because they didn’t go to everything in the second year, and now they can see actually, now they want to take in everything, have every experience.  

Yeah, it gives you that extra boost I think, even if you don’t realise.  Because I don’t know that I necessarily realised it myself because I always used to do everything I was supposed to.  But I definitely saw it in friends who would just like not go to everything, just doss around a bit.  And of course, for us it was cheaper back then as well, wasn’t it?  We didn’t have the fees in the same way.  But even they, final year, everyone came out a grade higher than they came in the second year.  

Yes, I know what you mean.  

Yeah, so that’s good.  

Excellent.  Well, thank you very much for that.  

Thank you, no problem.  

Let me just turn off the tape.  I say tape, the voice recorder.  
[End of Transcription 57:41]
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