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key points

Revenue in € million

16,568 >s

Free cash flow in
€ million

2929 .

Net Promoter Score
(no. of countries
with top-3 positions)

6 >3

% of women in
senior management

43.2 .

Underlying EBITA
margin (%)

3-5 )62

Leverage ratio

1.2 )54

Average number of
candidates

567,700 ,..

Number of VSO
volunteer hours

10,500 .

Adjusted net income
in € million

367.6 >«

Proposed dividend
per ordinary share (€)

0.95 )54

Employee
engagement
(on a 10-point scale)

7. 3 )40

Number of
employees trained
in business
principles

13,200 .,



ore data

in millions of €, unless otherwise indicated 2013 2012 A%

Key financials

Underlying’

Revenue 16,568.3 17,086.8 3)
Gross profit 3,011.6 3,102.0 3)
EBITA? 578.8 562.9 3
Actual

Revenue 16,568.3 17,086.8 (3)
Gross profit 3,010.0 3,107.3 3)
EBITA? 529.7 463.6 14
Net income 230.7 36.7 529
Free cash flow? 292.9 466.5 (37)
Net debt* 761.0 1,095.7 (31)
Shareholders' equity 2,907.8 2,724.9 7

Ratios (in % of revenue)

Underlying’

Gross margin 18.2 18.2

EBITA margin 3.5 3.3

Actual

Gross margin 18.2 18.2

EBITA margin 3.2 2.7

Net income margin 14 0.2

Share data

Basic earnings per ordinary share (in €) 1.25 0.17 635
Diluted earnings per ordinary share (in €)° 2.07 2.1 )
Dividend per ordinary share (in €) 0.95 1.25 (24)
Payout per ordinary share (in %)° 45 59 (24)
Closing price, year-end (in €) 47.15 27.81 70
Market capitalization, year-end 8,366.0 4,7853 75
Enterprise value, year-end’ 9,127.0 5.881.0 55

Employees/outlets

Average number of staffing employees 567,700 581,700 )
Average number of corporate employees 28,030 29,320 (4)
Number of branches, year-end?® 3,161 3,191 (1)
Number of Inhouse locations, year-end® 1,426 1,305 9

1 Underlying: actual gross profit and EBITA adjusted for one-offs, such as restructuring, integration costs and acquisition-related expenses.

2 EBITA: operating profit before amortization and impairment of acquisition-related intangible assets and goodwill, and badwill.

3 Free cash flow is the sum of net cash from operating and investing activities, excluding the acquisition and disposal of subsidiaries and associates.

4 Net debt: cash and cash equivalents minus borrowings.

5 Before amortization and impairment of acquisition-related intangible assets and goodwill, badwill, integration costs and one offs.

6 Payout per ordinary share in %: dividend per ordinary share on basic earnings per ordinary share adjusted for the net effect of amortization and impairment
of acquisition-related intangible assets and goodwiill, badwill, integration costs and one-offs.

7 Enterprise value: the total of market capitalization and net debt.

8 Branches are outlets from which various clients are served with a various number of services and which are located in residential/commercial areas. Inhouse

locations are outlets from which one client is served with a limited number of job profiles and which are located on the site of the customer.



safe harbor statement

This document contains forward-looking statements on
Randstad Holding nv’s future financial performance, results
from operations, and goals and strategy. By definition,
forward-looking statements generate risk and uncertainty
because they refer to events in the future and depend on
circumstances that cannot be foreseen in advance. Numerous
factors can contribute to material deviation from results

and developments indicated in forward-looking statements.
Such factors can include general economic circumstances,
scarcity on the labor market and the ensuing demand for
(flex) personnel, changes in labor legislation, personnel costs,
future exchange and interest rates, changes in tax rates,

future corporate mergers, acquisitions and divestments,

and the speed of technical developments. You should not
place undue reliance on these forward-looking statements.
They are made at the time of publication of the annual
financial statements of the company and in no way provide
guarantees for future performance. All operating and
business environments are subject to risk and uncertainty.
For this reason, we can offer no assurances that the forward-
looking statements published here will prove correct at a
future date, and the company assumes no duty to update any
such forward-looking statements.

talent for the future

‘We create value for
society as a whole
and continue to
shape the world

of work’

The theme of the 2013 annual report is ‘talent for the future’.
We have connected this theme with our main stakeholder
groups: our clients, our candidates, our employees and society
atlarge.

As a leading global HR services provider, we take the lead in
shaping the world of work by playing an important role in
making sure society has access to the right talents needed for
the future. By focusing on improving the knowledge and skills
of our employees and candidates, we enable them to advance
their careers and we help our clients to shape and maintain an
optimal workforce, both now and in the future. We ensure the
right people to apply for the right jobs by continuously
optimizing online and mobile technologies, which become
increasingly important to keep adding long-lasting value for
both our clients and candidates. As a leading player in HR
services, we also act as a thought leader, conducting our own
research to help shaping and actively anticipating a changing
world of work.

In this annual report, various stakeholders from across the
globe share their views on what Randstad means to them and
how they believe Randstad creates value for society as a whole.
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profile

who we are

Randstad is one of the global

leaders in HR services

Randstad specializes in solutions in the field of flexible work
and HR services. Our services include regular temporary
staffing and permanent placement of candidates. Through
our unique Inhouse Services concept, we also offer dedicated
on-site workforce management. In addition, we provide many
other HR solutions, such as recruitment process outsourcing,
managed services, payroll services and outplacement. We are
taking the lead in shaping the world of work, by matching
people with companies that will help them develop their
potential, and matching companies with people who will
work to develop their business.

Randstad was founded in 1960 in the Netherlands and is now
one of the global leaders in HR services. In 2013, Randstad
generated revenue of € 16.6 billion and had approximately
28,000 corporate employees and around 4,600 branches and
Inhouse locations in 39 countries. On average, we employed
567,700 candidates per day, while we placed over 85,000
candidates in permanent positions.

what we do

By finding employees the work they are best suited for, and
by finding employers the candidates who best fit into their
organization, we create value for society as a whole. It is our
ambition to be an employer of choice, helping us to continue
to attract the best people, who will in turn provide our clients
with the excellent execution they need. We ensure first-class
service delivery by using best practices and proven
standardized business models across our international
network. We contribute to a better society, as we can
leverage our experience and expertise, which we have gained
over more than 50 years. This way, we help to maximize
future employment and economic growth.

our core values and culture

We continue to adhere to and live by our five core values,
established in the company’s early days: to know, to serve, to
trust, striving for perfection, and simultaneous promotion of
all interests. Our values shape our culture, and help us
develop, grow, and better serve our clients, candidates and
other stakeholders.

We can only promote the interests of all our stakeholders if
we know them well. Our thorough knowledge of them and
our business enables us to serve them better. Our

engagement with our stakeholders and the service we
provide them builds mutual trust. This trust is enhanced by
continuously striving for perfection and simultaneously
promoting the interests of all our stakeholders and society in
general. We believe that this creates an essential foundation
for our business.

The values we share serve as a compass for everyone at
Randstad, guiding our behavior and representing the
foundation of our culture. Our continuing success, and our
reputation for integrity, service and professionalism, are based
on these values. The better we know our clients and
candidates and the better the relationship we have with
them, the better we are able to match their needs and exceed
their expectations.

our service concepts

Staffing

In Staffing, our largest business, we focus on recruiting
candidates with a secondary education or equivalent. The
concept covers temporary staffing and permanent placement.

Inhouse Services

Inhouse Services is a unique solution for managing a highly
efficient workforce with specific skill sets for which there is a
fluctuating level of demand. It is aimed at improving clients’
labor flexibility, retention, productivity and efficiency. For
Inhouse Services clients, we work on-site, exclusively for them,
providing a large number of candidates. We frequently work
with the client to determine specific performance criteria, and
provide total HR management, including recruitment &
selection, training, planning, retention, and management
reporting.

Professionals

For middle and senior management positions, we recruit
supervisors, managers, professionals, interim specialists and
consultants with an academic or equivalent qualification from
a wide range of disciplines. These include engineering, IT,
finance, healthcare and other disciplines, such as HR,
education, legal affairs, and marketing & communications.
This concept covers both temporary and permanent
placements.

HR Solutions

Through HR Solutions, we provide clients with a range of
services, including Recruitment Process Outsourcing (RPO),
Managed Services Programs (MSP), payroll services and various
other services, such as outplacement, outsourcing and
consultancy. As a part of RPO, we take on primary
responsibility for the recruitment and selection of a client's
workforce. MSP is one of our key offerings, whereby we take
on primary responsibility for the organization and
management of a client's contingent workforce. Our payroll
services take over clients' administrative burden, so that they
can focus on their core business needs.

annual report 2013 - Randstad Holding nv



4 profile

our global presence

B North America = Germany

- revenue € 3,686.9 million - revenue € 1,875.5 million

- 6,240 corporate staff - 2,530 corporate staff

- 101,800 candidates - 47,900 candidates

- 1,055 outlets, of which 293 Inhouse locations - 557 outlets, of which 266 Inhouse locations
B France = Belgium & Luxembourg

- revenue € 2,835.7 million - revenue € 1,238.7 million

- 3,590 corporate staff - 1,820 corporate staff

- 75,100 candidates - 39,700 candidates

- 791 outlets, of which 141 Inhouse locations - 307 outlets, of which 133 Inhouse locations
 Netherlands United Kingdom

- revenue € 2,739.4 million - revenue € 769.6 million

- 4,310 corporate staff - 1,520 corporate staff

- 80,800 candidates - 18,700 candidates

- 672 outlets, of which 348 Inhouse locations - 147 outlets, of which 53 Inhouse locations

We have expanded our reach through the following alliances: Adcorp (several African countries), Ancor (Russia and Commonwealth
of Independent States) and Barona (Finland).
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split by geography

2013: revenue €16,568.3 million
9%
7% 22%
5%
5%
7%
17%
1%
17%

geographic spread of staffing revenue (indl. hr solutions)

revenue Staffing: € 10,037.9 million

9%

8%
1%

9% 21%

10%

18%

geographic spread of professionals revenue

revenue Professionals: € 3,306.9 million

o 7%
1%2A:

42%

Iberia
- revenue € 896.9 million
- 1,390 corporate staff geographic spread of inhouse services revenue

- 48,800 candidates
- 405 outlets, of which 72 Inhouse locations

revenue Inhouse Services: € 3,223.5 million
8%

B Other European countries 3%7%

- revenue € 1,090.7 million o

- 2,000 corporate staff

- 43,800 candidates
- 435 outlets, of which 98 Inhouse locations

12%
8%

® Rest of the world 16%
- revenue € 1,434.9 million

- 4,450 corporate staff

- 111,100 candidates

- 218 outlets, of which 22 Inhouse locations

. North America . Germany . Iberia
. France . Belgium & Luxembourg . Other European countries
. Netherlands United Kingdom Rest of the world
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Board members from left to right:

Francois Béharel
(1970, French)

- Joined Randstad in 2008
- Appointed to the Executive Board in
2013

Background

With a Bachelor's degree in
distribution management and
commercialization techniques, Francois
Béharel joined Vedior in 1999 as a
regional manager and, following
various promotions, became CEO of
Vedior France in May 2007. Following
the acquisition by Randstad, he was
appointed President and CEO of the
new combined Randstad Groupe
France and played a key role in the
integration of its businesses.

Responsibilities

Francois Béharel is responsible for
France, Spain, Portugal, Brazil,
Argentina, Chile, and Uruguay.

Jacques van den Broek
(1960, Dutch)

- Joined Randstad in 1988
- Appointed to the Executive Board in
2004

Background

After graduating in law, Jacques van
den Broek held a management
position with an international trading
company until he joined Randstad as a
branch manager. Appointments
followed as regional director in the
Netherlands and, subsequently,
marketing director Randstad Europe.
In 2002, he moved to Capac Inhouse
Services as managing director, also
taking on responsibility for Randstad in
Denmark and Switzerland.

Responsibilities

Jacques van den Broek is responsible
for the UK, Belgium & Luxembourg,
Germany, Italy, Switzerland, Middle
East, Yacht, and global client solutions.

Robert Jan van de Kraats
(1960, Dutch)

CFO and Vice-Chairman of the
Executive Board

- Joined Randstad in 2001
- Appointed as Vice-Chairman of the
Executive Board in 2006

Background

A certified auditor, Robert Jan van de
Kraats began his career with one of
the big four accountancy firms. In
1989, he joined an international
technology group as finance and IT
director for the Netherlands. He held
various senior positions with an
international credit insurance group
from 1994, and in 1999 he was
appointed CFO and member of its
managing board. He joined Randstad
in 2001 as CFO.

Responsibilities

Robert Jan van de Kraats is responsible
for Group control, strategy and M&A,
accounting, tax, treasury, business risk
& audit, IT, investor relations and
shared service centers. In addition, he is
responsible for Japan and India.

Linda Galipeau
(1963, Canadian)

- Joined Randstad in 1995
- Appointed to the Executive Board in
2012

Background

After receiving an MBA degree in
marketing and managerial economics
and several years in the staffing
industry, Linda Galipeau joined
Randstad in 1995 as district manager in
the US. In 1997, she started the
Canadian operations and in 2008 she
was appointed President of Randstad
Staffing in the US.

Responsibilities

Linda Galipeau is responsible for North
America, Mexico and the coordination
of Professionals.

Ben Noteboom

(1958, Dutch)

CEO and Chairman of the Executive
Board

- Joined Randstad in 1993
- Appointed as CEO and Chairman of
the Executive Board in 2003

Background

After graduating in law, Ben
Noteboom held international
management positions with a major
chemical company. After joining
Randstad, he was initially responsible
for the integration of a number of
major acquisitions. He then held a
series of senior management positions
and started Capac Inhouse Services, for
which he had Europe-wide
responsibility from 2000. He is also a
member of the Supervisory Board of
Royal Ahold.

Responsibilities

In addition to his chairmanship of the
Executive Board, Ben Noteboom is
responsible for Australia, New Zealand,
China, Hong Kong, Singapore,
Malaysia and Group HR, marketing &
communications, business concept
development, innovation, legal affairs
and public affairs.

Leo Lindelauf
(1951, Dutch)

- Joined Randstad in 1979
- Appointed to the Executive Board in
2001

Background

Following his education at an academy
for social studies, Leo Lindelauf
graduated in industrial engineering
and management science. He began
his career as a community worker.

After joining Randstad, he worked as
district manager and regional manager
before being appointed regional
director in the Netherlands. He became
managing director of Tempo-Team in
1994 and managing director for
Randstad Europe, including the
position of managing director
Randstad Netherlands in 1999. He is
also a member of the Supervisory
Board of Macintosh Retail Group NV.

Responsibilities

Leo Lindelauf is responsible for
Randstad and Tempo-Team in the
Netherlands, Nordics, Eastern Europe,
Greece, and Turkey.
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Dear Stakeholder,

Market conditions over the past two years have certainly been
challenging — particularly in Europe. But they have now
started to improve, and the final quarter of 2013 marked a
return to growth. During these two years, we have been
improving our performance and optimizing our
organizational structures — in several ways.

First, in 2013, we achieved a significant reduction in our costs.
We were able to do this largely through natural attrition of
our workforce. But unfortunately, we could not avoid
involuntary job losses entirely. | would like to express my
thanks to those to whom we have had to say goodbye for
their valued contribution to the company, which in some cases
extended over many years. As many of these programs have
come to an end, we can look forward to reaping the benefits
of a more efficient organization.

Secondly, we have made good progress on pursuing our
strategic priorities. We have, for example, worked hard to
ensure that our clients can benefit from optimized delivery
models. At the same time, we have reassessed the value of our
contracts with clients, terminating those that were least
profitable (particularly in North America and across Europe).

Over the past year, we have also been positioning ourselves
for growth. For example, we have been working to accelerate
growth in Professionals, permanent placements and small and
medium-sized enterprises (SMEs). In addition, we have been

intensifying our pursuit of new opportunities arising from the
growing demand for Recruitment Process Outsourcing (RPO)
and Managed Services Programs (MSPs).

In June 2013, we acquired the general staffing activities from
USG People in Spain, Italy, Poland, Switzerland, Luxembourg
and Austria. This transaction offered us a unique opportunity
to increase our market position in these countries, and to
enter the Austrian market. | would like to welcome all
colleagues who joined us over the summer.

Sustainable growth has been key to Randstad since its
foundation, as reflected in our core values, taking the interests
of all our stakeholders into account. To illustrate what this
means in practice, this annual report is structured around our
stakeholder groups: clients, candidates, employees and
society. We elaborate on how Randstad adds value to these
groups, we outline the strategy put in place to achieve our
ambition, and show financial and relevant non-financial KPIs
that reflect our performance. This approach marks a new step
towards integrated reporting.

We have noticed that an increasing number of clients are
looking for a long-term, customized talent strategy that
covers their total workforce. We call this total talent
architecture. Given our broad service offering and our global
reach, we are well-positioned to help our clients develop an
appropriate HR strategy and optimize their entire workforce —



not only for now, but also into the future. Flexibility in the
workforce is more important than ever.

However, some recent and proposed legislation would seem
to work against flexibility in the labor market, stifling
economic recovery and employment. We are therefore calling
for more support from the entire industry to ensure that
proper attention is given to our beneficial role in society.
Barriers that unnecessarily hinder the optimal employment of
candidates should be lowered not raised. Flexibility helps our
candidates in their own career development and it is also a
prerequisite for job creation and sustainable economic
growth.

The results of our various efforts give us confidence for the
future. Profitability has been improving throughout the year,
and we remain confident that we will reach our strategic
targets. Our revenue was € 16.6 billion, which was 3% below
2012. And from September 2013 onwards, we have been
experiencing low single-digit growth.

Our financial position was further enhanced: solid cash flow
generation brought our net debt down to € 761 million, while
our leverage ratio was well within our target range of
between 0 and 2. For 2013, we propose a dividend of € 0.95
per ordinary share. Shareholders will, again, be able to choose
to be paid in shares or cash.

We help our clients to find talent for the future. Naturally, we
need to practice what we preach - and we have certainly
done so in proposing to appoint Chris Heutink to the
Executive Board and the appointment of Jacques van den
Broek as my successor. These are excellent examples of our
own talent management process of actively promoting
internal candidates for senior management positions.

These past 21 years at Randstad have been an incredible
adventure. One of the things | am most proud of is the fact
that the number of people we put to work every day has
increased over that time by some 400,000. | am grateful for
the support of our stakeholders and shareholders, including
Frits Goldschmeding, during all these years. | would like to
thank my fellow Executive Board members for their strong
commitment and dedication to the company and to the team,
and past and present Supervisory Board members for their
guidance. | also thank our clients and candidates for their
continued trust and involvement. But most of all, | owe a
heartfelt thank you to all Randstad employees for their
engagement and hard work, putting in their time and energy
also when times were tough. It is because of you that
Randstad became the company that it is today. It has been an
honor and a pleasure to work with you.

revenue

in millions of €
A%

2010 (NN -, 179.3 14
2011 I 6.224.9 14
2012 I (7.0s6.8 5
2013 [ 15683 ®)

ebita, underlying

in millions of €
margin

2010 I 509.6 3.6%
2011 I 6006 3.7%
2012 I 5629  33%
2013 I 5758 3.5%

net debt

in millions of € leverage
ratio

2010 [ 0o 15

201 [, 026 18
2012 [, 1 095.7 17
2013 [, 1.0 12

Together with all our stakeholders, we are gearing up for
profitable organic growth. Randstad is in excellent shape, and
I am confident of a bright future. | wish Jacques and all other
colleagues around the world lots of success in taking Randstad
to the next level.

It has been very good to know you,

Ben Noteboom

annual report 2013 - Randstad Holding nv
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our business environment

introduction

Randstad operates in an industry with structural growth
potential. In this section, we explain the growth drivers for our
industry, key developments in our markets and the most
significant differentials between markets. In combination,
these form the foundations of our strategy through which we
create value for our stakeholders.

HR services represent one of the world's fastest-growing
industries, with a global market size of about € 310 billion. Yet
in many major economies, staffing and other HR services are
still in development. As the world’s second-largest HR services
provider, we see it as our responsibility to take an active role
in developing the industry in the long term. Changing labor
market trends and customer needs, including an aging
population, shifting surpluses and shortages, and increased
flexibility, require the development of new solutions. By
finding the right balance between the changing needs of
employers and employees, we will bring supply and demand
together. In broad terms, we influence legislation, protect
employees and help organizations. We see it as our mission to
take the lead in shaping the world of work.

The HR services industry is divided roughly into three main
segments: staffing, professionals and executive search.
Randstad is primarily active in the first two. The global staffing
market is worth an estimated € 205 billion, and accounts for
around 61% of our revenue. Staffing focuses predominantly
on recruiting white-collar and blue-collar and workers with at
least secondary education or equivalent for temporary or
permanent placements. This segment also includes Inhouse
Services (19% of our revenue), which provides on-site
workforce solutions, and HR Solutions (around 6% of our
revenue). Through the latter, we offer other HR services, such
as Recruitment Process Outsourcing (RPO), Managed Services
Programs (MSP), payroll services and outplacement. The
professionals market is worth around € 95 billion globally,

global hr services market 2013

€10 billion

€95 billion

€ 205 billion

. professionals . executive search

. staffing

source: Randstad estimates
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global market share 2013

6%

84%

rest of the market

. Adecco

source: Randstad estimates

. Randstad . Manpower

and accounts for around 20% of our revenue. This segment
includes permanent and temporary placement of qualified
professionals and candidates with a university or equivalent
education. Many candidates have previous work experience.

market dynamics

HR services markets around the world are in different phases
of development. Labor laws and penetration rates differ, and
countries are at various stages of the current economic cycle.

But despite these differences, they all offer opportunities for

growth.

Gross-margin differentials

Gross margin, which is determined by the fee our clients pay
for our services, differs from market to market, and depends
on the level of added value and the business mix. The level of
added value is often determined by specific market
characteristics. The business mix mainly relates to the share of
permanent placement fees and other fee-based business such
as Recruitment Process Outsourcing.

Flexibility

There is a growing recognition among our clients that a more
flexible workforce drives productivity and competitiveness.
Many of our clients are required to adjust their workforce
even during the course of a single day, while they also need to
take care of their long-term planning. Flexibility is a driver for
gross margin in all markets in which we operate, as clients are
willing to pay a premium for creating and maintaining a
flexible layer in their workforce. As our clients are
experiencing more volatile activity levels, there is a greater
need for flexibility.

Outsourcing HR activities
Besides providing access to flexibility, we add value by taking
responsibility for recruiting, interviewing and testing



candidates, and arranging medical insurance and payroll
administration. This enables clients to reduce the workload of
their HR department, and allows their HR team to focus on
activities that add further value to their business, such as
talent development. In the US and the Netherlands, we
commonly handle the entire recruitment process, and manage
several other HR functions, all of which drive gross margin. In
France, it is becoming more common to outsource such HR
activities.

Specialties/Professionals

The relative importance of our Professionals offering differs
from country to country. To fulfill the specific needs of our
clients, the recruitment process tends to be more time
consuming, so that the added value perceived is reflected in
higher gross margins. In the US and the UK, the Professionals
segment makes up a large part of the total market and is a
clear gross-margin driver for the sector. In most other markets,
this offering is gaining traction.

Permanent placement fees

Permanent placement fees contribute significantly to the
gross margin. In most markets, these fees are based on a
certain percentage of the candidate’s salary. As we do not
have to pay the candidate’s salary, the fee converts almost
directly into gross profit. In markets with a significant share of
permanent placements, like the US and the UK, the gross
margin tends to be higher than in other markets.

Idle-time management

'Idle-time risk" is the risk of having employees on our payroll
who are not assigned to a client. This risk exists mainly in
Germany and the Netherlands. In Germany, we are legally
required to keep employees on our payroll. In the
Netherlands, the risk of idle time only applies in the case of
people with highly-skilled profiles on a permanent contract.
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gross-margin differentials

us FR NL GE BE

Flexibility +- ++ ++ ++ ++
Outsourcing HR activities ++ +- + + +
Specialties/Professionals ++ + ++ +- +
Permanent placement fees ++ + + + +
Idle-time management n.a. n.a. +- ++ na.
Lower total labor cost +- +- + +-  na.

However, since these are relatively easy to place with an
employer, the actual risk of idle time is not very high. Our
successful management of this risk has a positive effect on our
gross margin.

Lower total labor cost

Through our services, we are able to lower the total cost of
labor for our clients, as they pay only for actual hours worked.
They are willing to pay a premium for this. Our clients also
benefit from a collective labor agreement (CLA), whereby
sector-wide CLAs reduce processing costs. These are some of
the key reasons that clients in the Netherlands and Germany
work with staffing companies. However, these sector-wide
CLAs do not exist in all markets. In France, for example, labor
cost per hour for staffing is even higher than for permanent
employees. This is because equal pay is required during the
assignment, and additional payments are required at the end
of an assignment. This has a negative impact on the French
gross margin. On balance, staffing is still cheaper for
employers in France, as they only pay for actual hours worked.
For them, the right balance between quality and quantity of
labor leads to higher cost efficiency.

Legislative differences

At Randstad we believe that regulation should aim at a
balance between flexibility and security of temporary workers.
More balanced regulation facilitates putting more people to
work.

The global HR services industry is regulated by the
International Labour Organization (ILO) Convention 181 and
Recommendation 188. This Convention defines minimum
standards for staffing and recruitment, especially recognizing
the importance of flexibility in the functioning of labor
markets. Since the Convention was adopted in 1997, it has so
far been ratified by 27 countries worldwide, of which 14
countries in the EU. Two new ratifications took place in
2012-2013, and Ciett and ILO are promoting further
ratifications.

There are major differences in the levels of legislation around
the globe. In mature staffing markets, temporary agency work
is well regulated, with the nature of the regulation varying
from light to heavy. Nationally, staffing is regulated by
general labor law, supplemented by specific staffing
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legislative differences

Countries

Market type
Market-driven | Europe UK
US, Australia,
New Zealand

Non-Europe

Cluster characteristics

Rapid agency work (AW) development with appreciable drop-off in the crisis
Open regulatory environment with limited restrictions
Liberal economies favoring flexibility over security

WWESCIU V(eI Netherlands,

Switzerland,
Austria, Germany

Above-average AW penetration in relatively mature markets

Moderately regulated, varying balances of flexibility and security

Labor market organized and regulated by collective agreements between social
partners

Nordics Sweden, Norway,
Denmark, Finland

Historically low AW penetration and slow industry development
Unique Nordic social and economic system

Asia Japan

Generally liberal economies but high value placed on security and social acceptance
challenges

Legislator-
driven Luxembourg

\WESCIGYI(elo-Mll France, Belgium,

(WECHGIELEI I [taly, Greece

Spain, Portugal

Penetration depending on level of industry development, ranging from below to above
average

Highly regulated, weighted towards job security rather than flexibility

Historically labor markets with high unemployment relative to social-dialogue peers

Emerging Europe Eastern Europe

Nascent industries with AW legally recognized only recently

Latin America

India, China

Latin America - Regulatory policies still in development
- Economic policies and market dynamics still evolving

regulations. This is complemented by CLAs and industry self-
regulation.

From a legal and social-economic perspective, our markets can
be clustered into four types with different characteristics:
market-driven, social-dialogue-based, legislator-driven, and
emerging markets. In the overview 'legislative differences’,
characteristics per market type and per country are shown.
Market-driven countries such as the US, the UK and Australia,
as well as some of the social-dialogue-based countries, such as
the Netherlands and Japan, have the world’'s most liberal
recruitment and staffing markets in terms of legal
environment.

In the overview 'state of play on regulation and trends, 2013’
we provide the status of regulation and the regulatory trends
in the main countries where Randstad is active. Given our
strong involvement in national and international employment
institutions, we use this overview to show our performance
with regard to the employment-market KPI: contribution to
the regulation/deregulation of labor markets. In the
remainder of this section, we share more detailed information
on the recent developments and trends around regulation in
the different countries in which we operate. More on
employment-market KPIs can be found in 'value for society'
under 'stakeholder dialogue'.

Social-dialogue-based markets

In 2012, Japan adopted changes to its Labor Dispatch Law.
Compared to an earlier draft, the changes include a number
of positive developments. For instance, the proposed total ban
on 'spot business' (assignments < 30 days) has been softened
to allow for daily contracts for certain target groups. Further
positive amendments are being discussed by the
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current government. Randstad is closely involved in the
legislative process, which may lead to a more liberal operating
environment for staffing as of 2014/2015.

The Netherlands has a CLA for the staffing industry. In 2012, a
new CLA for temporary agency workers was concluded for a
period of five years. It stipulates that, as of January 2015, the
equal-pay principle will be introduced for temporary staff
from the start of their contract. However, derogation from
the equal-pay principle in the first 26 weeks will apply to
certain groups of people who are particularly difficult to place
and for employees with a permanent employment contract.
Details are still to be negotiated. Furthermore, the unions
have clearly stated that temporary agency work is their
preferred form of external flexibility.

Germany also has a CLA for the staffing industry. In
September 2013, the joint negotiating consortium of the
temporary employment industry (VGZ) and the association of
the German Confederation of Trade Unions (DGB) concluded
anew CLA. As of January 1, 2014, CLA salaries were increased
in both West and East Germany. The framework conditions of
the new CLA form the basis of the rates of surcharges for
agency workers in different sectors. Since the first agreement
of mid 2012, a further eight agreements on surcharges for
agency workers were signed for different industry sectors.

The new CDU-SPD government is expected to propose the
introduction of a statutory, general minimum wage of € 8.50
per hour. Limited regulatory changes are expected to be
proposed with regard to agency work.

Some countries still maintain unjustified restrictions, and these
will need to be reviewed and lifted. The recent economic crisis



state of play on staffing regulation and trends, 2013
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Sweden

Switzerland

France

Greece

Italy

Belgium

Luxembourg

Legislator-driven

Portugal

Spain

Argentina

Brazil

China

Czech Republic
Hungary
Poland

India

Mexico
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Turkey

. appropriate/liberal regulation —> trend has improved

. workable regulation/to be improved <> trend has not changed

. restrictive/no specific regulation <— trend has reversed

has shown that countries with unreformed labor markets,
which do not allow for enough labor market flexibility (often
markets of the legislator-driven type), tend to have higher
unemployment, lower participation rates and fewer new jobs,
leading to a lower rating on the World Economic Forum/\WVEF
competitiveness index. This in itself provides a strong case for
reform. There is a clear correlation between labor market
effectiveness and competitiveness.

Legislator-driven markets

Labor market reforms in Spain, Italy, Portugal and Greece
have been high on the EU agenda during the past years.
However, no substantial regulatory changes affecting our
business were to be reported in those countries in 2013.

In 2012, the social partners in France agreed on labor market
reforms based on the principles of combining labor market
flexibility and employment security. This agreement was
finalized in January 2013. Short-term direct contracts of three
months or less will be subject to higher social charges to be
paid by the employer. Agency work contracts are exempt
from this higher taxation, a clear recognition of the
transitional role of our industry. Another positive
development for the staffing industry in France is that in July
2013 the social partners agreed on, on the one hand, to allow
agency workers to be given permanent contracts and, on the
other hand, to urge agencies to invest more in the training of
agency workers and in providing ‘loyal’ agency workers with
more hours of work. Implementation is expected within a few
months. In Belgium, a new reason for the use of agency work
was introduced, facilitating recruitment of direct, permanent
jobs. However, the use of agency workers in the public sector
is still banned. Nevertheless, the government issued a
statement indicating that the sector would soon be open to
agency work, and the topic is currently the subject of intense
discussion among the social partners.

Emerging markets

In China, the Labor Contract Law was amended in July 2013.
Most of the changes were of an administrative character, with
the exception of the introduction of a cap of 10% on
outsourced workers per entity/company, the introduction of
the principle of ‘equal pay for equal work’ and the prohibition
of cross-border dispatching. Although application guidelines
are still to be introduced, we feel that on the whole the
changes could be beneficial for the professionalization of the
staffing industry in China, while also creating some
unfavorable constraints on the payrolling business (known in
China as Traditional Staffing). Many Latin-American countries
have long-established staffing markets. Here, as in the less
mature Southern and Eastern European markets, the social
partners (e.g., unions and employers) play an active role in
regulating the labor market. Social acceptance of temporary
staffing by all stakeholders will be key to the removal of
unjustified legal restrictions.

In the Nordic countries, agency work is legally allowed but, as
in Latin America, it is not yet socially accepted as a normal part
of the labor market.

Meanwhile, emerging markets like Turkey, India and Malaysia
currently still lack the effective legal framework required to
develop the staffing business. Proper regulation will help
develop the industry in emerging markets, prevent unfair
competition and distinguish high-quality, well-requlated
agency work from other irregular and often illegal forms of
flexible labor. In Turkey, a draft law on agency work has been
under discussion during the past few years.
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Agency Work Directive

A major step forward in the regulation of the European
staffing market was taken in 2008, when the European
Parliament adopted the Agency Work Directive (AWD). The
AWD recognizes the positive role of agency work and allows
for greater flexibility, which we believe gives greater scope for
further evolution. The aim of the AWD is to identify and lift all
unjustified and/or disproportionate restrictions on temporary
agency work, while also protecting the rights of temporary
agency workers, including the right to equal pay and the right
to fair treatment.

The deadline for implementing the AWD was December 5,
2011. All EU countries have implemented the AWD. However,
the process of lifting unjustified restrictions in regulations and
collective labor agreements has by no means been completed.
Meanwhile, jurisprudence is in the making. Recently, a Finnish
case was referred to the European Court of Justice, dealing
with the matter of which restrictions could be justified within
the limits of the AWD. In Sweden, the agency work federation
is considering starting a legal case on a comparable issue. We
are optimistic that we will witness further removal of
restrictions in the coming years. The European Commission is
expected to publish a report on the status of implementation
of the AWD in 2014.

One of the reasons for our confidence is that, over the past
decade, governments and notably European trade unions
have consistently shown a greater awareness and acceptance
of the benefits and added value of temporary agency work
for the labor market. They increasingly recognize the positive
contribution that the staffing industry makes to the labor
market — managing transitions, creating a stepping-stone
function, contributing to job creation, and decreasing long-
term unemployment and undeclared work. Global trade
unions, however, started a global campaign against agency
work in 2012, arguing that agency work undermines
fundamental human rights. Their intent is to negotiate
agreements with companies that would limit the use of
agency work. In close cooperation with our industry
federation Ciett and other employers' federations, we are
responding to these unjustified and untrue allegations. As
part of these efforts, in 2012, Ciett launched its "Way to Work
campaign'. In addition, the European Commission published
an ‘Employment & Recruitment Agencies Sector Guide on
Implementing the UN Guiding Principles on Business and
Human Rights.'

An increasing number of countries are also accepting that a
well-regulated market for agency work offers a great deal
more protection for temporary workers, and reduces the
amount of irregular work. In addition, they recognize that HR
services providers such as Randstad can play a positive role in
job creation, the protection of workers’ rights and overall
economic growth.
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key market trends

Companies are increasingly looking for providers who deliver
solutions that address talent needs across a broad continuum,
encompassing both contingent workforce supplier
management and traditional employee talent acquisition.
Clients demand complete solutions that help them improve
business agility. This trend leads to a closer relationship
between clients and providers like Randstad. Through our
broad solutions capability and our extensive resources and
expertise, we are well-positioned to meet that demand. We
call this 'total talent architecture'.

In 2013, Randstad Sourceright built on its success in addressing
the demand for strategic talent solutions. This demand is
buoyed in part by buyer organizations that have experienced
strong growth with a need to address critical workforce gaps
quickly and effectively in a market of talent scarcity. These
employers are looking for a provider with sophisticated
capabilities and with extensive global resources, which can
serve as a talent advisor to guide them through changing
market conditions. As buyers become more sophisticated, this
will drive market opportunities in both Recruitment Process
Outsourcing (RPO) and Managed Services Programs (MSPs).

Within the solutions sector, the RPO market continues to see
strong demand, especially in North America and the Asia-
Pacific region. Clients are looking for an RPO provider that can
deliver not only cost advantages but also effective sourcing
expertise and scalability. In mature markets such as the US,
buyers are often implementing an RPO for a second or even
third time, and thus require service providers to deliver next-
generation recruitment practices and solutions that further
align with their business. Randstad is well-positioned to
capitalize on these developments through our global

key market trends

specialization:
clients are more
willing to pay higher
fees for specialist
skilled staff in

short supply

large and complex:
clients require more
sophisticated solutions
to manage workforce
recruitment better and
more effectively

traditional
agency
model

low-cost alternatives:
clients and small
agencies have access to
technology platforms
that offer an alternative
to recruit differently

outsourcing:

clients are more open
to outsourcing into
BPO/SOW/packages




capabilities and the innovation demonstrated by our
centralized recruitment centers.

The MSP market also continues to evolve rapidly. This
development is in part being driven by broad engagement
among large organizations, more than half of which have
addressed a portion of their contingent management with a
programmatic approach. Growth will also stem from
organizations interested in capturing more spend in existing
and new categories, including notable interest in the health
and industrial sectors. MSP buyers are also increasingly looking
for service providers with broad geographic delivery
capabilities. Most of the new MSP opportunity pursuit in 2013
included multi-country, multi-region or global objectives. With
Randstad’s continued investment in new and existing

markets, our MSP growth in 2013 outpaced the broader
market.

Another trend we see more firmly embedded is proactive
recruitment and the extensive use of the internet and social
media. This methodology has been used for some time but is
gaining greater momentum. Proactive recruitment or
'headhunting' used to be the exclusive territory of executive
profiles, but with new technologies this can become standard
practice for a much wider range of positions. Innovations have
also taken place in the interviewing and testing part of the
recruitment process. E-tools and big data analytics have
increased the quality of the databases and improved the
speed and efficiency of the entire procedure. Our role,
therefore, is increasingly strategic: sourcing people is not
always the greatest challenge; making sure the candidate fits
the client profile and will deliver results once onboard.

growth drivers

Geographically, Randstad is active in countries representing
over 90% of the global HR services market, and our strategy
has been designed to capitalize on the structural growth in
these markets. Randstad has defined four growth drivers for
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our industry. These are a need for greater flexibility, changing
demographics, deregulation, and an increased demand
among our clients for a total offering. We believe these
external growth drivers will define the HR services market for
decades to come. We have designed our strategy to anticipate
and respond to these drivers, throughout economic cycles, as
effectively and agilely as possible.

Need for flexibility

One of the most important drivers of long-term structural
growth in our markets is the need for increased flexibility
among both our clients and our candidates. A more flexible
workforce helps our clients improve their productivity and
competitiveness. We are seeing that the topic of flexibility will
rise on our clients’ strategic agenda in the years ahead. Clearly,
due to current macro-economic circumstances, our clients are
experiencing more volatile levels of activity. Clients are
required to adjust their workforce even during the course of a
day, while they also need to take care of their long-term
planning. As a result, they are actively managing the flexible
component of their workforce. There is also a growing
demand for more flexibility among candidates, in line with a
growing interest in working from home, self-employment,
part-time work, and working alternative hours.

Penetration rate, the number of temporary workers as a
percentage of a total labor force, is an important indicator of
the structural growth of our industry. The graph 'staffing
penetration rates' shows the growth trend for the largest
markets. As we strive to improve global employment
participation, we use the development of penetration rates to
report on our performance in this area. Penetration rate is a
metric that we have identified as an employment-market KPI
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in our sustainability framework. More on employment-market
KPIs can be found in 'value for society' under 'stakeholder
dialogue'.

Penetration rates are usually higher in mature markets, where
staffing has long been a reputable solution for flexibility in
the workplace. Growth in such markets is achieved in different
ways, because they are ready for differentiated propositions in
Staffing and Professionals and additional added-value services,
such as outplacement, RPO and managed services. Although
the working environment is well- regulated in these markets,
there are clear differences in market characteristics, which
become visible in gross margins. Since added value is created
differently across these markets, the level of added value
results in different gross margin levels.

Demographics

A number of academic studies commissioned by Randstad
from SEO Economic Research ('Mind the Gap' in 2007, 'Drivers
of Participation' in 2009, 'Bridging the Gap' in 2010 and 'Into
the Gap' in 2012) reveal that aging and declining population
growth is set to lead in the long run to an enormous potential
shortage of people with vital skills in most developed
countries. In addition, there is a growing mismatch between
the qualifications and skills of workers and the rapidly
evolving demands of the labor market. 'Into the Gap' suggests
that in 2020, both in the EU and the US, there will be a surplus
of medium-skilled workers, compared to a substantial
shortage of highly skilled workers and a steady demand for
those with elementary skills. This development can be

talent gaps by 2020 and beyond

characterized as the ‘squeezed middle’. At the same time,
demands of the employment market are also changing,
driven by the continuous development of technology. This is
creating new jobs while making others obsolete.

These SEO studies (which can be found on our corporate
website) predict that unless we can improve labor
participation rates, education and training, productivity, and
employee mobility, the potential employment gap is set to
grow beyond 35 million people by 2050 in the EU alone. The
current economic environment in Europe — and the
consequent slowdown in the creation of new jobs — will lead
to fewer job vacancies in the next decade. The long-term
shortfall is still set to be dramatic, unless governments take
action.

One significant way in which participation in the labor market
may be increased is to make standard employment relation-
ships more flexible, focusing on employment security rather
than job security. This will lead to higher mobility in the
employment market and will drive future growth of our
industry.

Indeed, we strongly believe in the merits of this model of
combining labor market flexibility with employment security.

Part-time work, fixed-term contracts, temporary work, and
self-employment are all becoming more common. According
to ILO sources, about half of the global workforce today is
engaged in waged employment, but many do not work full-
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time for a single employer. What was once 'standard' has
become the exception. In May 2013, Randstad launched the
first edition of Flexibility@work, a new, joint annual Randstad-
SEO report on flexible labor and employment. It provides a
comprehensive overview of international trends in the flexible
labor markets in Europe, Japan and the US. It demonstrates
that rules and regulations that apply to the use of flexible
contracts play an important part in the process of economic
growth, thus validating our growth driver ‘regulation’. More
information can be found on our corporate website.

At Randstad, we play a major role in facilitating the transition
from unemployment to work and from education to work.
Temporary work can also play a bigger role in providing
intermediate employment, driving participation through its
stepping-stone function, and by offering candidates a career.

Clients are looking for a total offering

Randstad'’s clients are not only looking for fewer suppliers of
HR services; they are also looking for a broader range of HR
services from the suppliers they use, ranging from temporary
staffing and permanent placements to outsourcing and
managed services. We have noticed that an increasing
number of our clients are looking for a long-term customized
talent strategy that covers their total workforce. This offers us
a unique opportunity to engage our clients in a strategic
discussion about their HR strategy and how they may be able
to further optimize their entire workforce. We call this total
talent architecture. Randstad is well-positioned to provide
total talent solutions based on our broad service offering and
international coverage. In most cases, we can build upon a
long-standing relationship with our clients to whom we
already provide part of our service offering, while at the same
time we engage with new clients.

Many international clients are looking for global solutions,
and Randstad's global client solutions team leverages the
Group's knowledge and capabilities across local markets to
successfully meet this demand. We have dedicated teams of
specialists focusing on specific industries to provide a full
range of service concepts in both established and emerging
markets. Today, international clients generate around 25% of
our revenue.

Deregulation

Another important driver of market growth is deregulation. It
has been proven that well-regulated markets that encourage
temporary employment recover more quickly from economic
downturns, and also have lower unemployment rates. At
Randstad, we support this move towards more balanced
legislation, and try to influence it in positive ways. It is
important to stress that Randstad is not looking for a system
without rules, but rather that we would like to see the lifting
of unjustified restrictions in overregulated markets. Obviously,
we would also like to see a fair and effective regulatory
environment in markets where this has yet to be introduced.
New opportunities are arising as an increasing number of

17

governments are recognizing the need for flexibility in their
employment markets.

We believe the best way of finding the most appropriate
balance of regulations for our services is through constructive
social dialogue. This is in line with our core value
‘simultaneous promotion of all interests’, which lies at the
heart of our labor market relationships and stakeholder
dialogue. Through proactive collaboration with governmental
authorities, industry associations, unions and others, we can
help influence legislation and regulations in positive ways that
stimulate sustainable growth, employment, flexibility and
equal opportunities. We strongly believe that our business
must always benefit society as a whole.

Randstad believes government authorities will have to take
measures to encourage the creation of jobs and participation
in the labor market. Key to this will be the stimulation of
life-long learning and flexible labor contracts. Randstad could
play a vital role as transition manager here, as we move to the
next stage in the evolution of labor markets.

annual report 2013 - Randstad Holding nv


http://www.randstad.com/press-room/research-reports

value proposition

& strateqy

introduction

sustainability framework

value for our clients and candidates
value for our employees

value for society

sustainability basics

strategic priorities and targets




introduction

how we create value

By finding employees the work they are best suited for, and
by finding employers the candidates who best fit into their
organization, we create value for society as a whole. It is our
ambition to be an employer of choice, helping us to continue
to attract the best people, who in turn will provide our clients
with the excellent execution they need. It enables us to
contribute to a better society, as we can leverage our
experience and expertise, which we have gained over more
than 50 years. As such, we help to maximize future
employment and economic growth.

Since the formulation of our core values in the 1970s, we have
aspired to grow sustainably, our aim being to safeguard the
business and its long-term viability, while taking the interests
of all stakeholders into account, and making our business
increasingly relevant to all parties involved. This aspiration is
clearly reflected in our core value 'simultaneous promotion of
all interests'.

Our strategy has been designed to capitalize on the structural
growth in the markets in which we operate. Our strategy is
illustrated hereafter. It is composed of a number of primary
components. Our four strategic building blocks — strong
concepts, best people, excellent execution and superior brands
— are our response to the external growth drivers and market
trends we have identified in our industry. These are explained
in more detail in the section 'our business environment'. Our
strategic building blocks only truly work in unison: strong

our core values

to know

We are experts. We know our clients, their companies, our
candidates and our business. In our business, it is often the
details that count.

to serve
We succeed through a spirit of excellent service,
exceeding the core requirements of our industry.

to trust
We are respectful. We value our relationships and treat
people well.

striving for perfection

We always seek to improve and innovate. We are here to
delight our clients and candidates in everything we do.
This gives us the edge.

simultaneous promotion of all interests

We see the bigger picture, and take our social
responsibility seriously. Our business must always benefit
society as a whole.

putting more people to work
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concepts are of little value without the right people to make
them work, and excellent execution is impossible without the
right concepts and the best people. Only when all three of
these building blocks come together in perfect unity can you
create that fourth essential building block, superior brands.
The combination of our strategic building blocks will enable
us not only to serve the interests of our stakeholders, but also
to create real and lasting value for all of them - our clients,
our employees, our candidates and society at large.

from strategy to value creation

The diagram 'from strategy to value creation' visualizes the
link between our strategic building blocks and our
stakeholders. This year's annual report is structured around
our four stakeholder groups. In each of the four sections, we
describe how Randstad adds value to each of its stakeholders,
outline the strategy we have put in place to achieve our
ambition, and report relevant (non-financial) KPlIs that reflect
our performance in this respect. Our financial performance is
described in the section 'performance’. This new approach is
an important step in the development towards integrated
reporting.

In 2011, we established our sustainability framework, which
sets the direction for our ambitions. It is based on a series of
dialogues with multiple stakeholders, and it identifies our key
stakeholders (pillars). The Executive Board and Supervisory
Board were closely involved in its development. The
framework forms the heart of our value proposition and
therefore reflects our activities from the perspective of our
clients, candidates, employees, shareholders, society and
employment markets.
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our strategy

randstad core values: to know, serve and trust, striving for perfection and the simultaneous promotion of all interests
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Need for flexibility: A workforce with the right degree of flexibility increases the productivity and competitiveness
of our clients. By gaining more diversified experience, candidates become more competitive in the labor market
and more attractive to employers. In addition they benefit through new work arrangements, such as flexible
working hours, part-time work, and temporary work.

Demographics: Populations are changing. Scientific research clearly indicates that quantitative and qualitative skill
shortages will become more acute in the future, led by an aging population and declining population growth in
many Western countries. This will lead to higher mobility in the employment market and will drive future growth
of our industry. Understanding and responding to changing demographics is vital to our future success.
Deregulation: Deregulation is a key market growth driver. We advocate the lifting of unjustified restrictions in
overregulated markets, while pushing for a fair and effective regulatory environment in markets where this has
yet to be introduced. We believe that the removal of restrictions will accelerate growth.

Clients looking for a total offering: Clients are increasingly looking for total service offerings with fewer suppliers.
As a global leader, we are ideally positioned to provide clients with the right candidates and solutions.

Strong concepts: Our service concepts reflect the needs of our clients and candidates. They are the foundation of
our business.

Best people: This buiding block acknowledges the importance of our corporate staff in maintaining and building
on our success and position in the market.

Excellent execution: We use best practices across our businesses, which gives us an edge in the market place.
Superior brands: Our brands are instantly recognizable to clients and candidates, and by focusing on brand
awareness, we strengthen our global offering.
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from strategy to value creation

strategic building blocks

strong concepts best people
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suitable employment
opportunities

clients

to outperform
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our strong concepts
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opportunities for
our employees

employees

stakeholders

employer for

society
including

and we create shareholder value
investors

The framework also contains key performance indicators
(KPIs). Several of these KPIs have already been in place for
years; other KPIs are under development. New KPIs will be
added, while others may be relinquished if they turn out to
have become obsolete. Assessing KPlIs for feasibility, and
validating them against developments in the company and
society, has become a continuous process.

sustainability at randstad

We have a Sustainability Manager at Group level, working
within the Group marketing & communications department,
whose managing director reports directly to the CEO. Our
larger operating companies have their own dedicated
sustainability managers, while the others have appointed a
coordinator for sustainability matters. Our Executive Board
bears the ultimate responsibility for the Group's sustainability

policy.

We have been communicating and promoting our
sustainability framework across all layers of the organization,
and it was included in our updated HR Standards. An initial
self-assessment in October showed that the large majority of
our operating companies had already embedded the
framework in their organization. An appealing example is
Randstad Netherlands. This operating company has appointed
some fifteen sustainability ambassadors, employees from
various disciplines and levels in the organization. They serve as
communications linking pins, and organize expertise sessions
with internal and external stakeholders.

we attract bright,
agile and adaptable
employees and
challenge them

towards clients
and candidates

we aim to be the
most attractive

our employees

excellent execution superior brands

we use best practices
and proven procedures
to ensure candidate
engagement and first-
class service delivery

we guarantee to our clients
that they will receive the
highest quality service and get
access to the best candidates

we are well-known for making
the best jobs available and
giving people the opportunity
to develop their talents

our high-performance
culture helps us to
recruit, retain and
develop the best people

superior brands help us to
recruit and retain the best
people

simultaneous promotion of all interests: we help to maximize future employment and economic growth

In addition to the Randstad annual report, several larger
operating companies publish their own detailed sustainability
reports to facilitate their local stakeholder dialogue. These
include Randstad companies in Argentina, Belgium, France,
Germany, ltaly, and the Netherlands, as well as Tempo-Team
and Yacht in the Netherlands.

2013 was the second full year for which our operating
companies reported on sustainability through the financial
system, and on a quarterly basis. Our non-financial reporting is
now embedded in the planning and control cycle of the
organization, and CFOs of operating companies bear final
responsibility for its quality and completeness. Elements
related to sustainability reporting are explicitly included in our
key control framework. In the course of 2014, this key control
framework will be extended to cover risks related to
sustainability principles and health & safety management.

Given the relevance of sustainability for Randstad's business,
its ambition and long-term viability, the Supervisory Board
added KPIs from the framework to the Executive Board's
Long-Term Incentive performance targets, in a ratio of 80%
TSR (Total Shareholder Return) and 20% sustainability. Five
KPIs were selected, one from each pillar, for measurement
over a three-year period: (1) our Net Promoter Score; (2) the
number of people we guide from unemployment to
employment; (3) employee engagement; (4) the contribution
made to the regulation and deregulation of the labor
markets; and (5) the number of employees trained in business
principles.
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simultaneous promotion of all

vision 2020

interests

measures of success

We are the leading HR solutions partner and
support our clients in creating a balanced
workforce, and in becoming more attractive
employers and effective organizations, now and in
the coming years.

Clients' behavior indicates that our core values
and innovative concepts are a differentiator,
and that they prefer us over others.

We give as many people as possible access to jobs,
providing them with options for developing
themselves, with equal opportunities for all, with
respect for health and safety, and with unyielding
integrity. We also play a crucial role in guiding
people from unemployment to employment.

Candidates' behavior and survey results show
that we are preferred because of our ability to
provide candidates with the right jobs.

We want to be an attractive employer with equal
opportunities for everyone in an environment in
which knowledge, trust and diversity are highly
valued. We are aware that we can only achieve
this through serving others.

Potential and current employee survey scores
show that we offer a working environment
that is highly rated in terms of safety, health
and personal development, with equal
opportunities for all.

We aim to shape a better society by activating our
knowledge and expertise. This is focused on (but
not limited to) our knowledge of employment
markets. \We advocate developments which
benefit individuals as well as society at large.

We are recognized as a key contributor to
public debates relating to employment
markets.

We aim to have a set of management tools,
business principles and policies in place that are in
line with or exceed the standard for our industry
and that enable accountability for all elements of
our sustainability framework.

We are recognized as a leader in sustainability
management in our industry.




key drivers 2012 - 2020

KPIs

Clients program

We provide innovative concepts for flexibility, based on our core
values

We support diversified workforces at our clients

We have a continuous dialogue with and advise clients on the
simultaneous promotion of all interests

We provide the best candidates to clients

We measure our success through surveys

Clients KPIs

# of matches

% of orders filled

# of successful placements in our permanent placement business
Net Promoter Score

Client consideration, preference; client retention

Market share

% of flexible workforce in our markets

Candidates program

We advance the employability of candidates

We provide candidates with the right job

We make sure that our candidates work in a safe and healthy
environment

We guide people from unemployment to employment

We measure our success through surveys

Candidates KPIs

# matches and placements

Candidate consideration, preference; candidate engagement
Injuries and fatalities during work

Sickness as % of total hours worked

# of candidates with disabilities placed; candidates from minority
groups placed

# of people we guide from unemployment to employment

# of training hours; training costs

Employees program

We attract, develop and retain the best people

The composition of our workforce is such that employees are able
to understand and work with the diverse groups that make up
our markets

We insist on ethical behavior and further embed business
principles in our global organization (e.g., health and safety,
human rights and environment)

We measure our success through surveys

Employees KPIs

Internal management appointments as % of total
Management development participation
Proportion of male and female employees
Proportion of male and female in middle and senior
management

Proportion of full-time and part-time employees
# of training hours; training costs

Injuries and fatalities during work

Sickness as % of total hours worked

Employee retention rate

Engagement score

Employment-market program

We contribute to the removal of barriers for global mobility
We strive to improve global employment participation

We strive to increase our role in the regulation/deregulation of
employment markets

We contribute to the social dialogue at key forums

We engage in a proactive and continuous stakeholder dialogue
We create partnerships that enable us to use our knowledge to
benefit society

Employment-market KPls

Staffing penetration rates in our markets

Contribution to the regulation/deregulation of labor markets

# of employees active in national and international employment
institutions

Involvement within other key forums

# of hours and employees involved in VSO

Other community engagements

Basics program

We create mechanisms to safeguard our core values, business
principles and good governance

We strive for a responsible supply chain

We strive to limit our environmental footprint by using
sustainable energy sources, reducing use of water and paper
We create value for our investors

Basics KPIs

# of employees trained in business principles

# of business principles incidents (misconduct reporting
procedure)

% of vendors who have agreed to our sustainable vendor policy,
% of purchase value

Environmental footprint measures on consumption of energy,
% of use of green energy sources, water and paper
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talent forthe future

for clients

Frank Snellens
Manager HR at Philips Consumer
Lifestyle B.V., the Netherlands

>> Please see our online annual report
to hear Frank's entire story about Philips'
partnership with Randstad.

The primary way we deliver value to our clients is by helping them to achieve
an optimal workforce. In our view, this is a workforce that gives clients the
highest quality and most enduring efficiency. We are increasingly engaging
with clients who are looking for a long-term customized talent strategy that
helps them to shape and maintain an optimal workforce for the years to come.
Based on the long-lasting relationship that we have built with our clients over
time, we have been able to gain in-depth knowledge of their company and
culture. Combined with our broad service offering, we can accurately meet our
clients’ needs by implementing the right solutions at all layers of the client’s
organization.

How Philips views our partnership in developing their talent for the future:

‘At Royal Philips, a globally operating diversified technology company, we have
adopted the strategic talent management approach. For Philips, innovation
and people have always been at the heart of the company. In our HR strategy,
we focus on creating a world-class HR organization, fostering talent
development by acting as a true talent builder. It builds on creating and
developing targeted trainee and training programs, which help to advance
long-lasting careers for our employees across the globe. We believe that
strategic talent management is essential in enabling us to deliver innovative
solutions, resulting in products that people truly want and need.

As a partner for HR services, Randstad actively helps us to achieve our HR
targets. Through finding and educating the right people and offering them a
platform to gain practical experience, we offer our employees the opportunity
to further develop themselves. This way, we leverage the capabilities of both
companies, with the ultimate goal of making employees excel and achieving
superior business performance.’
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value for our clients and candidates

introduction

In this section, we explain our value proposition for clients and
candidates. We will present a number of business cases and
we analyse a number of non-financial KPIs as presented in our
sustainability framework. This section also includes an
overview of our strategic building blocks, which ensure value
creation for our clients and candidates.

our value for clients

We help our clients to create and manage a balanced
workforce, with employees who have the right skills,
competencies and cultural fit. And we help our clients to be
more attractive employers and effective organizations. In
short, we play a key role in managing our clients' key assets:
their people.

By finding the candidates with the talents and skills our clients
need, when they need them, we give our clients the necessary
flexibility and agility to improve their productivity and
competitiveness. We provide our clients with a large range of
services, partnering with them throughout economic cycles
and structural changes in their organization. Our clients are
required to adjust capacity during a day, week, month or year.
We help them to address these challenges. Moreover, our
clients are increasingly outsourcing their HR processess to us.
In addition, we provide value by putting our knowledge of
local employment markets at our clients’ disposal. In short, our
people’s knowledge and services shape our clients’ businesses
for the better.

Our range of services includes regular temporary staffing and
the permanent placements of candidates. We also offer
dedicated on-site workforce management with Inhouse
Services — an offering unique in our industry — as well as other
HR solutions, such as Recruitment Process Outsourcing (RPO),
managed services, payroll services and outplacement. We have
multiple ways, or service concepts, of delivering our services.
Our service concepts, which are explained in the section
'strong concepts', offer a wide range of solutions and are
always based on standardized best practices and proven
procedures.

Total talent architecture

An increasing number of our clients are looking for a long-
term customized talent strategy that covers their total
workforce. This offers us a unique opportunity to engage our
clients in a discussion about their HR strategy and how they
may be able to further optimize their entire workforce. We
call this 'total talent architecture'. Randstad is well-positioned
to provide total talent solutions based on our broad service
offering and international coverage. In most cases, we can
build upon a long-standing relationship with our clients to
whom we already provide part of our service offering.

Based on an in-depth assessment of our clients' workforce and
their HR strategy, we provide them with a proactive and
consultative approach to address their current needs, while
also preparing them for future challenges. Our total talent
roadmap is our way of engaging our clients. It serves to
demonstrate our capabilities in helping them shape their
optimal workforce, and it serves as a guideline to help them
gradually implement our solutions. Our broad services
portfolio and global presence offers us the opportunity to
serve our clients across all layers of their organization.

This approach keeps us agile as we continously adjust our
delivery models to serve our clients in the most suitable way.
As our delivery models evolve, they are used in our strategic
discussions with new clients so that they can also benefit from
the best service possible. We build long-term relationships
that are focused on value creation through total talent
architecture. In this way, we are proactively shaping the world
of work.

our value for candidates

Our mission is to make the best jobs available to as many
people as possible, giving these people the opportunity to
develop themselves. As stated earlier, we strive to do this
while providing equal opportunities for all, respecting health
and safety, and with unyielding integrity. We advocate equal
opportunities and unbiased competence management,
irrespective of gender, race, religion, age, or background. In
addition, we play a crucial role in helping people from
unemployment to employment.

By connecting our candidates with suitable employment
opportunities, we provide them and their families with
independence, as well as job satisfaction, dignity and respect.
Through both temporary and permanent placements, we
offer candidates opportunities for gaining experience and
improving their skills, while achieving personal growth and
developing their career.

For many candidates, temporary work represents their first
step on the way to a permanent job or liberates them from
unemployment. It is the best possible training for a
permanent job. In the Netherlands, for example, one-third of
temporary employees find a permanent job through staffing
agencies (source: Ciett, Economic Report 2011). For other
candidates, the services we provide enable them to build a
career, to earn additional income, or to adjust their work/life
balance to their own circumstances, needs and wishes.

By finding work for people, we contribute to the optimization
of talent allocation. By helping candidates manage their initial
expectations and ambitions in terms of sector, client and job
profiles, and by providing training where necessary, we help
them adapt to changing requirements. We recognize that
various groups of people in society are distanced from work.
We run a variety of local programs with job- and skills-
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value for our clients and candidates

Randstad and DMG Germany - a joint partnership

In collaboration with machine tool manufacturer DMG in Germany, Randstad is offering an extensive training course in the area of automated
machine tools. Through this training course, applicants are given the opportunity to become qualified specialists in building and programming
machine tools that are used in the automotive and aerospace industry. This collaboration clearly shows our added value for both clients and
candidates. We are responding to the growing demand for well-trained specialists who know how to operate specific machine tools, and at the same
time we help our candidates to acquire additional skills and experience that improve their employability.

>> Read the entire case on www.randstadannualreport.com

oriented training in order to integrate or re-integrate these
people into the employment market.

To show how we meet these needs for both clients and
candidates, we describe a case from our German business.

our strategy: strong concepts

from strategy to value creation

strategic building blocks

strong concepts best people excellentexecution  superior brands
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To ensure value creation for clients and candidates, we offer
them our strong concepts, which are based on best practices
and proven procedures. This ensures efficient working
methods and first-class service delivery. The concepts can be
rapidly replicated and leveraged in other markets, and are
relatively easy to adapt to meet specific needs. Our service
concepts are well-known for their consistency and quality of
delivery. As a result, all of our clients know they can trust
Randstad to meet their needs throughout the world. Our
concepts offer clients in-depth knowledge of their business
and provide them with the right talent at the right time.
Addressing the need of our clients for increased flexibility is
what we do every day.

In 2013, we continued to focus on implementing the right
delivery models for clients and client profitability. For small
and medium-sized clients we offer Staffing and Professionals
services through our branch network. Our units or teams in
these businesses each focus on a specific market segment
and/or job profile, offering temporary staffing or permanent
placement. For larger clients, requiring higher volumes, we
have developed segment-specific delivery models. As the
profile of our clients continues to change, we need to adapt
our service offering accordingly. Two good examples are our
unique Inhouse Services offering and Randstad Sourceright.
The latter focuses on Recruitment Process Outsourcing (RPO)
and Managed Services Programs (MSP).
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Across the Randstad Group, we periodically analyze our
clients. In 2013, we analyzed the top 50 clients in each country.
During these analyses, we assess whether the existing delivery
model is the most effective and efficient one for handling the
clients' orders or job profiles. In addition, we analyze whether
the existing contract and delivery models generate the desired
profitability. Based on this assessment, clients may be
transferred to a new delivery model to ensure we continue to
tailor our services to their specific needs and challenges. For
example, we may transfer a large Professionals client, serviced
through our office network, to RPO, so that we can handle
recruitment at the client’s premises. Other examples involve
launching an MSP for a large client to manage its supplier
base, transferring Staffing from the branch network to
Inhouse Services, or centralizing the recruitment of
candidates.

Such a dedicated delivery model increases the fill rate of the
orders and hence leads to greater efficiency and client
satisfaction. What is more, by transferring a larger client from
the branch network to a segment-specific delivery model, we
also ensure that the units and teams at the branches are
better able to focus on their SME market segments and
related job profiles.

To support the continuous improvement of our concepts and

to create new delivery models, we innovate by implementing

HR technology. Some of the HR technology trends we see are:
big data analytics, social sourcing, talent networks, and

client strategy

client

large account

traditional model segment-specific delivery

i Professional
staffing e Inhouse, MSP, RPO, etc.

Specialties verticals




human cloud platfoms. We are running several projects to
embrace these new trends, which allows us to use these
technologies in our service delivery to clients.

We offer four distinct service concepts: Staffing, HR Solutions,
Professionals (including Search & Selection) and Inhouse
Services. Within each service concept, we have multiple ways
of delivering our services to our clients. A detailed explanation
of our service offering and the structure we deploy to render
these services, is given in the sections below. An overview of
our performance by revenue category in 2013 is given in the
section ‘performance’.

adaptability of the client-delivery model

analysis

Staffing

In Staffing, our largest business, we focus on recruiting
candidates whose highest level of schooling is secondary
education or equivalent. The concept covers both temporary
staffing, where we charge our clients based on the hours
worked, and permanent placements, where we charge our
client a fee based on the candidates' salary. In 2013, we
increased our focus on permanent placements. In a growing
number of countries we now have blended units that offer
both temporary staffing and permanent placements.

Our Staffing service offering includes a range of specialties,
with dedicated units that focus on staffing for certain market
segments that require specific skills or experience (e.g.,
logistics, airports and call centers). Our specialties leverage our
extensive branch network, our brands and front-office
processes and, as such, they are an important part of our value
proposition.

In the majority of our markets, we operate a unit structure in
the Staffing segment. Each unit typically consists of two
consultants who work within a given geographical area or

key figures by revenue category

in millions of €

revenue growth%
2013 2012 total organic
Staffing (incl. HR Solutions)  10,037.9 10,566.0 (5) (5)
Professionals 3,306.9 3,494.1 (5) )
Inhouse Services 3,2235 3,026.7 7 9
Total 16,568.3 17,086.8 3) (1

segment, and are jointly responsible for client service,
candidate selection and the matching of clients and
candidates. The consultants work as a team, ensuring that, at
all times, at least one of them is available to assist our clients
and candidates. All consultants are experts in their local labor
market, and become experts in their clients’ businesses,
understanding clients’ needs and the candidate profiles that
will best meet their requirements. Because consultants are
dedicated to clients and know what to expect — which enables
them to predict what clients will need and when they will
need it — they achieve maximum fill rates for vacancies. This
in-built ability to anticipate our clients' needs is one of
Randstad’s greatest differentiators, and provides a major
boost to team performance. The structure enables our
consultants to dynamically address changing client demands
as they arise. This also sets us apart from many competitors
who operate separate sales and recruitment forces. As clients'
needs change, we may implement different ways service
delivery. For example, centralizing the recruitment of
candidates and the digitalization of part of our services.

Inhouse Services

Randstad has developed Inhouse Services to meet the
structural needs of companies requiring large-volume
workforces with client-specific skill sets. Our dedicated
consultants and process managers work on-site, tailoring our
processes to our clients' specific needs, improving workforce
flexibility, productivity and efficiency. We mainly focus on the
following segments: fast-moving consumer goods (FMCG), call
centers, manufacturing and logistics. By providing a flexible
work solution that is designed exclusively for each client, we
optimize the workforce and drive cost effectiveness. This
results in a number of notable client benefits, including:

- improved labor flexibility and productivity;

- increased employee retention;

- stronger employee engagement.

Being on-site is as close to a client as we can get and provides
us with a unique opportunity to obtain a thorough
understanding of how their business operates and what they
need to do in order to become more agile, efficient and
successful. As a result, hidden needs are easier to discover and
relationships often become long-lasting, providing a high level
of trust, enabling clients to focus on core strategic issues,
confident in the knowledge that their staffing needs are
being met.
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value for our clients and candidates

Business case: Inhouse Services in Professionals segment

For an international client, active in more than 40 countries, we recently implemented our Inhouse Services concept for the recruitment of professional
temporary staff. The objective was to reorganize the company’s process of hiring external staff for the functional communities at its headquarters in
the US to optimize cost efficiency, quality and speed of delivery. As a solution, Randstad set up a Randstad Corporate Services Team, that works on-site
and plays a central role in recruiting candidates and managing the hiring process.

>> Read the entire case on www.randstadannualreport.com

Over the years, we have gained valuable experience in
providing Inhouse Services across the industrial segments of
our markets. We are now also focusing on implementing our
Inhouse Services concept in the administrative segments and
in Professionals. We are also seeing an increasing demand for
permanent placements.

A clear example of how we add value to our clients by
implementing the Inhouse concept in the Professionals
segment is described in the business case 'Inhouse Services in
Professionals segment.

Professionals

Finding and retaining top talent is an ongoing challenge for
many of our clients. Even in volatile times with increased
unemployment, there are many scarce profiles (e.g., in IT and
engineering). We know where to find the talent with the
right skills and competencies, and are able to train and
support our professionals to gain additional skills if required.
Our professionals, both those placed on temporary projects
and those added as permanent staff, will add value from the
moment they start the job and help achieve our clients’
business goals.

Within Professionals, we use teams of at least two consultants,
who concentrate on a specific segment or a number of job
profiles. Our experienced consultants are experts in their own
specific fields, and have well-developed networks of contacts.
We source professionals and executives across a range of
sectors, including engineering, IT, finance and accounting,
healthcare, and other disciplines, such as HR, education, legal
affairs, and marketing. We place candidates on a temporary
or interim basis, as well as on a permanent placement basis.

Our consultants identify, assess and refer candidates whose
skills, experience and career objectives are ideally suited to
clients’ specific requirements. They share a single client and
candidate database, while branch management provides
overall direction to stimulate an integrated market approach.
Our performance-oriented teams are driven by individual
accountability, recognizing both team and personal
achievements.

In 2013, we took a closer look at our strategic approach for
Professionals. Going forward, we will focus on verticals in
mature markets, while we aim at accelerating growth in new
markets based on a generic approach.

Our verticals approach to mature markets will initially focus
on the larger Professionals markets: IT, finance and
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engineering. The emphasis will be on further tailoring our
Professionals concept to the dynamics of these markets and
making use of the in-depth knowledge and experience in the
most mature operating companies. On that basis, we will
'copy & paste' these concepts globally. Special attention will
be paid to on-boarding programs for new consultants and
supporting them to get to desired productivity levels faster.
Our field steering model will further support our growth in
these markets.

In new and emerging markets, we will apply a more generic
approach, and we have standardized toolkits available for
accelerating growth across these markets. These toolkits
include blueprints for processes, databases and dashboards.
Special attention is paid to people, training and development,
including appointments of senior management to ensure we
have the right level of expertise on board. By making use of
the standardized toolkit, we ensure that best practices and
proven procedures are used globally. Once these businesses
grow in maturity, the activities will be aligned with the
verticals approach, as explained above.

HR Solutions

HR Solutions frees up the time of our clients’ HR managers by
taking over several of their HR tasks, enabling them to
concentrate more on their company’s strategic HR issues.
These services, which have been developed on the basis of our
extensive experience in this field, are typically complementary
to Staffing and Professionals, especially with long-standing
client relationships. In addition, our HR Solutions offering
provides an ideal opportunity to establish and deepen new
client relationships. Sometimes we start a client relationship by
providing payroll services, and we also have many examples
where we first provided outsourcing or other HR services.
Sharing our expertise and added value enables us to expand
our service offering to Staffing and Professionals. We provide
clients with a number of key HR Solutions, which are
described below.

Recruitment Process Outsourcing (RPO)

RPO is designed to increase the quality of a client’s process of
hiring permanent employees, and to reduce their
administrative burden and costs. Our RPO services take control
of a client’s entire recruitment and talent acquisition process.
We provide tailor-made, own-branded and on-site HR services
to deal with:

- management of all vacancies;

- response screening and assessment;

- selection and management of external agencies;

- cross-border services.



RPO is used by large, multinational organizations seeking
strategic, operational and financial benefits. RPO was a
well-established service offering provided by SFN Group, a
US-based company we acquired in 2011. In line with our 'copy
& paste' strategy, we have started to implement this concept
in other countries outside the US. A clear example of how we
add value to our clients by implementing an end-to-end RPO
solution is described in the business case 'End-to-end RPO
solution in Spain'.

Managed Services Programs (MSP)

In our Managed Services Programs, we take on primary
responsibility for the organization and management of a
client’s contingent workforce. This gives clients greater control
of their recruitment activities and transparency regarding
their spending. These services are particularly useful for
companies that want a single point of contact in order to
ensure greater transparency and compliance in managing
large volumes of professional skills from several different
suppliers. We regularly tender in more than one country. We
have experience with most Vendor Management System
(VMS) technologies used to automate the hiring process flow
and to provide the client with statistical management
information.

Since our acquisition of SFN Group, both RPO and MSP are
offered under the global Randstad Sourceright brand.

Payroll Services

Our Payroll Services take over our clients’ administrative

burden so that they can focus on their core business needs.

We provide a broad range of services, including:

- taking care of the entire personnel administration, payroll
accounting and contract management;

- monitoring and addressing absenteeism;

- providing a 24/7 service portal, which enables clients to
register new employees, make changes, or consult specific
management information.

Outplacement

Within Outplacement we counsel and support organizations
in situations when a contract between an employer and an
employee has to be ended due to a strategic decision or for
other reasons. We help employees to find suitable new
employment and try to make the transition as smooth as
possible. In this segment, we are market leader in the
Netherlands and Belgium.

Business case: End-to-end RPO solution in Spain

Outsourcing

In Outsourcing we take over several client activities with
output responsibility in both production/logistics and
administrative environments, while we also have a large
outsourcing business in IT.

Consultancy

Through our Consultancy services, we support clients by
providing expert advice on organizational development and
personal improvement, which includes:

- personal employee development and coaching;

- optimization of HR processes and policies;

- strategic workforce planning.

our strategy: excellent execution

from strategy to value creation

strategic building blocks

strong concepts best people excellentexecution  superior brands

we use best practices
and proven procedures
to ensure candidate
engagement and first-
class service delivery

clients

candidates

our high-performance
culture helps us to
recruit, retain and
develop the best people

employees

7}
3
o
=
T
£~
©
i

society

Our third building block is excellent execution. This is based on
best practices, which we have made the cornerstone of all our
activities. We take best practices that have either been
developed centrally at Group level or in any one of our
operating companies, and translate them into standardized
work processes that we can use right across our business. This
means we can spend more time with clients and candidates,
increasing client and candidate engagement and enabling us
to gain market share. By standardizing, we can rapidly ‘copy &
paste’ our concepts across markets around the world, because
the required processes and execution are fully developed and
we can replicate them with only minor adjustments to take
account of local business practices or labor market culture.

Field steering model

Our field steering model is designed to optimize adaptability
and to drive productivity, which is essential in generating a
strong conversion of gross profit into EBITA. As such, it drives
our daily operational activities.

For a leading utility company in Spain, which employs over 25,000 people, we implemented an end-to-end RPO program, consisting of three

recruitment centers with six dedicated offsite recruitment resources, supporting all its locations across Spain. The program involved organizing the

client’s entire hiring process for permanent positions, both at head office and in the field. To optimize cost efficiency and to improve the level of

satisfaction, the company decided to outsource its entire recruitment function in Spain to Randstad.

>> Read the entire case on www.randstadannualreport.com
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value for our clients and candidates

One of our core strengths is being able to adjust to changing
market circumstances quickly and adeptly, enabling us to
provide clients with the services they need, when and where
they need them. Building on the foundation of our strong
concepts, our field steering model is used to manage and
direct performance across our businesses.

First, our field steering model drives decisions to exploit
profitable growth potential and to reduce costs if needed.
Both may apply in parallel — even in a growing operating
company — which is why we align those decisions with local
operational developments and local market trends at the
lowest level in our organization. This means that we do not
manage on the basis of averages or predictions, but on real-
time bottom-up actual figures.

Second, by embedding operational performance tools at
every level of our organization, the field steering model also
helps operational managers to take the right decisions, at the
right time, and translate them into action. Managers receive
up-to-date, accurate reports on a weekly basis, covering a
range of key performance indicators. These data enable them
to manage their units and teams in the field by adapting to
changing client and market demands as they occur. The field
steering model also helps us identify best practices, which can
then be rolled out globally as part of our strong concepts.

Finally, in 2013, we further enhanced the application of our
field steering model across the Group. In many markets,
growth is returning to our business, which requires us to
rigorously apply field steering to capture profitable growth.

Best practices for field and back-office activities

We standardize both front-office and back-office processes
and, where possible, marketing processes. This improves the
consistency and quality of our business and our execution. We
have created and implemented a ‘contract-to-cash’ blueprint
across our companies. This blueprint, which is derived from
best practices used by our operating companies around the
world, includes guidance for contract terms and describes best
practices for invoicing and collection processes. By using this
blueprint, we ensure efficient use of working capital across
the Group. Our Days Sales Outstanding (DSO) was stable at
51.8 days.

IT strategy

Randstad's IT solutions are designed to support our business
processes locally and globally. \We invest in IT teams that are
business savvy and can work closely with our line
management. IT decisions are typically taken locally by our
combined business/IT teams, with strong guidance from our
global Group IT team. Our initiative to standardize our email
and calendar systems to a cloud-based solution from Google is
on schedule and we expect to complete it by Q1 2014. We
have a number of initiatives to move some of our
infrastructure into 'the Cloud', and we expect these initiatives
to reach significant scale in 2014. To satisfy the increasing
reporting demands of our international clients, we are
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investing in consolidating transaction data from all our
operating companies. We aim to maximize the value from a
limited number of IT systems and vendors, but we seldom
resort to rigid global standardization of business-specific
software.

our strategy: superior brands

from strategy to value creation

strategic building blocks

strong concepts best people excellent execution superior brands

we guarantee to our clients
that they will receive the
highest quality service and get
access to the best candidates

clients

we are well-known for making
the best jobs available and
giving people the opportunity
to develop their talents

candidates

superior brands help us to
recruit and retain the best
people
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Our superior brands are a guarantee to our clients that they
will receive the highest quality service and the best employees
worldwide. Superior brands give us better pricing options and
the type of awareness that accelerates selling and prospecting
as well as introducing new services. Superior brands also help
us recruit and retain the best people, while enhancing our
visibility and credibility with regulators and legislators.

Randstad is our main brand in most of our markets. However,
in a few markets where the market structure makes this
beneficial, we use Tempo-Team as our second brand. This
focused, centralized brand strategy enables us to leverage
brand recognition, generate efficiency benefits for our online
strategy, and share experiences across the Group. It also
generates momentum behind our joint sponsorship initiatives,
and we achieve significant cost reductions by sharing
campaign materials, photo databases and know-how.

After a drop in international brand awareness in 2012, we
increased our marketing investments in the second half of
2013. The boost plan consisted of four national and ten
sector-based 'micro-marketing' plans. As a result, we
recovered the lost ground. Over the full year, average
awareness ended up about 2% higher than in 2012. The
Netherlands and France posted major improvements. In the
Brand Finance global rating, Randstad remained the most
valuable brand in our sector by far, but in line with the
developments mentioned above, we dropped to position 218
from 181 in the global top 500.

Global traffic to our websites continued to rise, partly in
response to a larger percentage of our advertising budget
being spent online. The relative share of job board and
recruitment network spending decreased slightly.



Our partnership with Williams F1 led to a significant increase
of local activities and relationship management, but due to
the disappointing performance of the team in the races,
media visibility suffered. Our role as sports partner of the
Dutch Olympic Committee was extended until 2016, and the
first TV ads were aired, highlighting skating in connection
with the Sochi winter games.

Our international reports on the world of work continue their
rapid rise in visibility and popularity. The quarterly Randstad
Workmonitor report is now used in 32 countries, and the
Randstad Award, our independent employer branding
assessment of major employers in specific markets, will be
extended to 28 countries in 2014.

Our overall press presence rose by over 17% according to Dow
Jones Insight metrics, due to strong performances in France,
the UK and Spain. Globally this puts us in a strong No. 2
position.

The businesses that were acquired from USG were successfully
rebranded as Randstad. The rebranding program in Austria
resulted in a clear increase in brand awareness, equaling or
beating the original brand on most metrics after only a few
months.

engaging with our clients and
candidates

Client engagement

The level of client engagement with our activities is
systematically measured and benchmarked in all major
markets and in comparison with all major competitors.

TNS Nipo has conducted the Randstad Brand Tracker study
since 2004. This international study covers all countries in
which Randstad is active. The main purpose of this research is
to monitor the positions of the Randstad brands twice a year,
compared to our competitors and selected other benchmarks,
by measuring awareness, consideration, preference,
recommendation, and the image of our brands.

We also measure our brand image using an internationally
used methodology for rating brands in different product
categories. We ask our target groups to what extent they
associate 48 attributes — such as innovation, integrity, social
responsibility, and best brand — with Randstad and competing
HR services companies.

The Net Promoter Score (NPS) represents the relationship
between temporary employment agencies and their potential
and actual candidates/clients. This indicator compares the
number of respondents who would not recommend the
company in question with the number who would. In the top
15 markets, our goal is to always have an NPS score that is in
the top 3. Randstad scored a top-3 position in six countries
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(Belgium, France, the Netherlands, the US, India, and Spain),
compared to eight countries in 2012.

In addition, we use RepTrak, a standardized scorecard, to
analyze the company’s reputation annually. This instrument
provides us with detailed feedback as to how our various
stakeholders perceive our company: how investors and clients
rate our performance, whether they are willing to support us,
whether Randstad is a good place to work for employees and
candidates, and how Randstad is perceived in society in terms
of governance, citizenship and leadership. We were for the
first time among the top 10 corporate brands in the
Netherlands.

The Reputation Institute’s Global Pulse study measures 600
companies globally. Companies are rated in their home
country only. The graph 'Randstad's reputation within the
global services industry' shows Randstad’s reputation within
the global services industry (on a scale of 0 to 100).

In order to determine our success across the various markets in
which we operate, we also regularly monitor the number of
candidates we place with our clients, as well as our market
share across countries. See the graph 'average number of
candidates' for more details on the development per region.
Performance relating to market share can be found in the
‘country performance' section.

Matching candidates with clients for temporary assignments
has always been the biggest part of our business. However,
over the past few years, permanent placements have become
a growing proportion of our daily work. The table 'number of
permanent placements' reflects the 2013 numbers, broken
down by geography.
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value for our clients and candidates

average number of candidates

in % of total candidates
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number of permanent placements

2013
North America 18,377
France 15,311
Netherlands 3,949
Germany 2,394
Belgium & Luxembourg 2,923
United Kingdom 8,154
Iberia 6,835
Other European countries 6,744
Rest of the world 20,970
Group 85,657

Several of our operating companies also monitor client and
candidate satisfaction through bespoke surveys, ISO and other
certification systems, and review meetings.

Diversified workforces

We value diversity. We do not discriminate on the grounds of
age, skin color, disability, gender, marital status, nationality,
race, religion or sexual orientation, and we have a non-
discrimination policy to underline this. Many of our operating
companies have long-standing diversity and reintegration
programs, and some provide consultancy services to clients on
equal opportunity and competency management. By forging
links with local community stakeholders, including pubilic,
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private, NGO and institutional partnerships, we stimulate
diversity in the workplace. Our Randstad Institute in France
and our foundations in Germany and Spain provide access to
employment for disadvantaged groups, such as immigrant
workers, women at risk, victims of domestic violence, single
parents, older workers and the long-term unemployed.
Addressing the challenges that the growing number of older
workers face in entering, re-entering or staying active in the
workforce is also a part of our approach to furthering
employment market sustainability.

In line with our aim to promote diversity in our workforce, we
also welcome candidates with a disability. We have found that
registration of disabled candidates varies in the different
countries in which we operate. This may be related to local
legislation but also to the personal wishes of the people
concerned. We are looking for ways to get a better overview
of the exact numbers of disabled candidates we are
employing. In several countries, registration of minorities is
not allowed, which means we have no validated data at
Group level. We are running a variety of local programs to
advance employment participation of minority groups.

Dialogue with clients

Our consultants receive training and support to enable them
to promote diversity in their clients' workforces. We condemn
agencies that cooperate with clients to exclude candidates
with specific ethnic backgrounds. We organize seminars and
roundtables with clients to raise their awareness about
selecting personnel based on actual skills and personal merit.

Employment market expertise: Randstad Award
Finding and retaining the right talent is an ongoing challenge
for many companies, including our clients. It is therefore
crucial to know how a company is perceived by potential
talent: What attracts them to a specific company or sector?
And what drives their choice for one employer over another?
The Randstad Award survey, first launched in Belgium in 1999,
is the largest independent employer branding study in the
world, including a total of 170,000 respondents across 18
countries (expanded from 14 in 2012). In 2014, 28 countries
will participate.

Respondents are asked which aspects they value in companies
when choosing a new employer. They are then asked whether
they know the 150 companies selected in that specific
geography and whether they would like to work for those
companies. Ranking the most attractive industry sectors and
ranking the means candidates use to look for a new job are
also part of the survey. Our research provides vital insights into
how one can best build a company’s talent attraction and
engagement strategy, and drive future business success. The
Randstad Award is an excellent benchmarking tool to ensure
companies’ continued success in increasingly competitive
talent markets. Randstad Award events are held in the
participating countries, attracting all key players in the HR
industry of the organizing countries in question.



Candidate engagement

If we do our job well, this should be reflected in our candidate
job satisfaction surveys. Candidates should value Randstad for
its reliability, the quality of its services and as an authority on
the global employment market.

The level of candidate engagement with our activities is
systematically measured and benchmarked in all major
markets and against all major competitors, by measuring
candidate awareness, consideration and preference, as well as
recommendation through the Net Promoter Score. In
principle, the tools described for clients are also used with
regard to candidates. For more information on these tools, see
‘client engagement'.

One of our key measuring tools is the Randstad Workmonitor
survey. This survey includes the Mobility Index, tracking
employee confidence and capturing expectations with regard
to the likelihood that people will change employers within
the next six months.

The Randstad Workmonitor provides a comprehensive
understanding of job market sentiments and employee
trends. In addition to measuring mobility, it also measures
employee satisfaction and personal motivation. The survey
includes a rotating set of themed questions. It is conducted via
an online questionnaire among a population aged 18-65,
working a minimum of 24 hours a week in a paid job (not
self-employed). The minimal sample size is 400 respondents
per country.

First introduced in the Netherlands in 2003, the survey now
covers 32 countries around the world, encompassing Europe,
Asia Pacific, and the Americas. The Randstad Workmonitor is
published four times a year, making both local and global
trends in mobility regularly visible over time. The results are
published on our corporate website.

Topics surveyed by the Randstad Workmonitor in 2013
include: women in leadership positions, experience versus
education in finding a suitable job, employers' demands
regarding the skills and competencies of employees, and
employee expectations for 2014.

Employability advancement

Ongoing skills development is essential for employability and
sustainability in any workforce. Our training programs are
tailored to meet the needs of clients and candidates in
individual employment markets. Such programs include

People with special needs
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courses specific to IT, sales, call centers, hospitality and
technical skills. Specialized programs leading to additional
professional qualifications are also a part of training and
development. The development of funds invested in training
and development of candidates over the past years is shown
in the graph 'training costs (candidates)'. More information on
our efforts in Spain is included in the business case 'People
with special needs'.

From unemployment to employment

Overall in Europe, 2.5 million people — one out of ten of all
unemployed - will find a sustainable job via temporary work.
This is more than through public employment services. This is
one of the conclusions we have drawn based on the report
titled 'The role of temporary agency work and labour market
transitions in Europe', published by Eurociett and Uni-Europa,
in December 2012.

In mature markets like the Netherlands and Belgium, three
out of every ten temporary agency workers were formerly
unemployed. In France and Germany up to six out of every ten
workers who started working for Randstad were formerly
unemployed or inactive (e.g., undergoing education). This
clearly underpins the importance of our 'stepping-stone' role
in the labor market.

At a local level, our operating companies offer an array of
initiatives to support people in getting the right job. For
example, last September, Randstad Netherlands launched
"Jeugd op zoek' (*Youth seeking jobs' program). Randstad
Netherlands made a huge effort to achieve its target: in seven
weeks, it had helped 10,098 young people find a job, spread

The Randstad Foundation in Spain obtained employment for 453 disabled people, attended to 2,341 persons and gave 594 hours of training related to
employment to people at risk of exclusion. The Foundation kicked off with five new projects in five different cities to support the integration of

people with special needs and difficult access to the labor market. This resulted in 21 new companies that provided economic support to the projects

of the Foundation, bringing the total to 34 donors, while 298 companies are integrating people with a disability. The Foundation, in cooperation with

the Spanish Ministry of Health and Social Affairs, awards companies, mass media and institutions to recognize their commitment and positive

contributions to the social integration of people with special needs.
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value for our clients and candidates

from unemployed to employed

“ unemployed “ from unemployed to employed via temporary work

over 2,074 companies and in 318 different job profiles. This is
40% more than usual in this period.

A healthy and safe environment

Caring for people is embedded in our core values, which form
a mandatory part of our induction programs. It is in this
context that our consultants work with clients and candidates
to support workplace safety. Several of our operating
companies have specialized health and safety managers to
provide guidance. We take a stance in advising our clients on
matters of occupational health and safety; for example, by
pointing out how to prevent workplace risks and by providing
'security at work' training. Formal audits at client locations are
conducted in some business areas, such as construction, where
taking extra health and safety precautions is best practice.

Health and safety is also an ongoing topic at the European
Platform meetings (a Randstad network of national works
councils representatives). In 2013, the discussion focused on
the prevention of occupational risks, especially for candidates.

All employees across the labor market have a right to a
healthy and safe working environment. Our health and safety
management is organized locally at operating company level,
designed to safeguard business continuity and deal with risks.
Our operating companies are obliged to adhere to all
applicable local standards and regulations, and many of them
have a sophisticated health and safety structure in place. We
track sickness rates, work-related accidents or incidents
resulting in lost-time injury, and work-related fatalities, both
for employees and candidates. Fatal incidents and serious
accidents are immediately reported to the Executive Board.
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In the past year, we provided work to over two million
people. Our first duty as a company is to make sure we do not
send anyone into a work environment that may be harmful to
them. Despite our best efforts, we still have to report a
number of accidents at the workplace.

Accidents may cause injuries. The aggregated number of
work-related injuries among our candidates globally
amounted to 20,380 in 2013, while the number of working
days lost due to these injuries added up to 298,776. Based on
these data, our 'injury rate' is 0.2%.

Much to our regret, we were also confronted with fatal
incidents among candidates:

number of fatal incidents among candidates, 2013

2013

At work
Germany

Belgium & Luxembourg

France
USA
India

Al lw|=N

In traffic

Turkey 1
India 4

When accidents happen in spite of our efforts to ensure
safety, these always trigger investigations from our side. Not
all accidents are avoidable by better procedures. For instance,
in two cases the cause was a heart attack. In three other cases,
however, we worked closely with our clients to further
improve safety conditions and instructions.

The Indian cases of fatal accidents in traffic all relate to
motorbike accidents. We are reviewing our health and safety
policy in this country, and we are designing 'drive safely
workshops' to help prevent such accidents.

We treat prevention, training and safety awareness in general
as very important subjects. We realize that while a zero score
may prove impossible to achieve at the scale we operate, this
is nevertheless the only acceptable target to strive for.
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talent forthe future

for candidates

Raghav Saxena
Mechanical Engineering student at
Thapar University, Patiala, India

>> Please see our online annual report
to hear Raghav's entire story about how
Randstad played a key role in his quest
for chasing his dreams.

We can only be successful in adding value for candidates if we are able to help
them to progress in their careers. What this means in practice differs greatly
from situation to situation. For example, in our Professionals businesses (such as
engineering, IT and finance), there is a clear need for specialized knowledge.
This means we need to be familiar with the environments in which knowledge
workers operate.

Our service concepts are built in such a way that we can add increasingly
specific specialist knowledge to our basic processes. Our candidates benefit
because we can make better matches for them. At the same time, society
benefits when young people are encouraged to follow their dreams and
become top specialists in their fields, helping their local economy ahead.

Randstad does its best to encourage young professionals to become proficient
in the exact sciences, not only in Europe and the US, but also in Asia, such as in
India. Automotive engineering is of great importance to the development of
the Indian economy. Yet, as every recruiter knows, even in times of oversupply
on the labor market, top specialists are always scarce. Most economies, and
certainly the Indian economy, would benefit greatly if more young people
chose this as a career. Therefore, in cooperation with Williams Grand Prix
Engineering Ltd, we offer work experience places to the best engineering
candidates in India, and now also in the Netherlands, by organizing local
competitions. The competitions were a great success, attracting tens of
thousands of young hopefuls competing for the opportunity.

Engineering student Raghav Saxena was one of the lucky winners, for whom
we could act as the 'stepping-stone' to an interesting career.
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value for our employees

our strategy: best people

from strategy to value creation
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our strong concepts
employees

The true value of our business lies in our people. We need to
attract the best people, and we need to invest in their
development. At the same time, we need to challenge them
to perform to the best of their ability and seize the
opportunities a multinational company like ours has to offer.
This way, we aim to be the most attractive employer for our
corporate employees, with equal opportunities for all. It is for
this reason that 'best people' is one of our strategic buidling
blocks.

making strong concepts work

‘Best people’ acknowledges the importance of our corporate
staff in maintaining and building on our success and position
in the market.

Recruiting, developing and retaining the best people is key to
making our strong concepts work in practice. Randstad
attracts the best people to continue to grow and anticipate
changing customer needs, and to meet the increased demand
for new services such as Recruitment Process Outsourcing and
Managed Services. Having the best people makes it possible
for us to continue to deliver the best and most innovative
services to our clients.

Randstad attracts agile and adaptable people, capable of
effectively dealing with and responding to ever and rapidly
changing circumstances.

A strong and contemporary human resources function
throughout the company is key to this ambition, and drives
quality and discipline with regard to processes like
performance management, talent & leadership development,
organization design & development, employer & employee
branding, and employee engagement.

In order to safeguard the recruitment, development and
retention of best people, we have designed world league HR
Standards. They guide the Randstad HR community in
promoting the company's core values and business principles,
in contributing to the company's overall corporate goals, and
to take advantage of best practices elsewhere. Topics covered
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include talent management, learning & development, and
reward. The HR Standards also contain a self-assessment tool
that provides insight into compliance and areas of
improvement. They were reviewed and updated in 2013.

recruiting the best people

Who we look for

Successful recruitment at Randstad means recruiting people
who have both the right skills and competencies for the job,
and who fit within our culture and values. We hire people for
a career, not just for a job. In order to be able to attract the
best and the brightest in all our markets, we are continuously
working on and investing in our employer brand.

Great People, Great Opportunities

In 2013, we articulated our global Employee Value Proposition
(EVP), which will be rolled out in 2014. Our Employee Value
Proposition reflects the deal between Randstad and its
employees. It expresses what Randstad offers in return for the
contribution and performance of its employees. This deal is
what makes us unique and differentiates us from the
competition. In other words, it answers the question: Why
should someone join and/or stay at Randstad?

Our employees had the last say in putting our Employee Value
Proposition together. We involved around 800 employees
from different levels, concepts and geographies in this
creative process, which ultimately resulted in 'Great People,
Great Opportunities'.

The most valuable brand in the industry attracts the best
people. When working with us, one is ensured of working
with the industry’s best talent. Our employees consistently tell
us that career development opportunities, the professionalism
of co-workers, and our vision and values are unique in the
world of recruitment.

corporate staff’

average 2013  average 2012 A%
North America 6,240 6,370 )
France 3,590 3,880 7)
Netherlands 4,310 4,730 9)
Germany 2,530 2,770 9)
Belgium & Luxembourg 1,820 2,020 (10)
United Kingdom 1,520 1,750 (13)

Iberia 1,390 1,350 3

Other European countries 2,000 1,780 12
Rest of the world 4,450 4,480 1)
Corporate 180 190 (5)
28,030 29,320 @)

1 Corporate staff = corporate employees + temporary staff own use.



According to 79% of the respondents, Randstad is currently
able to deliver on this promise. As a result, the focus in the
coming year will be to improve this score.

current capability according to our employees

5%

15%

32%

. poor . fair . good . excellent

. very good

This year, Randstad Greece received the 'Great Place To Work'
award, Randstad US received two Stevie Awards at the
American Business Awards, Randstad China was awarded for
providing the Best HR Headhunting Services in Greater China,
and Randstad Education in the UK was shortlisted in the
prestigious Recruiter Award in the category Best Temporary
Recruitment Agency.

developing the best people

Induction program, individual development plan and
middle-management training

Trained, engaged and skilled employees perform significantly
better and are more likely to stay. Helping both new and
existing employees to understand the strategy and culture of
the organization as well as their individual job requirements is
crucial in driving their individual effectiveness and satisfaction.
This is why all new employees, as well as employees starting in
a new role, follow a formal induction program within the first
few months of starting in their new position. The program
covers our ambitions, strategy, values, culture, history, and
corporate policies, as well as targeted and relevant job-related
information designed to help employees become effective in
their new role as quickly as possible.

Once the induction finishes, the individual development plan
starts, with the objective that the employee is fully
operational within six months. Individual Development Plans
(IDPs) will continue to play a key role during every employee's
career within Randstad. The IDPs are not only based on formal
training programs (10%), but more importantly, they focus on
‘on-the-job learning' (70%) and coaching (20%). For field
positions, we have dedicated training programs that build on
operational skills and knowledge, such as getting to know the
market, clients, candidates and our concepts.

Although local operations are provided with a blueprint of
topics and content that should be covered in the training

programs, local HR collaborates with field and local
management to develop and deliver relevant learning
programs.

Learning is part of our HR standards. Annually, we assess if
and how local companies improve on their training
requirements, and we check the efficient implementation of
our concept structures. In 2013, we focused on optimizing
operational middle-management training programs. Middle
managers with the right skill sets effectively execute sales (as a
sales leader or sales person), and better manage people and
processes. Paying special attention to field steering, we aim to
accelerate productivity improvements. We have therefore
developed a middle-management training framework to
enable our operating companies to quickly develop new
learning programs, to review and improve existing programs,
and to leverage best practices.

Performance management

One of the key drivers of high performance in an organization
is a disciplined and relevant performance management
process. Each Randstad employee follows our performance
management process, in accordance with the performance
management cycle.

This cycle, which is a fully standardized process across the
Group, enables us to effectively manage and calibrate the
performance of our global leadership talent pool. The cycle
starts with a rigorous goal-setting process, which specifies
expected business results and competency development.
Relevant competencies are defined for each role and level.

performance management cycle

set performance objectives and formulate
Individual Development Plan (IDP)

performance

management
cycle

performance review

rate performance objectives
and competencies

discuss and evaluate performance objectives and competencies
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value for our employees

Towards the end of the cycle, results are assessed through a
performance appraisal, both on business results and
competency development, resulting in performance rewards
and IDPs. The individual performance appraisal serves as a
basis for our talent review process, which focuses on
leadership and talent management.

Leadership and talent management

The talent review process forms the foundation of Randstad's
leadership and talent management. This process runs annually
in every operating company, from the lowest organizational
level up to senior management. The process concludes with an
in-depth talent review by the Executive Board and Group HR.

The talent review process facilitates (among other things):

- identification of the strengths and developmental needs of
our senior leadership;

- succession planning and pipeline development for key
leadership roles in the organization;

- early identification of future leadership talent and insights
as to how to accelerate high potentials' development;

- retention risk analysis and the development of
personalized action plans for key roles in the organization;

- identification of current and future organizational
strengths and development needs, and action plans to
address them.

Individual learning and development needs are addressed
through our philosophy of blended learning. We firmly
believe that effective learning and development comes not
only from traditional training, but also from individual
coaching, receiving and giving constructive feedback, as well
as participating in or leading large or small projects. In
addition, we find that 'stretch' and/or global assignments are
a highly effective way of further developing our global
leadership pipeline.

Frits Goldschmeding Academy

The Frits Goldschmeding Academy is Randstad's in-house
academy. It offers state-of-the art leadership programs,
designed to support our future leaders in developing their
skills and strategic management capabilities, ensuring their
success within Randstad.

Besides leadership programs, the academy offers a selection of

functional and practical courses, including finance for
non-financials and effective presentation skills.

Women in leadership
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Our programs are created in association with several leading
institutes, such as TiasNimbas Business School, INSEAD, IMD
and the Robert H. Smith School of Business (University of
Maryland, US). Our Executive Board and senior management
are closely involved in the development of the programs.

In 2013, the Frits Goldschmeding Academy trained 329 senior
managers (2012: 375, 2011: 441) in 13 different talent
development programs (2012: 12, 2011: 15).

Information about training costs and hours for corporate
employees can be found in the graphs 'training costs
(corporate employees)' and ‘employee training hours'.

World League Programs

World League Programs are designed to develop our
functional communities (finance, legal affairs, HR, marketing
& communications, and IT) in the areas of people and
organization, and the way these functional communities can
act as a business partner to line management. They provide a
shared vision, mission and language for key behaviors, skills

Our flexible work environment and our training and career advancement programs make us an attractive employer for women. The career path of
Jacqueline van Beek, director of Randstad Payroll Solutions in the Netherlands, is a clear example of how Randstad focuses on leadership and talent
management. It also shows our stance towards diversity, providing equal opportunities for women, explaining the high percentage of women in
senior management positions at Randstad. The story by Jacqueline van Beek is a reflection of a 21-year career at Randstad, during which she
developed from consultant to managing director. She explains what encouraged her to start working for Randstad and shares her experiences during
this exciting period. >> Read the entire case on www.randstadannualreport.com
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and knowledge within each function, supported by specific
tools and developmental actions. World League Programs
enable the global functional communities to deal with
performance and development needs in an aligned and
constructive way.

With World League Finance rolled out in 2011, World League
Counsel (legal affairs), World League Marcom (marketing &
communications) and World League HR were rolled out in
2013. World League Programs for other functions are
scheduled for 2014.

Achievements so far include development-related initiatives,
such as High Performing Business Partner training in Finance
and IFRS e-learning for financials, and a local finance program
for non-financials. In the field of marketing, we rolled out the
Professionals Services Marketing Leadership Development
Program. Performance was monitored more closely across all
programs, through solicited feedback from functional heads,
and monthly talent management reviews in Finance. In 2014,
the other programs will also be included in functional talent
reviews, to manage succession and career progression
proactively and increase mobility.

retaining the best people

80% of our leadership roles filled internally

We believe strongly in developing talent within the company,
and we therefore aim to fill 80% of our leadership roles
internally. For the first time since 2009, we did not reach this
target. The actual score in 2013 was 73.9% (2012: 80.4%,
2011: 80.8%). We saw a decrease in the number of internal
management appointments in 2013 to 353 (2012: 450). This
decrease was mainly caused by the restructuring in some
European countries and the completion of the integration of
SFN in the US.

internal management appointments

in % of total appointments

2013 2012 2011
Total number of appointments 353 450 423
% Internal 73.9% 80.4% 80.8%

Most of our regions, however, did reach the 80% target. We
achieved a substantial improvement in France, Australia, New
Zealand, Japan and at corporate level. The only two regions
that did not reach the target are North America and the UK.
As their business is stabilizing, fewer openings were available.
Due to a new phase in their development, they had to recruit
externally to find the specific knowledge and skills that are
not yet available internally.

The 80% ambition applies in our mature Staffing and
Professionals markets, whereas in our emerging markets (Asia
and Latin America), we need to recruit external talents in
order to strengthen our leadership pipeline.

internal management appointments by geography

number of % internal
appointments appointments

2013 2012 2013 2012
North America 196 259 65.8% 81.5%
France 45 20 91.1% 70.0%
Netherlands? 35 39 82.8% 97.4%
Germany 8 8 100.0% 87.5%
Belgium & Luxembourg 4 10 100.0%  100.0%
United Kingdom
(Staffing) 9 25 44.4% 68.0%
Iberia (Spain) 13 8 84.6%  100.0%
Other European
countries (Italy) 5} 3 80.0%  100.0%
Rest of the world 19 63 84.2% 71.4%
Corporate 19 15 78.9% 60.0%

353 450 73.9% 80.4%

1 Mature operating companies only (> 500 FTEs).
2 Tempo-Team and Randstad Netherlands only.

Historically, we have seen a rather high staff turnover rate
relative to our total number of employees. This is common in
our industry. The vast majority of our staff work as consultants
at our branches. They are relatively young, well-educated and
ambitious employees who tend to move on in their career
after a few years of working as a consultant. They are either
promoted within the Group or they decide to leave the Group
to work for one of our clients or pursue other opportunities.
Typically, our employee turnover rate remains rather stable
through the cycle. More information on our staff turnover is
shown in the table 'employee turnover rate'.

employee turnover rate

in % of total number of employees

2013 2012
Employees leaving the Group 236 21.9
Employees transferred within the Group 0.3 5.1
Total employees leaving their operating
company 239 27.0
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value for our employees

International career development

As a global leader, we are active in over 90% of the HR services market. We use global mobility to leverage the knowledge and expertise we have
developed in the Group over time in order to further strengthen the development of our operations around the world. At the same time, this also
offers our talents the opportunity to advance their careers by broadening their experience. We enable them to further develop their personal skills
and explore different cultures. The story of Sandra van Campen, CFO Randstad Asia Pacific, is a clear example of Randstad's approach to international
career development. It also explains why international promotions are essential for global success.

>> Read the entire case on www.randstadannualreport.com

Global mobility

Randstad has a truly global footprint, currently being present
in over 39 countries around the globe. This requires our local
leaders to be able to operate effectively and comfortably in an
international environment.

The global nature of our company provides ample
opportunity for employees to further develop leadership skills,
acquire and build a truly global mindset and awareness, and
effectively manage and leverage cultural differences. Relevant
international assignments have proven to be an effective way
to further develop such skills.

In addition, we are convinced that no one understands our
business and concepts better than our own employees, and
we are always looking for ways to leverage knowledge and
expertise from our own staff, both locally and on a global
scale.

Currently, Randstad has 30 international assignees in the
following countries:

committed to finding solutions and improving business results.
To monitor our progress in this regard, we measure the level
of engagement annually through our People Survey.

In 2013, we initiated a process to significantly improve our
methodology for assessing engagement, connecting it more
closely to actual business outcomes. We consider such research
an important tool in evaluating how we are doing in serving
this group of core stakeholders. To that end, we have
conducted a general survey in all geographies, and a much
more detailed one in five operating companies. We found a
clear correlation between the engagement scores and our
sickness rates: low sickness rates are one of the key indicators
of desirable behavior by engaged employees, while
'recommendation' is the driver with the highest impact (in
other words, employees who highly recommend working for
Randstad tend to report sick less often).

employee engagement score

on a 10-point scale

2013 2012 2011
number of international assignees, 2013
Total engagement 7.3 74 74
7 Participation rate 76.3% 81.4% 80.7%
source: People Survey
6
5
. employee engagement by geography
on a 10-point scale, weighted
3 engagement score participation rate
2 2013 2012° 2013 2012
1
North America 7.9 8.2 74.3% 81.8%
0 N France 6.1 6.7 84.5% 85.7%
. . NS
ST FTFS S LT E Netherlands 75 73 3% 742%
2 & S
N & & & & S S ¢ & § & Germany 7.0 74 733%  816%
<
< & g Belgium & Luxembourg? na. 77 na. 738%
N United Kingdom 75 75  619%  83.1%
Iberia 7.9 7.9 83.6% 91.2%
Other European
1 0, 0,
A clear example of how we develop and promote our people countries 2 /3 Sl 852%
. . . . . 0, 0,
across the globe is described in the case 'international career Rest of the world 70 A e  867%
0, 0,
development'. Corporate 8.2 8.1 91.1% 86.5%
73 74 76.3% 81.4%

Employee engagement
Engaged employees are better able to communicate
effectively with clients and candidates, and they are
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1 The 2012 scores are recalculated for the adjusted methodology.
2 Belgium & Luxembourg did not participate in 2013.

source: People Survey



For comparison purposes, where relevant, we have
recalculated last year's scores according to the new insights.
Our overall engagement score is 7.3 on a 10-point scale, which
is similar to last year's recalculated score of 7.4. The
participation rate was 76% (2012: 81%). Our target is at least
70%.

We will further improve the quality and the relevance of our
employee surveys in the coming year, by making better use of
the wealth of data at our disposal from sources such as the
Randstad Workmonitor, Randstad Award, and our internal
data. These surveys are important tools for facilitating the
dialogue with our core stakeholders.

The People Survey results are communicated to all our
operating companies and from there down to branch level. As
in previous years, we use our survey results as an opportunity
for further dialogue at every level of the organization, and
with the European Platform for Social Dialogue. We are fully
committed to improving those elements that contribute to
attracting, developing and retaining our staff.

a healthy and safe environment

Our operating companies record and report a variety of
measures that stimulate employee well-being. Procedures are
in place to promote safety at work, including providing the
necessary training programs. In several countries, we have
formal agreements with trade unions on health and safety
topics. For example, our Dutch companies have agreed on
protocols with the trade unions with regard to absence due to
sickness and disability, all employees are covered by collective
insurance, and reintegration partners need to be certified.

Our companies offer employees an array of programs, services
and products to stimulate their well-being. These include
discounts on sports and wellness centers and sports clothing, a
range of comprehensive health-care services (e.g., physical
check-ups, addiction prevention) and child care services (e.g.,
help for sick children). At our corporate head office, we have
sports teams for rowing, field hockey, soccer, cycling and
running, and there are on-site fitness facilities.

Randstad has a security platform for managing and
responding to security incidents in a timely manner. Correct
follo-up is organized and managed locally while our staff is
trained on how to react to potential threats and safety issues.
Serious security incidents are reported, and in some cases dealt
with, at central level.

It is our aim to achieve a sickness absenteeism rate that is
lower than the national average. Group companies whose
rate is above their national average are required to
implement a special program to improve their performance.
In 2013, the overall sickness rate was 2.1% (2012: 2.4%). The
total number of working days that were lost due to sickness
absence, amounted to 154,329 (2012: 183,230). In those
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countries where authorities publish sickness rates (mostly
Europe), our own sickness absenteeism rates were in virtually
all cases lower than the national averages.

Despite our high safety standards and prevention measures,
we have not been able to prevent all accidents. In 2013, we
were faced with incidents in the workplace causing 394
injuries among our corporate employees. The number of
working days lost due to these injuries amounted to 2,881.
This results in an injury rate of 0.04%. Fortunately, no fatal
accidents occured among our employees.

diversity

At Randstad, we seek out top talent, regardless of age, skin
color, disability, gender, marital status, nationality, race,
religion or sexual orientation. This is confirmed in our business
principles and global HR standards and in the Randstad policy
regarding discrimination, intimidation and harassment. In
order to serve the communities in which we do business,
Randstad must also reflect the diversity and demographics of
these communities among our own employees. \We aim to
advance diversity by appointing more women and minorities
in leadership positions. This section provides information
about our performance related to diversity.

Larger increases in the higher age groups in 2013 stem in part
from Belgium & Luxembourg not participating in the People
Survey in 2013: Belgium has a relatively young workforce.
Furthermore, the US - with a relatively older workforce —
reported on ages in 2013 for the first time. In addition,
employee reductions in the Netherlands had their biggest
impact in the lower age groups (consultants).

A key factor in diversity is providing equal opportunities for
women. Our flexible work environment and Randstad’s
training and career advancement programs make us an
attractive employer for women. The overall percentage of
women in senior management positions at Randstad has been
relatively stable over the past few years. A slight overall
decrease originates from a normal fluctuation, with the
strongest effect in the Netherlands: 70% of the senior
managers who left the company were women.

For detailed information, see the table 'proportion of women
in senior management'.

Currently, one-third of our Supervisory Board is female, and

our Executive Board (six seats) welcomed its first female
member in 2012.
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42 value for our employees

proportion of women in senior management'

% women in organization % women in senior management positions

2013 2012 2011 2013 2012 2011
North America 62.4 62.2 60.7 48.1 498 492
France 77.0 76.0 755 457 46.3 43.6
Netherlands 714 714 71.8 338 35.6 349
Germany 63.7 60.5 60.1 44.0 435 384
Belgium & Luxembourg? n.a. 82.1 81.9 n.a. 56.5 57.1
United Kingdom 59.1 60.2 614 38.8 38.0 411
Iberia 779 76.8 75.5 54.1 50.5 52.9
Other European countries 75.3 754 74.6 484 46.3 52.3
Rest of the world 56.9 56.9 55.8 37.6 38.9 44.9
Total 66.8 67.8 67.7 43.2 444 4.4
1 Senior management refers to all levels equal to or above district/regional management, including account management or commercial management reporting to a regional

director or higher.
2 Belgium & Luxembourg did not participate in 2013.

source: People Survey

composition of our workforce by gender

2013 2012 2011
Male full-time 30.2% 29.9% 30.3%
Male part-time 1.5% 1.5% 14%
Female full-time 52.4% 52.0% 51.7%
Female part-time 15.9% 16.6% 16.6%
Total 100.0% 100.0%  100.0%

composition of our workforce by type of contract

2013 2012 2011
Permanent/open-term contract 91.0% 92.5% 90.2%
Fixed-term contract 9.0% 7.5% 9.8%
Total 100.0% 100.0% 100.0%

composition of our workforce by age group'

age group 2013 2012 2011

18-24 4.9% 7.5% 6.8%
25-29 19.7% 21.5% 23.4%
30-34 22.8% 23.2% 23.9%
35-39 18.9% 19.3% 19.2%
40-49 24.6% 20.9% 19.9%
50+ 9.1% 7.6% 6.8%
Total 100.0% 100.0%  100.0%

1 Belgium & Luxembourg did not participate in 2013.
source: People Survey
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talent forthe future

for employees

Ximo Soler

Marketing, Communications & Concepts
Director at Randstad Australia and New
Zealand

>> Please see our online annual report
to hear Ximo's entire story about his
career advancement at Randstad.

Randstad'’s business is to ensure that our clients have the right access to talent,
and that we help find the best development paths for candidates. It is
therefore only natural that we apply the same principles in our own
organization. Randstad itself needs to provide real value to employees to be
able to attract, develop and retain them.

Overall, what we have to offer to employees can be summed up as 'Great
People, Great Opportunities’. We call this our Employee Value Proposition. It
consists of a set of carefully formulated principles and programs.

For many years now, we have been embracing the principle that we want to
fill 80% of the vacancies in our organization with internal candidates. But
there is much more. Our internal training, most of which is delivered by the
Frits Goldschmeding Academy, ensures that we do our onboarding, field skills
training and management development in a consistent and professional way.
For our management development, we also work together with institutes such
as INSEAD, the Robert H. Smith School of Business, and TIAS/Nimbas. For the
people in functional jobs, such as finance and marketing, we have developed
the "World League Programs'.

As important as the formal programs, the interaction with great colleagues is
the other key ingredient in the daily motivation on the job at Randstad. The
core values of our company are very much alive among our people, and that
makes for an environment where people are stimulated by real knowledge.
This way, it becomes easy to understand why people enjoy working at
Randstad.

The net result is that we can offer our employees increasingly attractive career
opportunities. For example Ximo Soler, whose career within Randstad first
took him from Barcelona to Madrid, and then all the way to Sydney, Australia.
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value for society

shaping the world of work

We seek to shape a more balanced society by activating our
employment knowledge and expertise through social
dialogue, social and economic growth, and by advocating
developments that benefit both individuals and society at
large. We emphasize the role of the HR services industry in
creating jobs for young people and helping them find their
way into the employment market.

from strategy to value creation

strategic building blocks

strong concepts best people excellent execution superior brands

clients

employees
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simultaneous promotion of all interests: we help to maximize future employment and economic growth
and we create shareholder value

society

Our role in society

Sustainability has been one of Randstad’s core values since the
company was founded. It is at the heart of our strategy, how
we operate, and how we treat all our stakeholders. We
operate in such a way that we simultaneously serve the
interests of all parties who are directly or indirectly involved in
our business. Because we are active in the world of work, we
have a variety of corporate and non-corporate interests to
serve. Our core values inspire us to conduct our activities, both
inside and outside the corporate environment, in a sustainable
manner, and to use our knowledge and experience to make a
positive contribution to the world around us.

For example, we can make a meaningful difference by using
our knowledge and services to influence diversity, social
cohesion and inclusion in the world’s employment markets.
Research shows that countries with more developed HR
services markets typically have lower overall unemployment
and fewer people in long-term unemployment. These markets
are more inclusive and suffer less from unfair working
conditions, exploitation and irregular work.

We are well-positioned to help address the growing

challenges the employment markets are facing around the
world. These challenges include structural shortages of skills

How we fight youth unemployment in the Netherlands

and talent, declining population growth, cultural changes in
the way new generations view work, as well as the
demographic challenges posed by aging populations in many
western economies.

Of course, we also need to address the sustainability issues
common to all businesses, such as our environmental impact
and how we affect the world around us. Our sustainability
framework addresses those issues, and we measure our
progress in this area. This is an integral part of how we
safeguard our business and its long-term viability, while
taking into account the interests of all our stakeholders. At
the same time, we believe our industry has a unique
opportunity to help create a truly sustainable future, both
socially and economically, by literally shaping the world of
work.

Stakeholder dialogue

One of our key surveys is the Randstad Workmonitor. The
Randstad Workmonitor report is published four times a year,
making both local and global trends in mobility visible over
time. The results are published on our corporate website.

At the same time, we have developed leading programs to
enhance employment market knowledge. Together with
partners such as SEO Economic Research, associated with the
University of Amsterdam, we have carried out studies into the
implications of future demographic shifts for the employment
markets in Europe. These studies have been published under
the titles ‘Mind the Gap’, ‘Drivers of Participation’, ‘Bridging
the Gap’ and ‘Into the Gap'. These and more examples of our
research can be found on our corporate website.

In addition to globally conducted and published research,
Randstad operating companies around the world collect
industry insights and conduct research, which form a valuable
source of information for local stakeholders. Publications
include the World of Work research (Asia Pacific), the
Workpocket (Netherlands, Belgium and others), various salary
surveys tailored to specific target groups (e.g., the
Professionals segment), white papers, online polls, etc. More
information is available on the websites of the respective
operating companies.

In 2012, we launched a dig