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Karina Wienicke
Adecco Germany 

From a Company
of Firsts
The following pages feature photographs of
genuine Adecco Colleagues. Not models, but
real Adecco Colleagues. That’s because the
Adecco Group knows that it is our people’s
energy, creativity and innovation that have made
the Adecco Group what it is today: the biggest
and best Human Resource solutions company in
the world.
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EUR millions, except share and per share amounts

Selected Financial Highlights Year Ended

Adecco at a Glance
• The world’s # 1 provider of Staffing & 

Career Services
• EUR 16.3 billion net service revenue
• EUR 514 million operating income1

• 28,000 Colleagues
• Up to 650,000 Associates on assignment

daily
• Up to 150,000 Clients served every day 
• 5,800 offices in 70 territories

1 Before amortisation of intangibles
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Adecco S.A. SMI re-based 9 April 1996

20

40

60

80

100

120

140

160

Sh
ar

e 
P

ri
ce

 (
C

H
F

)

Stock Price Performance

1/1/1996 1/1/1997 1/1/1998 1/1/1999 1/1/2000 1/1/2001 1/1/2002 1/1/2003 1/1/2004

December 28, 2003 December 29, 2002 

Statements of Operations Data:

Net service revenues 16,250 17,098 

Operating income before amortisation  

of intangibles 1 514 451

Operating income 505 446 

Net income 305 242 

Per Share Data:

Net income per share Basic 1.63 1.30

Diluted 1.61 1.28

Net income per share 2 Basic 1.65 1.30

Diluted 1.62 1.28

Weighted average shares 186,744,214 186,527,178

Diluted shares 195,777,267 193,469,123

Balance Sheet Data:

Trade accounts receivable, net 2,955 2,906 

Goodwill 1,284 1,462 

Accounts payable and accrued expenses 2,774 2,815 

Net debt (incl. off balance sheet financing) 918 1,409

Shareholders’ equity 1,547 1,339  

Cash Flow Data:

Cash flows from operating activities 455 445 

Cash flows used in investing activities (440) (182)

Cash flows from / (used in) financing activities 365 (398)

1 Operating income before amortisation is a non-U.S. GAAP (Accounting Principles Generally
Accepted in the United States) caption used by management as supplementary information

2 Before cumulative effect of change in accounting principle

Business Mix

The Adecco Group operates four main lines of business characterised by different profitability and profit conversion profiles. The Adecco Group's strategy
aims at optimising the business mix to maximise profitability, while delivering business volume and economies of scale.
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* Operating income before amortisation and corporate costs

Delivering on Strategy
The Adecco Group reported a strong
underlying performance in 2003,
demonstrating the strength of its strategy 
in a year of modest economic recovery.

In 2003, the Adecco Group generated
revenues of EUR 16.3 billion and operating
income before amortisation of intangibles of
EUR 514 million. On a local currency basis,
revenues and operating income increased 
by 2% and 21%, respectively. Return on Sales
increased by 53 basis points (bp) to 3.2%.
Currency fluctuations had a negative impact
of 7% on sales and operating income before
amortisation, principally due to the
appreciation of the Euro against most of 
the Adecco Group’s basket of currencies.

The 2003 performance demonstrated the
Adecco Group’s ability to deliver strong
profit growth with small changes in the top
line. Prudent operating cost management
and productivity improvements were the
catalysts to the Adecco Group’s operating
gearing improvement, which helped to
mitigate the impact of the 73 bp gross
margin loss in 2003. This decline is
explained by negative currency mix
changes, unfavourable change in business
mix, lower average placement fees and
lower temporary staffing margins. Lower
temporary staffing margins are mainly
attributable to an increase in provisions,
workers’ compensation and state
unemployment insurance in the U.S. offset
by a reduction in estimated liability related
to payroll tax subsidies in France. 

In 2003, net debt was reduced by 
EUR 491 million to EUR 918 million,
including off-balance sheet items of 
EUR 36 million. Strong generation of cash
flow from operations of EUR 455 million
contributed to this reduction.

Adecco Staffing Division 

Ajilon Professional Division 

Lee Hecht Harrison Career Services Division 

e - HR & Others Division



Revenues

In a year of modest economic recovery, the Adecco Group's growth
strategy continued to focus on establishing its footprint in promising
market segments and niches, while at the same time growing in
traditional markets.
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Efficiency*

Since its creation in 1996, the Adecco Group has consistently
demonstrated its efficiency in converting gross margin into profits,
except during the period of economic downturn of 2002. In 2003 the
Adecco Group's efficiency began to return to historical levels.
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23% 23%
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* Efficiency = Operating income before amortisation/gross margin

Branch Network

In 2003 the Adecco Group remained responsive to local market conditions
and adjusted select areas of its office network in order to seize niche and
regional growth opportunities. 
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Market Share*

Market leadership and dominant share are undoubtfully key assets to
seize further growth opportunities in the industry. Presently, the Adecco
Group ranks #1 in 9 markets that account for 85% of the temporary
staffing revenues worldwide and it has exceeded its strategic goal of 
20% market share in 4 of the most important markets in the World. 
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Geographical Distribution and Revenues

In 2003, the Adecco Group selectively strengthened the geographic presence of business lines in Europe, North America, Asia Pacific and the rest of the
World. Particularly noteworthy is the expansion of Lee Hecht Harrison Career Services in Europe with an increase of 25% in turnover and a 38% in profits. 
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Asia Pacific

Rest of World
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* The market shares above refer to mainstream staffing segment only; because of 

this change in approach some of the market shares reported  here may not be

comparable with previously reported market shares (e.g. UK)

Adecco Staffing Lee Hecht Harrison Career ServicesAjilon Professional 

Average 22%



Dear Colleagues, Clients, 
Associates and Shareholders

This year has been the third consecutive tough year for

our industry in many areas of the world. For us prudent

cost cutting has resulted in a pleasing increase in profits,

even though consistent revenue increases are still

elusive. However, there have been some positive signs 

of growth. I am very proud that we have continued to

strengthen our business and I believe that we are well

prepared to benefit from the anticipated upturn in

economic activity. 

Before entering a more detailed review of our activity and

prospects, I first want to thank all our staff involved in the

enormous amount of work that resulted from our audit

delay announced in January 2004. We understand and

share the frustration and concern of all stakeholders and

we have worked incredibly diligently to solve the issues as

quickly as possible. This audit delay was the result of a

notification by our auditors, Ernst & Young, to the Board

on January 9, 2004 that they had identified what they

believed to be material weaknesses in the control systems

of Adecco Staffing North America. As a consequence,

Ernst & Young said they were unable to complete the 2003

audit of the Company’s accounts without further detailed

scrutiny of this business. The Board found itself in a

position where doubt had been cast over the effectiveness

of the Company’s internal controls in an important U.S.

subsidiary and, in the absence of absolute certainty about

matters, the Board had no choice but to be careful in

what it disclosed. This announcement occurred against

the background of a very fragile corporate environment,

which intensified its severity.

The effect of our auditor’s notification was to delay

publication not only of the 2003 accounts but also of

First Quarter figure of 2004. I am pleased that after one of

the most exhaustive and forensic investigations, the 2003

audited accounts have been published on June 1st, 2004,

and the First Quarter 2004 results have been published

on June 4th, 2004. In addition, we have taken a number

of significant steps to reinforce our audit and control

functions throughout the Company. I hope that we can

now put this unfortunate episode behind us. The fact

that we continued our strong performance during the

first few months of 2004 is an enormous testament to 

the spirit, resilience and loyalty of our people. I believe

that Adecco has emerged from this difficult experience a

stronger company, ready to fully benefit from the strong

structural global changes affecting our industry. 

Three Forces re-defining Labour Markets
Global change impacting ‘the world of work’ continues

rapidly. As the world’s largest people business, we are

uniquely placed to counsel governments and Clients on

the ramifications of these changes, and to help manage

their workforces, wherever they may be located. 

I believe there are three fundamental forces that have

evolved and intensified over the past fifteen years 

and continue to re-define labour markets. They are:

globalisation and the triumph of market forces,

demographic change and migration, and the relentless

growth of the Internet.
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1. Globalisation 
The fall of the Berlin Wall in 1989 was a watershed in the

ascendancy of market over control economics. This,

together with the emergence of the Asian economies, 

in particular China and India, has been a major impetus 

to a single global economy. The erosion of its control

economy has allowed China to become a global 

magnet for manufacturing. India, already a hub for IT

development, is fast becoming a centre for outsourcing

services.

Adecco, which has the best and most extensive global

network, will have an advantage and benefit more than

competitors from globalisation.

2. Demographic Change and Migration
Declining birth rates and a longer lifespan is transforming

the economies of the developed world. In the USA, the

population over 65 years old is expected to grow to over

20 percent by 2020. The European Union will also see a

strong rise, to 24 percent. Japan’s percentage will be even

higher at 26 percent. The impact of this greying can and 

is being ameliorated by the migration of jobs, so called

outsourcing, and the migration of people especially into

the USA from the South and into Europe from the East

after the fall of the Berlin Wall.

These trends could lead to a shortage of workers. Even

as soon as 2012 more people will leave the European

Union workforce than will enter it, says Nigel Nicholson,

Professor of Organisational Behaviour at The London

Business School. He estimates that within 20 years there

will be a shortfall of 20 million workers in Europe.

Contrast this with China and India whose combined 

two billion plus populations possess almost limitless

pools of increasingly skilled, and cheap, labour.

Adecco’s network and expertise in finding jobs for people

of all ages, skills and nationalities is well placed to fully

serve Clients and Candidates in this environment.

3. The Internet Age
Like the first road, canal, railway, electricity and

telephone networks, the Internet will revolutionise

global communication and become part of the fabric of

life. Already it has been a catalyst in the migration of

jobs to China, India and other developing economies.

This will continue. Deloitte anticipates that a further 

two million jobs will move there by 2008.

C h a i r m a n ’ s  S t a t e m e n t

John Bowmer
Chairman



Piotr Terlecki 
Adecco Poland

Leadership Strategy 
Adecco’s global leadership strategy has been crystal

clear since its inception in 1996, standing the test of

time and circumstance. Each Division aims for growth

exceeding the market, through organic progress and

value generating acquisitions. Market leadership

focus, which aims for 20 percent market share and

No.1 or No.2 position in all major markets, gives

Adecco primary presence and all of the advantages

of scale, not least in leveraging technology to reduce

costs and enhance services. The optimised business

mix fortifies revenues throughout the economic cycle

and ensures unrivalled service capabilities.
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The USA and UK media have expressed concern about

the migration of jobs overseas. I am confident, however,

that these countries will benefit greatly from this trend,

in spite of redundancies at home. The laws of economic

comparative advantage will continue to apply. Countries

will efficiently produce the most wealth with their

unique resources. The USA and UK have been losing

manufacturing jobs for many years but unemployment

trends are the lowest ever. McKinsey & Company

supports my view. Its research says that the States gain

up to $1.12 for every $1 in wages lost abroad, through

efficiencies gained domestically, and in freeing up

redundant employees for higher-paid jobs. 

Adecco has developed state-of-the-art Internet

compatible systems that will enable it to compete most

effectively in these markets.

Regulation for Labour Flexibility and Worker Protection
One of the greatest repercussions of these trends is that

Western Europe and Japan are not as competitive globally

as they once were. Archaic labour law has hampered

flexible practices, including the use of temporary workers.

There have been changes, especially in Germany and

Japan whose post World War II economic miracles were

based on supremacy in manufacturing sectors, that are

fast becoming uncompetitive with the briskly developing

economies in Asia and elsewhere.

In Japan over the last decade, the scope of temporary

work has been significantly expanded. Its extension in

2004 to manufacturing augurs well for the growth of the

market and our Company. 

Germany has continued to take steps to increase the

flexibility of its labour market. I firmly believe that of all

western European countries, Germany would see the

greatest benefit from the European Union Agency

Workers Directive. It is frustrating that the Directive has

stalled. However, I believe, when the European Union

feels enough pain from its declining competitiveness, 

an agreement will be found. And when it does, it will be

very positive for us. The Adecco Group has always

demonstrated strong growth in responsibly regulated

markets.

European Union Enlargement
We are very optimistic about the impact of the

enlargement of the European Union on our markets. 

As in the existing European Union block, we have led

lobbying efforts to communicate the benefits of the

Agency Workers Directive in establishing freely

operating temporary labour markets with strong worker

protection and fair pay. These countries also face skill

shortages, substantial black economies and rampant

unemployment, as high as 20 percent in some regions. 

A responsible temporary work industry would help

eradicate worker exploitation, and build skills,

employment and wealth. 

Transition from Job Security to Income Security
These forces will have a profound effect on the working

world of the developed economies. Change will be faster

and more far reaching in nature. There will be a premium

on constant retraining for new jobs.

For the adaptable and mobile worker, this will be a

liberation from the strictures of a now conventional

career. It will be a chance to lead a more flexible and

fulfilling life. For some, the ending of the lifelong ‘9 to 5’

career supported by a defined benefit pension will be

tough. But increasingly, people will have to take more

ownership of their work life and financial destiny.

Thus, the traditional idea of ‘job security’ must give way

to the concept of ‘income security’. 

Careers will be based on the continual development of

employable skills, and consecutive assignments with a

variety of employers. It is the social responsibility of

governments, unions and the private sector to work

together to redefine educational policy to improve access

for the young and provide life long learning for all. 

Our Challenge
Our challenge at Adecco is to continue leading our

industry through these changes. We must focus on being

prepared to meet rapidly changing Client needs for

skilled, flexible workforces and value-added services as

their growth picks up, as their business models become

more global, and as their labour forces spread across the

world.

Already this year we have launched Adecco Staffing in

New Delhi, India. There is further opportunity to build

on our strengths in the other emerging economies of

Asia, Eastern Europe and in South America.

We will continue to lobby for responsible and effective

legislative change in the European Union. We will

continue investment in our world-class Internet

capabilities to drive efficiencies across our global branch

network, and to offer our Clients the best possible

services.

We will work hard to make workers successful in the

new world of work by enhancing their ‘income security’

by providing the best training, job placement and career

transition advice.

I am confident that the talented people of Adecco can

rise to these challenges. The work that they do is

becoming even more relevant in ensuring the success 

of the new global village.

I am immensely grateful to everyone working in Adecco.

The last three years have been stimulating but arduous.

The company is now in excellent shape to meet future

challenges because of everybody’s efforts. Thanks are

also due to our loyal Clients. We promise we will do all

we can to help each one be successful in a rapidly

changing world. Finally, thanks to you our shareholders

for your steadfast support.

C h a i r m a n ’ s  S t a t e m e n t

John Bowmer
Chairman
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Tracy Stearns
Adecco USA To d a y ’s  m a r k e t p l a c e

i s  g l o b a l  a n d  m a n y
g o v e r n m e n t s  s e e
f l e x i b l e  w o r k  a s  a n
e s s e n t i a l  s t r a t e g y  
f o r  w o r l d w i d e
c o m p e t i t i v e n e s s  a n d
s o c i a l  p r o g r e s s .

Rising to 
the Challenge 
Focused upon what it can influence,
Adecco demonstrated the ability and
determination to succeed. Adecco’s
team commitment in 2003 resulted in
the Company achieving solid
performance in sales increases, cost
reductions, operating profit and return
on sales throughout the year. Over
EUR 100 million reduction in annual
operating costs and a second half
growth of sales above 30% in the key
U.S. market are just some of the
demonstrable results. This is
notwithstanding new product launches
and market development initiatives.
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C E O  L e t t e r

Jérôme Caille
Chief Executive Officer 

To our Shareholders, Clients, 
Colleagues and Associates,

With the signing of our full year 2003 results, we
closed a long and difficult chapter in the Company’s
history. I am pleased that our accounts were 
signed by our auditors with no qualification, 
no restatement of prior year results and with no
evidence of material irregularities. I am also
incredibly proud that there has been little impact
on our underlying performance as a result of
recent events. We remain the clear world leader in
Staffing and Career Services. 

In fact, it is an enormous testament to the
resilience of Adecco and the loyalty and dedication
of our people that over this period we continued 
to grow our business with the highest standards of
quality and dedication, increasing both our Client
base and our sales. We have also used this
opportunity to review all our operations and
systems in the U.S. and drive process efficiencies
as well as strengthening our internal controls. I am
confident that we will emerge a stronger company,
well prepared to enter the exciting period of
further growth anticipated in HR Services.

Strong Operational Performance
Our underlying performance in 2003 was strong,
demonstrating the resilience of our business and
the ongoing commitment of our Associates across
the globe. Our operational highlights include:
• Net income increased by 26%
• Strong cash flow generated from operations 

of EUR 455 million
• Net debt reduced by EUR 491 million
• Jobs provided for over 2,300,000 people in 

70 territories

In the year we converted the sales decline of 3% 
for 2002 into 2% growth in 2003 in local currency,
with a steady acceleration in sales throughout the
year at Adecco Staffing and an encouraging sales
turn at Ajilon Professional. Our global presence and
differentiated service also enabled us to increase
sales from our top 100 major Clients by 13% at
constant rates, with these Clients using our services
in more than 20 countries on average. We were able
to track sales growth and transform this into
operating income before amortisation growth across
most of our major territories, largely thanks to our
competitive cost structure and global network. 

In addition, we are currently rolling out a global
pricing programme across the Group to enhance
our costing procedures and to monitor in detail our
gross margin evolution. Gross margin was down 2%
in local currency and 9% in Euros in the year largely
due to currency mix, change in business mix, lower
average permanent placement fees, provisions,
workers compensation and SUI in the U.S. and
lower temporary staffing margins. This programme
is already delivering results with five of the initial
eight business units to have adopted this
programme delivering a year on year increase in
gross margin in 2003. These five units are France,
Germany, the UK, Belgium and Spain. As this
programme is rolled out across the Group, we
anticipate it will have a positive impact on gross
margin.

Adecco Staffing 
At Adecco Staffing, which represents 89% of Group
sales, we reversed a 1% decline in revenues to
achieve a 2% increase in 2003 in local currency.
With the exception of the second quarter, sales
held firm at 3% above last year and we were able 
to transform moderate sales growth into strong
operating income before amortisation growth in
most major units. In particular, Benelux, Germany
and the Nordics delivered excellent performances,
achieving their highest country operating incomes
before amortisation ever. We managed to improve
operational leverage in most major business units:

• At Adecco UK we converted our sales growth of
5% into a operating income before amortisation
growth of 68% in local currency. This was through
an increase in our network by 55 to 345 branches
today, giving us increased proximity to our
customers and Candidates. This enabled us to
capture higher margin transactional business
and also to tailor our offer to the fastest growing
segments of the industry such as healthcare,
education, hotel and catering, technical and
engineering and retail. 

C l e a r  a n d  b o l d  t a r g e t s .  T h e s e
a r e  a l w a y s  o u r  b u s i n e s s  f o c u s e s ,
n o  m a t t e r  w h a t  t h e  p r e v a i l i n g
c o n d i t i o n s  a r e  i n  t h e  e c o n o m i c
e n v i r o n m e n t .



Krzysztof Adamus 
Adecco Poland 

Stepping up
Productivity
Productivity – as related to the

number of placements per 

employee – rose by over 9% year 

over year. Adecco is committed to

sustain improvements in productivity

through leveraging purchasing

power and continued investments 

in IT, including further back-office

integration programmes across

Divisional business lines. 

A l m o s t  h a l f  o f  A d e c c o ’s  l a r g e s t
C l i e n t s  e m p l o y  t h e  s e r v i c e s  o f  t w o
o r  m o r e  A d e c c o  G r o u p  c o m p a n i e s .  
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• At Adecco Iberia our strategy of moving up the
value chain into higher margin HR services
continues to pay off, with a 7% increase in sales
converting into a 47% increase in operating
income before amortisation in local currency. We
have grown outsourcing, permanent placement
and training offerings in the year and this has
helped to increase our profits in this region, an
encouraging sign considering we only started
these types of activities three years ago. 

• Adecco France converted flat sales into 23%
operating income before amortisation growth in
local currency – an important result, as Adecco
France represented 52% of Group profits in 2003.
We maintained our market share at 32% overall,
but in the second half of the year we started to
outperform the market. Our 1,556 branches are
now connected on the Web to Candidates,
Clients and other branches. By the end of 2003
we sourced 16% of new Candidates from the
Adecco website and fulfilled 10% of new job
mandates with Candidates exchanged on the
AdeccoWeb Intranet. This resulted in reduced
Client service costs and higher Client satisfaction.

• Adecco North America reported sales up 4% 
in local currency, better than the market. This
increase was driven not only by sales from existing
Clients but also by new Clients. However,
operating income before amortisation was down,
as our gross margin declined further, largely 
due to the continued impact of workers’
compensation, SUI and provisions. Our margin
improvement programme continues and, as the
economy in the U.S. improves, we expect
workers’ compensation claims to decrease. Most
importantly, we believe our expanding Client
base is our best asset for improvement in Adecco
North America, allowing us to capture the lion’s
share of upside from the economic recovery.

• Adecco Italy remains one of our major markets,
with sales up 5% year on year in local currency.
During 2003 we were able to maintain our
market share and strong Client base despite a
challenging environment. We were particularly
pleased with our performance in the permanent
placement market, where we grew sales by 56%
as labour reforms continue to create further
opportunities for us to expand in the non-
staffing HR services market. We also delivered a
return on sales in excess of 5%, although our
gross margin dipped. 

• And as you know deregulation means growth for
us, as demonstrated at Adecco Japan where we
have increased our sales by 11% and our
operating income before amortisation by 17%.

Lee Hecht Harrison Career Services
At Lee Hecht Harrison, our career management
business, which represents 1% of Group sales, the
year was challenging, with weak demand. This
division closed down 11% year on year in local
currency. However, we won major new accounts in
the financial services, pharmaceuticals, technology
and energy sectors but we will only see significant
revenue when there is further consolidation in
these sectors.

Ajilon Professional 
The Ajilon Professional Division represents 10% 
of the Adecco Group’s revenues. During the year we
continued to close the sales gap in all countries,
with an improving trend throughout the year
particularly in the last quarter. At Ajilon we are now
benefiting from the reorganisation we started two
years ago and we are confident we will have positive
sales growth in 2004. 

At Ajilon North America sales decreased by 7%, but
operating income before amortisation increased by
15% in local currency. The IT environment remained
challenging. During the year we continued to focus
on further developing our consulting business,
which helped us to offset the impact of declining 
IT bill rates. We have spent the last two years
adjusting our cost base to the weakened business
environment, have made significant FTE reductions
and consolidated our branch network. 

At Ajilon UK sales declined by 2% as bill rates fell due
to oversupply in the market and a shortage of IT
projects. However, at the operating income before
amortisation level we were up 12% in local currency.
New contract wins towards the end of 2003 have
helped us to gain market share. 

Disposal of jobpilot
We decided last year to review strategic alternatives
for jobpilot after recognising that a jobsite was more
suited to an interactive company than Adecco’s
staffing business. In April 2004 we announced the
sale of jobpilot to Monster Worldwide Incorporated
for EUR 75 million, resulting in a book gain of
approximately EUR 20 million for Adecco. The
Adecco Group is now focusing on developing
AdeccoWeb, its on-line recruitment and placement
capability, as an integrated part of its staffing
business.

C E O  L e t t e r

Ajilon
Colleagues in
front of the
Ajilon France
Headquarters in
Villeurbanne.

Dominique Besson,
Country Manager of Lee

Hecht Harrison France,
and his team at the Paris

Headquarters.
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Committed to our Strategy
Recent events have not distracted us from running
our business and we remain committed to our
strategy. We are the world’s leading HR Solutions
provider with an unrivalled portfolio of services
and we stand by our commitment to extend our
leadership position by outperforming the market
through a combination of organic growth and
acquisitions. 

We are already number 1 in 9 of the major staffing
markets and number one in many of the staffing
markets of tomorrow. Our goal is to achieve a
market share in excess of 20% in each of the major
markets, given the clear connection between
market share and profitability. 

We reinforced our cost leadership position in 2003,
reducing cost as a percentage of sales to 13.9% - its
lowest percentage since 1999. During the year we
achieved a like-for-like cost reduction excluding
currency of EUR 134 million, compared with our
target of EUR 100 million for the year. This was
achieved through the global deployment of four
centralising initiatives: the micro management of
our loss-making branches, the deployment of our
purchasing programme, the rollout of our IT
platform, and the implementation of our
compensation policy based on profit growth.

We continue to segment our markets by industry to
attract more qualified Candidates and continuously
evolve our service to focus on more comprehensive
HR solutions. Our aim is to be the supplier of
choice and our success in achieving this is reflected
in the fact that we have 91 of the Global Fortune
100 companies as Clients. 

Being an employer of choice is also a major priority
for us since in our industry people are the key asset
as they manage the Client relationship and deliver
the service. Recent events showed the importance
of having the best people and their commitment
and dedication throughout this time demonstrates
the strength of our corporate culture. 

Management Changes
The Board of Directors accepted the resignations
of Felix Weber and Julio Arrieta from their
respective roles as Group CFO and CEO of Adecco
Staffing North America. 

In April we announced the appointment of 
Jim Fredholm as Group Chief Financial Officer,
joining Adecco from Deutsche Post World Net 
where he served for seven years, most recently as
Managing Director of the STAR programme, the
company’s group wide value creation programme
and as Global Integration Officer of DHL. We believe
Jim’s strong background in accounting, finance and
controls acquired in several large global services
companies will be invaluable in helping us to
emerge from recent events a stronger company.

Ray Roe, former CEO of Ajilon, has been appointed
President of the Adecco Group North America,
with a primary focus of maintaining Adecco’s
leadership position in this market. Ray successfully
restructured Ajilon and made a major operating
income before amortisation to the redesign of 
Lee Hecht Harrison. We have also appointed 
Peter Alcide as CFO North America following ten
years as CFO of Lee Hecht Harrison. Alwin Brunner
has been appointed Chief Information Officer for
North America to lead our strategic, long term IT
initiatives. He previously ran our worldwide IT data
centre and led our Peoplesoft development team.
Finally, we appointed Christophe Jeusse as VP of
Finance and Operations, Adecco Staffing North
America, to strengthen our internal controls and
ensure they are Sarbanes-Oxley compliant.
Christophe was previously CFO of worldwide IT 
at Adecco. 

Adecco Colleagues from Korea, Taiwan, Singapore and
Malaysia in Singapore during the regional Colleague 
photo shoot.

Sandra Meier, 
Branch Manager, 

Zurich Bank and Finance
and Simon Stutz, 

Branch Manager, Zurich
Commercial with 

their team.

C E O  L e t t e r
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C E O  L e t t e r

Our Social Commitment 
Adecco prides itself on being an employer of
choice and a responsible and valuable contributor
to the societies and economies in which it
operates. We are focused on drawing from our
experiences as a leading provider of employment
services to positively develop the labour market. 
In particular, we are working hard to develop and
implement initiatives whereby work can be made
more accessible for a number of disadvantaged
groups in society. 

2003 was identified as The European Year of People
with Disabilities and, in addition to our ongoing
projects to help the disadvantaged, we implemented
a number of initiatives to tackle the alienation of
disabled people in the year. We beat our target of
placing at least 7,000 people with disabilities into
the labour market in the year by 1,800. We also
developed a concept design for our branches to
ensure that these are accessible for disabled people
and in the year this design has been implemented
in about 50 new European Adecco branches. 

In May last year, Adecco Belgium created the fifth
Adecco Foundation in Europe, alongside those in
Germany, Spain, Italy and France. The Belgium
Foundation focuses principally on young people
aged 18-25 who have difficulties entering the
labour market due to job skills shortages. 

Drivers of Growth
With our comprehensive global network, we are
ideally placed to benefit from the economic
recovery. In addition, large companies around the
world are increasingly looking for integrated global
workforce management solutions. These companies
expect to find the same service quality wherever
they operate in the world. Again, our global
network and our broad range of HR services make
us the right choice. Governments are also
beginning to understand that the efficiency of their
labour market is a key driver for economic growth
in a global economy. We continue to demonstrate
our ability to adapt quickly to labour regulation
changes, making us the first to benefit from this
trend. Lastly, our success in anticipating EU
enlargement means that we are already number
one in the most important Eastern European
countries. We plan to be active in all of the ten new
member states by the end of this year.

Jérôme Caille
Chief Executive Officer 

Outlook for 2004
Demand for temporary staffing is already
accelerating and we expect it to further strengthen
later in 2004. In the short term, we expect some
margin pressure resulting from competitive pricing
as well as a change in business mix with a decrease
in sales of the LHH Career Services Division.
Furthermore, profitability will be impacted by the
significant non-recurring costs related to the audit
delay during 2004. However, we remain confident
about the medium term profitability outlook and
expects gross margins to be positively impacted by
the increase in the number of permanent
placements, the recovery of the professional
staffing sector, particularly in IT, and the
accelerated growth in deregulated countries with
higher margins. Furthermore, the Company's
lower cost base and higher productivity will result
in a high conversion of top line sales growth into
bottom line profitability.

Lastly, I would like to extend my thanks to my
28,000 Colleagues and the hundreds of thousands
of Associates who represent Adecco in workplaces
across the globe for their ongoing commitment to
the Group and their unwavering enthusiasm.
Equally, I would like to thank our Clients and
shareholders for their continued support and
commitment to the Group, particularly through
the last few difficult months. We remain committed
to delivering excellent service and outstanding
shareholder returns.



Benjamin Lopez
Adecco Spain

Pushing
Boundaries
As the world economy 
globalises, the Adecco Group
has continued to invest where
growth opportunities arise in
emerging countries and regions.
Not least in Eastern European
countries, such as Czech Republic,
Slovakia, Poland, Hungary,
Lithuania, Latvia and Estonia, 
all of which have joined the EU
in May 2004. 
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Privatisation programmes
and international
investment in manufacturing
and services have created
a dynamic environment
and the Adecco Staffing
network in the region
expanded by 18 offices 
in 2003, making a total 
of 52. Adecco partners

pioneering businesses
with a range of services such as;
assessing local labour potential
before location decisions are
made; workforce start-up
programmes for Clients
establishing their business; as
well as outsourced HR services
and mainstream temporary and
permanent recruitment.

A c r o s s  t h e  g l o b e ,
t h o u s a n d s  o f  c o r p o r a t i o n s
w a n t  f l e x i b l e  h u m a n
r e s o u r c e s  a n d  m i l l i o n s  o f
p e o p l e  w a n t  f l e x i b l e  w o r k .



G l o b a l  T r e n d s

Emerging 
Opportunities

Evolving macro-economic,

social and political trends are

stimulating a ‘changing

world of work’ - creating an

environment in which the

role of HR service providers is

growing ever greater, as new

opportunities emerge to

deliver success for

Candidates, Associates and

Clients.
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“There are around 63,000 transnational corporations, up from 
7,000 in 1975.”
World Investment Report 2001 (United Nations Conference on Trade and Development)

“Working for international companies is highly desirable,
particularly amongst young workers. In a pan-European survey 
of 2,000 young workers, 32% wanted to work for ‘international’
companies.”
Lab'Ho (Adecco Group) study on Youth Expectations 2003

Trend 1: Globalising Business
Local reach

The Adecco Group answer
Businesses continue to expand their global reach and HR
strategies. Adecco’s global network can deliver local execution
across a broad spectrum of HR services, a truly ‘glocal’ offering.

Trend 2: Age of Integration
The maturing workforce

The Adecco Group answer
With one eye on the future, Adecco is piloting a range of
initiatives to encourage the reintegration of mature people into
the workforce. The average age of Adecco Associates may be in
the mid twenties, but demand for mature workers is forecast to
grow as ‘baby boomers’ continue to age, birth rates remain low
and job creation expands strongly.

“In the Developed World, the aging rate (the percentage of the
population over 65) is rising at a breathtaking clip. At the dawn of this
century, Japan's aging rate stood at 17%, followed by Western Europe
17%, with the U.S. at 13%. By 2020, those numbers will rise to Japan,
26%, Western Europe, 24%, and the U.S., 20%, meaning from a fifth
to a quarter of the Developed World population will be over 65.”
Richard Heller, Chief Correspondent for Forbes Global

Published www.thehrportal.com

“The temporary staffing industry must also assert itself in the field 
of training and reintegration of certain workers, particularly older
people, which is a vital factor for improved flexibility in the job
market. Indeed, the prospect of increasingly scarce labour will be
accompanied by a change in companies’ requirements, in terms of
qualifications as well as skills. In a society in which career paths are,
and will be, less and less linear, in which mobility and multi-
disciplinary skills are valued and in which permanent contracts are
no longer entirely the norm in recruitment, temporary employment
agencies will have their part to play as a strategic interface between
an increasingly rare and demanding supply of workers and an ever
more pressing and targeted demand for workers.”
Carole Deneuve: Economist at the Centre d’Observation Economique, COE (French Centre

for Economic Observation and the Paris Chamber of Commerce and Industry)

Published www.thehrportal.com

“The percentage of people aged 55-64 engaged in work rose from
35.8% in 1994 to 39.8% in 2002 – Sweden has the most at 68.3%.” 
Eurostat 2002

-  L a b o u r  M o b i l i t y  -  A g i n g  P o p u l a t i o n  -  W e b i f i e d  W o r k  



Trend 5: The ‘Net’ Effect 
On line operations become integral

Dutch 1.8%
Russian 2.5%

Portuguese 2.6%

Italian 3.3%

French 3.7%

Korean 4.0%

German 7.0%

Spanish 8.0%

Japanese 9.5%

Chinese 12.2%

English 35.6%

Global Reach 

(http://www.glreach.com/globstats/)

On-line population per language.

Total 680 million (Sept. 2003)

The Adecco Group answer
Internet access and usage is still growing apace - the Adecco
Group is harnessing the net potential to improve operating
efficiency, innovate and expand services for Clients and
Associates.

• 54% of Italian female workers would consider choosing
temporary work when returning to employment after a career
break, after bringing up a family for instance. 

• 54% turned to a temporary employment agency specifically
because it was a fast and suitable route to return to work; 18% to
be able to combine work and family; 13% to receive a specific
vocational training and 12% to ‘try out’ their own abilities and
skills.

‘Women and the labour market’: Commissioned by Adecco Italy 

Published www.thehrportal.com

A range of improvements to employees’ rights came into force in
the UK on 6 April 2003 under the Employment Act 2002. In
particular, the Act introduces the right to request flexible working
conditions.

Trend 3: Work Life Balance
Shaping the way we work

The Adecco Group answer
Live to work or work to live? In many countries, attitudes to
work life balance are changing along with the structure of the
workforce, with for example, greater female participation and a
requirement for flexible arrangements to ensure family
commitments can be met. The Adecco Group is in step with the
work life balance aspiration – shaping job opportunities to
create the right ‘fit’.

Labour Mobility:
“The number of people living and working outside their country of
origin doubled between 1975 and 2000, to a total of 275 million.”
International Labour Organization for Standards and Principles estimate July 2003

Corporate Mobility:
The growth in Business Process Outsourcing (BPO) with
movement of manufacturing and services, shows little sign of
abating on national and international levels – combining the right
people, processes, and technologies to enable companies to gain
maximum efficiency and achieve competitive advantage.

Source: NASSCOM Years ending March      † Estimate

(per thousand)

Call-centres
(ITES)
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Employment in Indian IT Sector

Trend 4: Going Mobile
Migration flows of people, business and jobs

The Adecco Group answer
We are in an age of ever increasing international mobility for
labour and businesses. Adecco is keeping in step to meet
changing individual and corporate needs - integrating people
on the move into work and satisfying the labour needs of the
‘moving’ business through its global network.

01 02 03†

Software Multinational
operations

Call-centres
(ITES)

“Of course, the variation in the temporary workforce is still in line
with the major economic trends, but it also seems to come within
a broader strategy of seeking flexibility in the operation of the
productive fabric. 

The transformation of the economic and financial environment,
marked by the globalisation of markets, the logic of subcontracting,
just-in-time management and the rationalisation and optimisation
of the production tool, is forcing companies to constantly adjust
their production factors, and more particularly the labour input.
This movement has been amplified by the emergence of new
constraints in terms of the organisation of working time linked to
the implementation of the 35-hour week (annualisation, overtime,
etc.), increasing the need for rapid adjustments in how companies
operate. In this sense, temporary work meets this need.

As service providers, these ‘recruitment professionals’ fit into the
logic of productivity that companies are looking for. These major
structural changes doubtless explain why the temporary workforce
has a certain resistance that goes beyond the ups and downs in the
economy.”
Carole Deneuve: Economist at the Centre d’Observation Economique, COE (French Centre

for Economic Observation and the Paris Chamber of Commerce and Industry)

Published www.thehrportal.com

Trend 6: Flexible Workforce  
Becoming a permanent strategy

The Adecco Group answer
The Adecco HR Portal (www.theHRportal.com), launched in 2003,
is a knowledge bank about the latest developments and trends
in the Human Resource industry.

 -  W o r k  L i f e  B a l a n c e  -  N e e d  f o r  F l e x i b i l i t y  -  N e w  L e g i s l a t i o n  -
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L e a d e r s h i p  t h r o u g h  T e c h n o l o g y

Trevor Durgana
Jean Koh

Bee Borromeo
Maurice Miller

Janet Christensen
Adecco USA

In 2003, the Adecco Group maintained the momentum
of investment in technology. This remains driven by
the aims of improving the quality and range of services
to Clients and Associates and also ensuring that the
business operates from the lowest comparable cost
base in the industry. 

AdeccoWeb  
A prime example is the continued rollout of the
AdeccoWeb platform. AdeccoWeb increases the speed
and reach of Candidate or assignment searches. It is
based upon a central database, accessible via the Web
by Colleagues, Clients and Candidates at various
levels. 

The potential of AdeccoWeb to enhance Client and
Candidate service and business operations, is reflected
by several key indicators in 2003: for example, around
390,000 Candidates were received via the Internet.
Moreover, a considerable proportion of contracts were
made with Candidates exchanged between branches
via the Internet, amounting to 28% in Spain, 17% in
Italy and 11% in France. In Italy, over 5% of Associate
contracts were derived from Candidates originating
via the Internet.

AdeccoClub
In the USA, AdeccoClub, a Web-based staffing solution
that automates transactions between Clients and
Adecco, was successfully implemented with more than
1,500 Clients by the end of 2003. Using this robust
tool, Clients place orders, approve time, view invoices
and access reports. This empowers Clients to manage
their flexible workforce effectively and efficiently.
Automated Client satisfaction surveys ensure up-to-
date feedback is used to drive customer service
enhancements. AdeccoClub is unique amongst similar
staffing e-commerce products in that a Client can pick
and choose individual elements or use the entire
package.

Xpert Online
Adecco, with its Xpert ‘Can do, Will do, Will fit’
methodology, established its lead in the testing and
assessment of Candidates in the late 1990s. The Xpert
Online Assessment and e-learning tool was launched
in 2001 and rolled out to 6 markets in 2002 and a
further 20 markets in 2003. This took Adecco’s
leadership to a new level. Xpert Online transactions
doubled by the end of 2003 to over 2 million and it has
become the highest used Web application in the
Adecco Group.

Xpert Online gives online capability to administer
assessments and training sessions to applicants
anywhere via the Web whilst recognising psychometric
best practice. Session results are held in one central
database making it easier for Colleagues to share the
information and integrate with country field systems
and AdeccoWeb. Xpert Online demonstrates how
technology can combine the benefits of enhanced and

new Candidate, Associate and Client services
with cost savings and productivity gains. For
example, in countries where it has been
deployed, the number of applicants evaluated
has significantly increased and on average it
reduces by one hour the time in branch spent by
each Candidate. It also saves up to two hours for
Candidates not hired at the recruiting stage.  



19

Connected
Fifteen more country business units went live with the AdeccoWeb platform in 2003, making 
18 in total. This moves the business further toward the ABC goal – All Branches Connected to
Companies and Candidates. The number of CVs online doubled to over 6 million. The sharing of
Candidate information amongst branches means better, faster matching whereas the sharing of
Client information between branches means more multi-service development opportunities and
improved co-ordination of services to multi-site Clients. Plus there is the ease, speed and consistency
of analysis and control for Colleagues, Candidates and Clients. It’s Bricks, Clicks and People. 



FLEXIBLE ADVANTAGE 
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A d e c c o  S t a f f i n g  D i v i s i o n

Personal and Corporate Flexibility, Efficiency and Productivity

Adecco UK and Cisco Systems
In 2002 Cisco Systems, one of the worldwide leaders in
networking for the Internet, chose Adecco UK as the ‘on-site’ 
UK and Ireland Service Provider on a managed agency contract
basis. Adecco provides a one-stop shop for managing the entire
temporary workforce, providing fully outsourced HR contingency
solutions.

Adecco’s ‘on-site’ office is branded ‘Resource Direct’ and provides
management with HR services for over 100 Adecco Associates in
medium- to high-level salaried positions. All Associate contracts
provide for the same rights as permanent employees and they
benefit from having one point of contact for annual appraisals,
health and welfare issues and career development opportunities. 

Resource Direct services include implementation of a preferred
supplier list to ensure all roles across diverse job categories are
filled quickly and efficiently. Half of the workforce is made up of
job categories within Adecco’s core competency area, with the
remaining being specialist roles ranging from Financial Analysts
to PR Managers. Of the specialist roles, 93% are fulfilled through
the Adecco ‘on-site’ Resource Direct office with the support of the
Adecco branch network and other Adecco Group business
Divisions, including Adecco Sales and Marketing Recruitment,
Ajilon Finance and Computer People.  

Stuart Logan, HR Manager at Cisco: “The partnership with Adecco
has worked exceptionally well in the first year and we are looking
forward to growing the relationship and business in 2004.”

Mission
To be the leading, most efficient provider of
administrative, service, technical and industrial
staff in the world; offering Clients flexible staffing
solutions that build efficiency and productivity and
providing Associates with rewarding temporary
assignments or careers.

Strategic Objective
Consolidate the No.1 position in the world through
growth beyond the market and provision of staff-
related services.

Reach 20% market share in all key markets.

Products and Services
Client Sectors:
Global industries in transition, including
automotive, banking, electronics, logistics and
telecommunications, as well as local customers 
of all sizes and sectors looking for flexible staffing
solutions.

Temporary Recruitment
Temporary to Permanent Recruitment
Permanent Recruitment
Staff-related Services

Associate Services:
The Adecco Staffing Division’s core offering is fast
and efficient placement of Associates in temporary
assignments, ensuring they are fairly paid and their
rights are protected. A significant proportion of
Associates go from temporary to permanent status
with Client firms. Other Associates choose multiple
assignments and benefit from tailored training 
and career advice, improving their long-term
employability and establishing Adecco as their
employer of choice. A number of Candidates first
and foremost seek a permanent position through
the Adecco Staffing Division.

Client Services:
Central to the Adecco Staffing Division is its ability
to deliver a just-in-time, just-in-skills service,
providing a fast response to Clients’ business
fluctuations or skill shortages. Increasingly, Adecco
Staffing Services’ partnership with Clients extends
to anticipating and planning workforce needs,
reflecting production cycles and workflows. This
can develop into multi-site and global servicing.

Resources and Places
Europe, Middle East, Africa, Asia Pacific, North and
South America. 
In France Adecco operates Adecco and Adia branch
networks. 
22,989 Colleagues
5,226 branches
70 operating territories. 

Market Position and Dynamics
The Adecco Staffing Division is No. 1 or No. 2 in 12
of the world’s top 13 staffing markets that account
for 85% of industry revenues.



Ready 
for the Future
Irrespective of economic conditions, Adecco is ready for the future and ideally placed to play the leading role. Recent
responsible de-regulation in Germany, Japan, Italy, Poland and the EU expansion in 2004 creates a more favourable
environment for business development and the HR solutions industry as a whole. The aging populations of developed nations
point to a future labour shortage and strong demand for the services of the Adecco Group. With network capacity and cost
leadership, Adecco can benefit disproportionately from any upturn, aided by the broadest range of services and technology
leadership.
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P e r s o n a l i s e d  s u p p o r t .  T r a i n i n g
p r o g r a m m e s .  S k i l l  d e v e l o p m e n t .
A d e c c o  p r o v i d e s  i t s  A s s o c i a t e s  w i t h
t h e  t o o l s  t o  d e v e l o p  t h e i r  c a r e e r s .  

Miriam Dounovre Animata
Adecco Italy
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A j i l o n  P r o f e s s i o n a l  D i v i s i o n

PROFESSIONAL ADVANTAGE
Unique staffing solutions to niche assignments
It is difficult enough finding top legal talent in North America, yet
one large ‘Am Law 200’ law firm with offices throughout the east
coast of America recently faced the additional challenge of
requiring legal professionals fluent in German. The firm needed
contract attorneys to review and analyse German-language
documents in connection with an extremely large pharmaceutical
product liability case. The firm turned to Ajilon Legal. Within a
few days, Ajilon Legal had recruited, interviewed and checked the
references of a number of qualified German-speaking candidates.
These contract attorneys worked in Boston, Philadelphia,
Washington D.C. and Pittsburgh for the entire length of this
assignment. Plus, Ajilon Legal devised a ‘productivity bonus’ plan
in order to ensure maximum productivity from the contract

attorneys. Under this plan, contractors would receive a monthly
percentage of their pay as a bonus based on the average number
of hours they worked over the month.

Attract and Retain Specialised Talent

Mission
To be the world leader in providing highly qualified
specialised, professional staff - temporary,
permanent and contractors - and become a top-ten
consulting solutions company. 

Strategic Objective
To become the No.1 specialised staffing and
managed services company in the world.

Products and Services
Professional Staffing:
Highly qualified specialised temporary (including
independent contractors and interim executives)
and permanent placement focused primarily on the
information technology, finance and accounting,
legal, high-end administrative, telecom, sales and
marketing and engineering market segments. 
Ajilon’s staffing companies connect specialised
professionals with Clients who demand top-tier
talent and expertise.

Managed Services:
Under Managed Services, Ajilon provides Customers
with solutions, which include specialised staffing
and the expertise of mainly full-time hired
employees. Ajilon’s Managed Services group takes
responsibility for the recruitment, motivation and
training of these highly qualified professionals.
Ajilon’s Managed Services group also develop,
implement and manage projects for Customers,
taking full or part responsibility for the end result
and maintenance of the projects. This group is
focused primarily upon serving information
technology managed staffing and services,
communications managed staffing, engineering 
and sales and marketing segments.

Note: the Ajilon Professional Division operates
primarily under the Ajilon brand name worldwide.
In selected markets, the Division’s businesses also
includes Computer People, Office Angels, Roevin 
and Icon.

Resources and Places
3,400 Colleagues 
450 offices
16 countries
North America, Europe, Australia
27,000 Associates placed daily
Almost 10,000 Clients served daily

Market Positions and Dynamics
Professional Staffing:
Market ranking: No. 3 worldwide.
Market size 2005: EUR 125 billion (Adecco estimate).
Annual segment growth rate: 10-15% (Adecco
estimate).

The competition for talent will continue to increase
in both permanent and temporary segments.
Increasingly, professionals are taking charge of their
careers and short-term or temporary assignments
will become increasingly accepted as the ‘norm’.

Managed Services:
Market ranking: top ten in IT and Telecom markets.
Market Size 2005: EUR 315 billion (Adecco estimate).
Annual segment growth rate: 5-10% (Adecco
estimate).

Recruiting, motivating and managing people is
increasingly recognised as a specialist function,
that in many cases is best outsourced while
business owners focus upon their own core
competencies.

In  the  top 13 markets  that
account  for  85% of  the  wor ld
s taf f ing bus iness ,  Adecco  i s  the
N°1 company in  9  and N°2 in  3 .  
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Miluse Stanková 
Adecco Czech Republic  

(The European Year of People with
Disabilities). Adecco S.A. is now listed
on the socially responsible investment
indexes, namely the FTSE4 Good
Europe Index and FTSE4 Good
Global Index. Also in 2003, 
Adecco S.A. became the first global 
HR services company to participate 
in the UN Global Compact.

Building Value
In 2003 support increased for

activities that ‘put something back’

into the community. The focal point 

of Adecco’s contributions is the

integration of disadvantaged people

into the workforce. For example, the 

Adecco Group exceeded its target 

for job placements as part of its

commitment to EYPD2003 

ˆ
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L e e  H e c h t  H a r r i s o n  C a r e e r  S e r v i c e s  D i v i s i o n

CAREER ADVANTAGE
Georgia-Pacific Corp.
When Georgia-Pacific Corp. wanted to partner with a firm 
to help them manage career transition services, they chose 
Lee Hecht Harrison. Lee Hecht Harrison has helped design, 
plan, implement and manage career transition services for 
the divestitures and acquisitions of the company.

Over the years, Lee Hecht Harrison has worked with 
Georgia-Pacific Corp. employees at approximately 175 locations
across the U.S., delivering orientations, training and career services. 

According to Pat Barnard, EVP of Human Resources,
“We have valued our relationship with Lee Hecht Harrison over
all these years. They continually exceeded our expectations in
quality, flexibility and responsiveness.”

Leaders in Career Management

Mission
To be the global performance leader in career and
leadership consulting, maximising organisational
and individual success through services that
connect people to work, increase career
effectiveness and develop superior leaders.

Strategic Objective
To develop and deliver the most effective
outplacement, leadership development/executive
coaching and career development services to
customers.

Products and Services
Industry Recognition:
The Association of Career Management Firms
International, the industry’s only trade association,
honoured Lee Hecht Harrison with five of their six
2003 Quality of Excellence Awards: Best Overall
Group Outplacement Project, Best Overall Individual
Case Study, the Award for Effectiveness, the Award
for Creativity and the Award for Originality.

The services of Division flagship Lee Hecht Harrison
‘round-out’ the ‘employment cycle’ within the
Adecco Group, delivering global cutting-edge
services in career and leadership consulting,
outplacement, executive coaching and career
development. Established in 1974, 
Lee Hecht Harrison’s experience includes helping
organisations of all sizes effectively manage
change, restructuring and internal career mobility.

Personalised Services 
as Unique as the Client’s Signature:
Lee Hecht Harrison launched its premier Signature
Service™, focused upon supporting the most 
senior level executives in their transition to new
opportunities through providing customised tools,
expertise, resources and business connections.

Each Signature Service™ Client has a dedicated
team of seasoned professionals committed to 
meet their unique needs.  

Leadership at the Core and on the Edge:
A New Framework
Leadership Consulting Services must constantly be
attuned with the fast changing global business
environment. Following a research project with 
100 C-level executives from multinational 
Fortune 500 companies in 2003, Lee Hecht Harrison
introduced its ‘Core and Edge’ Leadership report
and framework. This report outlines the paradoxical
behaviours that leaders at every level must develop,
as well as the agility needed to select behaviours
based upon what is required in any given situation
to drive business results.

Lee Hecht Harrison Consumer Services
Resume.com, ExecuPlanet and CareerCoach from
Lee Hecht Harrison offer a wide range of career
services that are delivered directly to individual
consumers of all professional levels and
backgrounds.

Resources and Places
Over 180 office locations worldwide, with at least 
50 active Career Resource Centres at any given time
as required. More than 2,000 full and part-time
employees worldwide.

Market Position and Dynamics
Industry information indicates a global
outplacement business at approximately 
U.S. $2.5 billion. In an industry populated primarily
by local and regional players, Lee Hecht Harrison 
is one of the three largest and truly global career
services organisations.

A d e c c o  c o n n e c t s  m o r e
p e o p l e  t o  m o r e  j o b s  t h a n
a n y  o t h e r  c o m p a n y  i n
t h e  w o r l d ,  e v e r y  d a y.



Total HR Solution
With a global reach across 70 territories,
the Adecco Group is the ‘total employment
services company’, present in all chains 
of the labour market. The ‘service ladder’
encompasses temporary workforce,
managed services, vendor management,
outplacement, workforce transition,
career services and HR business services.
In 2003, the Adecco Group enhanced
further its large account management
capability with new Client specific 
cross-functional and cross-divisional
teams and systems, so that large global
Clients can easily access a range of
services. From a worker perspective, 
the Adecco Group’s spectrum of services
can support individuals through the
challenges of sustaining employability
throughout the career lifecycle. 

25

Jake Swenson
Adecco USA 

s



26

G l o b a l  I n i t i a t i v e s

Customised Global Solutions
In mid-2003, the Adecco Group developed its
Global Account Management function to create a
HR Global Solutions Department. This is comprised
of multi-functional and geographical experts,
dedicated to leveraging Group services to deliver
customised solutions for major international Clients.

This approach enables Adecco to be increasingly
responsive and adaptive to emerging trends in
customer demand, such as support in the
outsourcing of the recruitment process, relocation
of HR operations and redeployment of staff.  

For example, Adecco extended its relationship with
a leading automobile manufacturer to include
responsibility for all internal and external
recruitment activity across Europe. This includes
provision of the IT platform, a tailor-made team 
of recruitment consultants and utilisation of the
Adecco Group office network and business lines.
This is in line with the Client’s intent to focus upon
its core competencies and maximise the efficiency
and effectiveness of the recruitment process.

In 2003, the Adecco Group also supported a global
information technology Client relocate part of its
HR support services from the UK to Eastern Europe,
without any disruptions to this Client’s HR functional
operations. In addition, across many industry
sectors, especially IT and telecommunications,
Adecco created Client specific solutions to assist in
the deployment of staff impacted by major business
change. Such solutions revolve around strategic
mid-and long-term HR planning consultancy, allied
to front-line services, such as testing and
assessment and career management programmes.

Global Education
While technology is vital to its success, the 
Adecco Group is largely dependant upon its
employees’ knowledge, skills and motivation. In
recognition of this, in 2003 Adecco partnered with
the internationally renowned IMD business school, 
to develop the first Adecco Corporate University
programme, for rollout in April 2004.

IMD, located in Lausanne, Switzerland, is according
to the Financial Times and Business Week rankings,
one of the world's top 10 business schools. Through
the partnership with IMD, the Adecco Group gains
full access to the business school's resources,
including its international network and world-
renowned Faculty. At an international level, the
University programme has two streams – Top
Management and International Executive
Development. In addition, some countries have
been running an Adecco National University
programme for several years. This is being
developed and implemented as a national training
programme across Adecco. This programme has
been devised to enhance knowledge sharing and
develop the leadership and management skills of
branch workers.

The programme is designed to support the
development of ambitious and innovative leaders,
with a strong international outlook. It will also 
align Colleagues with the Adecco Group strategy,
enhance skills training and build the Adecco Group
culture – ‘the Adecco Way’.

Best Practice in Pricing and Purchasing
A realistic and transparent approach to pricing is a
core competency of any service provider, providing
a basis for business profitability and sound Client
relationships. In 2003, to strengthen a best practice
approach to pricing across its network, Adecco
Staffing began a Global Pricing initiative in its 
top 8 markets, which account for 80% of revenues.

Pricing Work Groups, comprised of key managers,
were formed in each market with the goals of
developing and cascading best practice pricing
tools and guidelines. This initiative underpinned
margin improvement in 5 out of 8 markets in 2003.   

Breakthroughs were also made with the successful
introduction of the Adecco Purchasing Programme
to USA and UK, following a pilot in Spain during
2000 and the subsequent roll out across the
majority of Europe in the intervening period.
Professional purchasing standards, governing the
establishment and management of supplier
relationships, underpin the programme that has
realised significant savings on a global basis.

T h e  A d e c c o  G r o u p  h a s  a  
u n i q u e  s c o p e  t h a t  a d d r e s s e s  
t h e  e v o l v i n g  n e e d s  o f
i n d i v i d u a l s  a n d  c o m p a n i e s  i n  
a  f a s t - c h a n g i n g  w o r l d  w i t h
c o m p r e h e n s i v e  H R  s o l u t i o n s .
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W h e n  i t  c o m e s  t o  a l l  t h r e e
s t r a t e g i c  a r e a s  -  P e o p l e ,  B r i c k s
a n d  C l i c k s  -  n o  o t h e r  p l a y e r  i n
t h e  i n d u s t r y  h a s  e s t a b l i s h e d  a s
m u c h  d e p t h  a s  A d e c c o .  

Vladimír Malík 
Adecco Czech Republic 

Innovation 
in Action 
Vital to competitive
differentiation, Adecco is ‘alive
with innovation’. To tackle the
biggest ‘must win’ battles, ten
cross-functional, global
innovation groups were formed
in 2003 with a remit to ensure
mould-breaking solutions are
leveraged rapidly across the
businesses. Evidence of
innovation is widespread. For
the second consecutive year,
Adecco Staffing in the U.S. was
cited as the industry leader in
the annual U.S. InformationWeek
500 awards. Adecco's spot at
No.18 overall is recognition
that the company deploys
pioneering technologies in 
e-business, recruiting and staff
management initiatives for its
Clients. Lee Hecht Harrison 
won an ACE award for its
innovative lhh.com Website
from the International
Association of Business
Communications. 



S o c i a l l y  C o m m i t t e d

In Spain, the Adecco Foundation trained
and coached David, Benjamin and Emanuel.
All three took over their position with the
same conditions as all their Colleagues to
the increasing satisfaction of their new
employer Bormioli Rocco.

Adecco attacks the barriers of
employment, accessibility,
education and social integration.
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Integrating People 

Adecco’s commitment to make a valuable
contribution to the societies and economies in
which it operates, has become an even greater part
of the fabric of the organisation, with several key
new initiatives and widespread participation by
Colleagues across the globe.

Notably, in Q3 Adecco became the first major 
HR services company to participate in the 
United Nations Global Compact. This is an
international initiative to bring companies together
with UN agencies, labour and civil organisations to
support nine principles in the areas of human
rights, work and the environment. Through the
power of collective action, the Global Compact
seeks to advance responsible corporate citizenship
so that business can be part of the solution to the
challenges of globalisation. In this way, the private
sector – in partnership with other socially
committed organisations – can help realise the 
UN Secretary-General’s vision of a more
sustainable and inclusive global economy.

A Focused Contribution
The focal point of Adecco’s contribution is to
integrate people, particularly the disadvantaged,
into the workforce. Adecco helps provide the
specific support and opportunities they need as
well as lead the debate for an open, accessible
labour market. Thus the potential of disadvantaged
groups is both realised and valued. 

Adecco’s efforts are in line with the OECD
Employment Outlook 2003 “Towards More and
Better Jobs” report that concluded, “some groups,
such as older workers, women, lone parents, people
with disabilities, immigrants and the disadvantaged
youth are already under represented in employment
and mobilising them into jobs should now be a key
policy objective for OECD countries, because this
serves both economic and social goals.”

Working for the Disabled
During the EYPD2003 (The European Year of
People with Disabilities) Adecco exceeded its target
for placing people with disabilities into the labour
market. With a target of 7,000, over 8,800 disabled
people found employment through Adecco. In
France – the lead market in this initiative – 67% of
those placed found temporary jobs and 33%
permanent jobs.

In Germany, Adecco sponsored and helped manage
the first “International Paralympic Day”, providing
volunteers for the event, which was inaugurated by
its patron, Chancellor Gerhard Schröder. Adecco
Austria was recognised in the ‘Homer 2003’ awards
receiving an honorable certificate in recognition of
their measures to help disabled people.  

In the Czech Republic, around 80 Adecco
Colleagues volunteered their time to participate in
the “Run for the Umbrella” sports and social event
where people make charity bets and run in
sponsored races to raise money for a national
centre that helps physically challenged people
come to terms with their situation, gain a greater
degree of independence and reintegrate into work
and society.

Adecco USA partners with a variety of organisations
that focus on issues relating to the disabled in the
workplace. In 2003, Adecco supported a conference
called “Bridges to Employment: Exploring Options
for U.S. Latinos with Disabilities.” At this forum,
more than 200 disability rights specialists, service
providers and government and business leaders
came together to explore opportunities for the
disabled among the Latino population, which has
grown into the largest minority in the U.S.. Also in
2003, the USA National Business and Disability
Council (NBDC) recognised Adecco for donating
office space in New York City, so that NBDC staff
members might have a place to counsel and assist
disabled people in their job search. 



S o c i a l l y  C o m m i t t e d

Anita Rapp, currently top league football player in Norway,
found an office assistant position at the Shipping company
Torvald Klaveness & Co. with help of the Athletes
Programme of Adecco.
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W e  a r e  p r o u d  t o  s a y
A d e c c o  f a v o u r s  a c c e s s  t o
t h e  l a b o u r  m a r k e t  t o
p e o p l e  w i t h  d i s a b i l i t i e s .

New Foundation
In May 2003, Adecco Belgium created the fifth
Adecco Foundation in Europe, alongside those
already in existence in Germany, Spain, Italy and
France. The Belgian Foundation focuses principally
on young people - aged 18-25 years old - who have
difficulty entering the labour market due to job
shortages. Through training courses supported by
Adecco Colleagues, the Foundation assists young
people to increase their employability and also
identify suitable job opportunities through the
Adecco branch network.     

Youth Action
Lee Hecht Harrison and Adecco support “Jobs for
America’s Graduates” (JAG), America’s most
successful school-to-career transition and dropout
prevention program for at-risk youth. Active in
1,000 schools, JAG gets results: 90% of JAG students
graduate each year and of these, 80% are in a job or
enrolled in post-secondary education within nine
months of graduation. 

In addition to Adecco Career Services’ and 
Adecco Staffing’s financial support of JAG, 
LHH Career Services CEO Steve Harrison and
Adecco Group North America CEO Ray Roe serve
on JAG’s Board of Directors. Adecco representatives
also provide training to JAG job specialists and
place JAG graduates in temporary and full-time
positions.

Encouraging Diversity
Adecco embraces the fact that the concept of
diversity has grown beyond race and ethnicity to
include all generations, people with every kind of
disability and cultures from all over the world. 
In 2003, Adecco USA launched “Dimensions”, 
a programme to educate internal and external
constituencies about the value of a diverse
workforce and to recruit and retain a workforce
reflecting the diversity of the communities where
Adecco does business. The programme develops
alliances with vendors owned by minorities and/or
women and in addition, with community
organisations that cater to diverse populations. 

In France, Adecco and Adia have continued to play
a leading role in the “Equal Latitude”, an education
project designed to prevent discrimination in the
workplace, supported by the EU, the French
Government and relevant national organisations.
By the end of 2003, over 250 Adecco Colleagues
were trained to attain a qualification on prevention
of discrimination, acting as experts to pro-actively
educate Clients, Associates and Colleagues on best
practice. Similarly, Adia began the rollout of its
affirmative action programme, commencing with
training of its own prevention of discrimination
experts.  

Former Athletes Development Programme
In 2003 the Adecco “Athletes Programme”, launched
in 1999, encompassed Italy, Spain, Norway, Sweden
and Denmark. Adecco Group businesses supported
over the 700 ex-athletes with career counselling,
training and job search and placement. Many of
these people were unheralded yet committed
athletes who never quite reached the top
international level. The programme has been
expanded and now also supports athletes still
competing, so that the transition from ‘competitor’
to ‘worker’ can be as seamless as possible.

In recognition of its social commitment, the 
Adecco Group was ranked 4th in the Swiss Market
Index (SMI) Sustainability Report 2003. The Report
is a comparative analysis of the sustainable
business practices of the 25 SMI corporations
including businesses such as ABB, Credit Suisse,
Givaudan, Holcim, Nestlé, Novartis, UBS and
Swatch. The study focused upon efforts to resolve
social problems and was managed by Centre Info
SA, founding member of SiRi (Sustainable
Investment Research International Ltd.).

And finally, to spread the word about Adecco’s
contribution to Corporate Social Responsibility a
regular Newsletter, “The Way We Work” has been
launched and is downloadable from the Adecco
corporate website.
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C h a i r m a n ’ s  A w a r d

Chairman's Award Winners 

Above all, it is people who make the difference in 
the Adecco Group, through their day-to-day
actions at local level, throughout the network.
Colleagues strive to combine excellent professional
performance, commitment to Adecco values and
service to their communities. Each year,
Colleagues who make outstanding contributions
on all three fronts are recognised in the Chairman’s
Awards and in 2003, the six Awards winners
chosen, were:
• Ellen Querengesser: Senior Business Developer,

Ajilon, Canada
• Chantal Hélène: Branch Manager, Adecco, France
• Colleen Matthews: Shared Services Manager,

Adecco, Australia
• Lynne Ng Ling Chee: General Manager, Adecco,

Singapore
• Angela Kennedy: Head of Account Receivable,

Adecco, UK
• Sharon Winston: Senior Vice President, 

Lee Hecht Harrison, USA

The Chairman’s Award Criteria
Outstanding Performance:
Consistently producing excellent business results,
through bringing innovation, creativity, and 
new ideas to developing and growing the 
Adecco Group's business.

From left to right: Lynne Ng Ling Chee, Sharon Winston, Colleen Matthews, John Bowmer, Chantal Hélène, Christian Jacobs
and Ellen Querengesser.

Commitment to Values:
Consistently exhibiting the following the 
Adecco Group values at work:
1. Customer Focus
2. Empowerment/Entrepreneurial Behaviour 
3. Innovation and Creativity
4. Results Oriented
5. Open Communication & Teamwork
6. Honesty & Integrity 
7. Social Responsibility & Good Citizenship

Community Involvement:
Conforming to the Adecco Group values in their
personal life. This may be donating personal time 
to a charity or programme that supports in some
way youth, seniors, minorities, the underprivileged,
disabled, unemployed or other groups in need.



Directors, Management and Auditors 
Board of Directors
John Bowmer 1, 2 Chairman (Executive Chairman since January 15, 2004)
Miguel Alfageme
Philippe Foriel-Destezet 1, 2

Christian Jacobs 2

Philippe Marcel
Conrad Meyer 1

Yves Perben 2

Andreas Schmid 1

Ernst Tanner 2

1 Member of the Audit & Finance Committee (Chairman: Conrad Meyer)
2 Member of the Nomination & Compensation Committee (Chairman: Yves Perben)

Senior Management (as of June 1st, 2004)
Jérôme Caille CEO Adecco Group
Andrés Cano CFO ad interim from January 12th, till June 1st, 2004
Jim Fredholm CFO as of June 1st, 2004 
Ray Roe CEO Ajilon Professional Division and 

Zone Manager Adecco Group North America
Steve Harrison CEO LHH Career Services Division and Group Chief HR Officer
Luis Sánchez de León Chief Sales, Marketing and Business Development Officer & 

President HR Support Services Division

Senior Corporate Executives
Hans R. Brütsch Corporate Secretary
Jérôme Caille* CEO Adecco Group
Andrés Cano* CFO ad interim from January 12th, till June 1st, 2004
Enrique de la Rubia* Chief Legislative, Public Affairs & CSR Officer
Patrick Dobler Treasury
Mark Du Ree* Adecco Group Asia Pacific Zone Manager
Mark Eaton Investor Relations, Mergers & Acquisitions
Jim Fredholm* CFO as of June 1st, 2004 
Raymund Gerardu Tax
Franco Gianera* Chief Information Officer
Steve Harrison* CEO LHH Career Services Division and Group Chief HR Officer
Tundé Johnson* General Counsel ad interim (as of March 12th, 2004)
Richard MacMillan* Adecco United Kingdom & Republic of Ireland Zone Manager
Sergio Picarelli* Adecco Central Europe Zone Manager
Gilles Quinnez* Adecco France & North Africa Zone Manager
Helena Rasetti Investor Relations
Ray Roe* CEO Ajilon Professional Division and 

Zone Manager Adecco Group North America
Enrique Sánchez* Adecco Iberia & Latin America Zone Manager
Luis Sánchez de León* Chief Sales, Marketing and Business Development Officer & 

President HR Support Services Division
Michel Tcheng Chief of Internal Audit 
François Vassard* Chief Marketing & Communication Officer
Carlos Viladrich Director Corporate Training
* Members of the Group Executive Management team

Managers of the 15 major Business Units
Gilles Quinnez* Adecco France 
Ray Roe* Adecco USA
Jean-Louis Joly Adia France
Mark Du Ree* Adecco Japan
Carlo Scatturin Adecco Italy
Richard MacMillan* Adecco United Kingdom 
Enrique Sánchez* Adecco Spain
Roy Haggerty Ajilon Consulting and Communications USA
Mark de Smedt Adecco Belgium
Michael Agoras Adecco Switzerland
Emil Broekman Adecco Netherlands
Elmar Hoff Adecco Germany
Peter Searle Ajilon United Kingdom
Jo Collier Adecco Australia
China Gorman Lee Hecht Harrison USA
* Members of the Group Executive Management team

Auditors
Ernst & Young Ltd Zurich, Switzerland
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ADECCO ANNUAL REPORT 2003

Addresses
Registered Office

Adecco S.A. (Holding Company)
1275 Chéserex
Switzerland

Contact Details

Adecco management &
consulting S.A.
Sägereistrasse 10
PO Box
CH - 8152 Glattbrugg
Switzerland
Tel: +41 1 878 88 88
Fax: +41 1 829 88 88

Corporate Communications
Tel: +41 1 878 88 32
Fax: +41 1 829 88 39
press.office@adecco.com

Investor Relations
Tel: +41 1 878 88 84
Fax: +41 1 829 88 84
investor.relations@adecco.com

Adecco on the Internet
http://www.adecco.com

Ajilon on the Internet
http://www.ajilon.com

Lee Hecht Harrison on the Internet
http://www.LHH.com

A full office address list can be
found on www.adecco.com
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