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F O R E W O R D 2
0
0
2The traditional annual report largely presents the

year in figures. All results considered relevant are

set out in a row, and the Executive and Supervisory

Boards give their visions on events in the past financial

year. All this is designed to meet legal reporting obliga-

tions to known stakeholders. 

Indeed, we have also done it like this for many years.

But when I took another look at the outcome I always

had the feeling that the rows of figures, opinions and

justifications might come over as somewhat too

abstract. Certainly, they provided insights into the

actual strength of the company, but to describe the

growing power of a business one needs more than

results from the recent past. 

An equally significant strength of a company lies in the

way people work together. Mutual respect and inspira-

tion – how they inspire each other to innovation and to

an entrepreneurial approach. The way they think to

tackle the market of tomorrow. How loyal they are to

the company. And it is precisely these “soft values” in

the organisation, which the traditional annual report

almost or virtually passes by. 

For this reason I am very proud to present a quite dif-

ferent annual report this year. Obviously the rows of

figures are there – you need to check on how our

strategic assumptions and choices translate into con-

crete results, and in how far our returns and efficiency

ratios stand out favourably compared to our peers. 

But this time we also take a look at the usually unseen

driving force of this purely people-business. How does

it feel for an experienced staffer to be part of the USG-

organisation? What does a newly appointed Superviso-

ry Director think about the integration of Start and

USG? How do clients feel about our service offering?

And, last but not least, how does a shareholder see the

prospects of this up-scaled company?

These and many other issues will be dealt with this

year. The underlying thinking is simple. More than

merely a means of rendering account the annual

report is a one-off opportunity to get to know each

other better, or to freshen up the existing acquain-

tance. To that end we take this opportunity to intro-

duce USG to you, across its full length and breadth. 

Promising you a “good read”. 

A different 
annual report

A l e x  M u l d e r,  C h i e f  E x e c u t i v e  O f f i c e r,
U n i t e d  S e r v i c e s  G r o u p  N .V.
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United Services Group N.V. is a European service provider
focusing on flexible employment, training and customer
care services. United Services Group is listed on the
Euronext N.V. Amsterdam stock exchange.

Entrepreneurship is deliberately kept with the manage-
ment and staff of the subsidiary companies, while servic-
ing and market approach are segmented per profession-
al discipline and training level. 

United Services Group comprises the following segments:
● Temporary staffing and secondment in markets

including government, education, hotel and catering,
call centers, graphic, construction, care, technical,
industry, transport and logistics, as well as reintegra-
tion, training and career intervention.

● Project-type activities, temporary staffing and se-
condment, payrolling and recruitment & selection in
the office segment (specialities include medical, mar-
keting & sales, secretarial, human resources man-
agement (HRM), finance and communications). 

● Project-type activities, temporary staffing, se-
condment and recruitment & selection of specialists
in the technical segment (professional areas include
ICT, electro-technology, mechanical engineering,
petro/ chemical and civil engineering). 

● Courses in secondary education and college equiva-
lent training in management, marketing and com-
munications. 

● High quality customer contact centers, focusing on
knowledge intensive customer-care services around
sales, recruitment, information provision, com-
plaints and e-mail response processing, etc.

● Support and facilitating for, among others, medical
specialists, dentists and independent operators. 

The operating companies of United Services Group based
in the Netherlands, Belgium, Germany, Italy, Portugal and
Spain develop independent marketing and sales initia-
tives, while assuming their own specific positions. 

The internal organisation uses uniform methods and
powerful shared back-offices in each country. These back-
offices cover finance, ICT, management information and
legal and general and technical services. This enables
ongoing improvement of cost, efficiency and control fac-
tors. The primary tasks of national and international HQs
are as initiators and providers of general and technical
services. 

PROF ILE  OF  UNITED  SERVICES  GROUP 
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M i s s i o n

As a supplier of knowledge and capacity United Services
Group seeks to excel in quality, growth and profitability.
The group offers all forms of flexible labour and a wide
range of services in the area of human resources, train-
ing and customer care. A focus on the small to medium
enterprise segment runs parallel with expansion of serv-
ices to major clients. The wide range offering evidences
our one-stop shopping strategy. The group carefully
selects niche markets on the basis of commercial attrac-
tiveness and an acceptable level of economic swings, and
seeks to acquire dominant positions here.

United Services Group is an attractive business partner
for both clients and employees, treating personal aspira-
tions and competencies as the starting points for suc-
cessful service offering and innovation.
Shareholder value is created by a combination of corpo-
rate culture, entrepreneurship and a clear corporate
strategy leading to attractive financial results. 

S t r a t e g y

United Services Group’s key points of strategy are:
● Autonomous growth particularly in the small to

medium enterprise segment and by providing a
broad service offering to larger clients.

● Increasing market share, on one hand autonomously
(partly via cross-selling), and on the other by acquisi-
tions. 

● The further exploitation of the potential of new
technology, primarily to enhance internal efficiency
and matching-power, as well as boosting service.

● Expanding training/educational facilities for (flexi-)
personnel and clients.

● Further internationalisation within Europe, whereby
the new businesses will optimally exploit tested for-
mulas, working methods and front office systems.

F i n a n c i a l  o b j e c t i v e s  

The objective over the next several years will be to
increase turnover with an acceptable level of return. On
one hand this growth must be realised autonomously
and on the other by acquisitions with a further increase
in the European spread. The aim is for an annual growth
in earnings per share for a number of years.

MISS ION,  STRATEGY  &  F INANCIAL  OBJECT IVES
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KEY  F IGURES

Al l  amounts in  thousands of  euros unless  stated otherwise

2002 2001

Net turnover 1,104,527 600,402

Operating result 68,605 73,558

Depreciation charges on intangible fixed assets 9,170 7,016

Depreciation charges on tangible fixed assets 21,111 7,497

Cash flow 55,109 53,593

Net profit before amortisation of goodwill 33,998 46,096

Net profit 24,828 39,080

Dividend 11,342 13,124

Shareholders’ equity 191,563 122,953

Investments in tangible fixed assets 22,082 52,506

Stock exchange value 241,815 441,172

Number of issued shares 22,684,302 20,190,918

Average numbers employed

- on permanent contracts 4,247 1,784

- temporary and project staff 29,722 13,964

Number of branches 816 335
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2002 2001

Ratios as a percentage

Operating result/net turnover 6.21% 12.25%

Net profit before amortisation

of goodwill/net turnover 3.08% 7.68%

Net profit/net turnover 2.25% 6.51%

Profit distributed/net profit 45.68% 33.58%

Shareholders’ equity/total equity 30.46% 33.46%

Per share in euros

Net profit before amortisation of goodwill * 1.56 2.28

Net profit * 1.14 1.94

Cash flow * 2.52 2.65

Dividend 0.50 0.65

Shareholders’ equity 8.77 6.09

Price at year end 10.66 21.85

Highest price 25.10 25.15

Lowest price 6.90 14.50

* 2002 based on the average number of  i ssued shares,  2001 based on the total  at  year-end.
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Development stock exchange index United Services Group N.V. versus index Euronext (1994=100)
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F r o m  t h e  A r t i c l e s  o f  A s s o c i a t i o n :  

1. United Services Group N.V. is a statutory two-tier com-
pany under Dutch law.
2. Any decision to amend the Articles of Association of
the company requires a proposal by the Executive Board,
which has been duly approved by the Supervisory Board. 
3. Any proposal to amend the Articles of Association to
be made to the General Meeting of Shareholders must be
preceded by notification at the time the General Meeting
of Shareholders is called, and at the same time a verba-
tim copy of the proposal containing the wording of the
said amendment must be deposited at the office of the
company and in Amsterdam at the offices of an institu-
tion associated with Euronext N.V., to be designated at
the time the meeting is called, or be made available for
consultation by shareholders and usufructuaries with
voting rights, at no charge, at another payment office as
per the Listing and Issuing Rules, until the end of the
meeting. 

S h a r e s

Ordinary shares of € 1 par value
Listing: Euronext N.V.

Number of shares issued as 
per 31 December 2002: 22,684,302 

(2001: 20,190,918)

D i s c l o s u r e  o f  m a j o r  h o l d i n g s

The following notifications have been received 
pursuant to the Disclosure of Major Holdings in 
Listed Companies Act: Hovu Beheer N.V. 34.2%

S h a r e h o l d i n g s  o f  m e m b e r s  

o f  t h e  E x e c u t i v e  B o a r d

Ordinary shares 7,775,717

Options 130,500

● A.D. Mulder 37,334

● Y.L.M.E. Dierckxsens 18,500

● L.W. Houwen 37,333

● R. Icke 37,333

Shareholdings of members of the 
Supervisory Board none

D i v i d e n d  p o l i c y

The objectives of dividend policy are a dividend payout of
approximately 1/3 of net profit. Shareholders may elect
to take the dividend in cash or wholly in ordinary shares
to be charged to the share premium or to other reserves. 

Ke y  d a t e s

7 May 2003 Annual General Meeting of
Shareholders and publication of
first quarter figures 

8 May 2003 Announcement of exchange ratio
stock dividend

9 May 2003 Ex-dividend quotation

28 May 2003 Dividend payable

5 September 2003 Publication of half-year figures

21 November 2003 Publication third quarter figures

19 March 2004 Publication annual figures 2003

6 May 2004 Annual General Meeting of
Shareholders 

INFORMATION ON THE  SHARE  &  KEY  DATES
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Our brand strategy is largely determined by the scope of the specific markets where United Service Group is active. Consequently
we serve the extensive temporary employment market with international brands including Start, Unique and Secretary Plus, and
via many regional temporary employment businesses. The specialist activities such as project support, executive search, second-
ment and consultancy are carried out by three operating companies that focus on higher trained personnel. These companies
include United Technical Solutions for technical specialists, United ICT Solutions for ICT-specialists and United Capacity for non-
technical specialists.

In turn, each operating company has its own specialist area. The training and call center activities are operated by United College
and United Communications respectively. Enabling for medical specialists and independent operators is provided by United Inde-
pendent Services.

Proflex NL
Start NL, ES, IT, PT
Start Kans NL
Start Opleidingen NL
TopStart NL

Ad Rem NL
Avenue Louise Interim BE
Secretary Plus NL, BE, DE
Short Track NL
Unique NL, BE, DE, ES
United Capacity NL, BE

Technicum NL
United ICT Solutions NL, BE
United Technical Solutions NL, BE
United Technical Solutions Energy NL, DE, UK

Abel Tasman College NA
InterCollege NL
Luzac College NL, BE

Call-IT NL, BE
Telecom Direct NL

Fa-med NL
United Independent Solutions NL



15

USG Annual report 2002

The hidden power of USG

‘The power of a business lies in the way

people work together. The way they

respect and inspire each other. How they

encourage one another to innovation and

enterprise. Their thinking around the

market of tomorrow. Their sense of loyalty

to the company.’
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‘Start is marked by a healthy
competitive spirit’

‘To be honest we were a bit dubious when we heard that Start
had been taken over by the parent company of Unique. Most of
all, we knew that Unique was a tightly organised company –
and we wondered if we could keep our very special personality.
After all, the way we worked was based on social commitment
more than competition.
‘Now, nearly a year later, I see the positive way it’s all worked
out. The deliberate choice to go forward with the Start brand
leaves us free to take our specific approach. As a Start-person,
that feels good. At the same time, in the workplace you see –
increasingly clearly – the benefits of collaboration. 
‘The first step was to introduce USG’s well-known Activity
Planning. Obviously, here at Start we already had time planning
per activity, but the big difference is that the USG approach is
the same for all operating companies – and that makes it
mutually interchangeable. The benefits are clear. In the past it
was almost impossible for us to get a true comparison
between branches and regions. Now it is. In just a while, at 4
o’clock, my service center manager will call and we’ll go
through all the results together.
‘This branch office also acts as a pilot for implementation of
the management information system (MIS) at all Start branch-
es. This way you can get all your turnover data in real time –
per employee if you like. And – very important – the system

gives you an overview of developments per client. As a supervi-
sor this gives you the tools to steer the result more closely.
‘My colleagues also take a positive view of the new situation.
They know precisely what they’re up against – what’s expected
of them. They have to get “X” enrolments per week, “Y” place-
ments and “Z” vacancies. If we all hit the quota, then you can
work out in advance the turnover growth our branch will
realise in the current financial year. The fact that it’s all so clear
creates a healthy competitive spirit here. We’re all keen to
make the grade, together.
‘Right now we’re in the final stages of rebuilding. The Start
branch office in Almere will be moving in quite soon – and we’ll
be opening the doors of our Almere Service Center. This will
boost our readiness and optimise capacity – one more step to
enhance competitiveness. Can you see it already happening?
Absolutely. Take one example: together with our colleagues at
Unique we were recently accepted as shadow supplier for a
large potential client in the area. Working as a combination we
can provide an even broader service offering. So, now we have
a foot in the door! 
‘Fortunately the market looks good in Almere. It’s a growing
area with more and more companies settling here. That means
between two and three thousand new jobs a year. Plenty of
growth potential for suppliers of flexible labour.’

Name: Miranda Wallenburg-Kruit Age: 33 Position: unit manager business services and care Branch office: Start Almere



S TA R T
& U S G

‘We’re proud of the
Unique brand name’

‘Obviously, someone like me who grew up in the Unique fami-
ly, was going to be a bit sceptical about the acquisition of Start.
We were always told that we had a special way of marketeer-
ing, a special approach. And, we were told that this marked us
out from the rest. Then, suddenly you hear that you’re going
to work with a bigger competitor, under the same holding
company.
‘Sure, we had some critical questions. Like, how are we going
to cover the market? Who is taking over who? And, most of all,
how do we explain that these two separate brand names are
going to provide the same service? 
‘In practice, so far, its been hassle-free. In this area of
Amsterdam, Start and Unique do meet up occasionally. And,
we have found out that we’re highly complementary! The
mutual contact has already been very valuable with a number
of clients who need a relatively large numbers of temps. But, all
the same, what’s most important is that we continue to oper-
ate, side-by-side, as independent brand names. From that
angle we at Unique still consider ourselves as the “moral own-
ers” of USG. Maybe this sounds a bit arrogant, but that’s the
way we feel. We’ve always been proud of being Unique – of
everything we’ve achieved together.
‘Even though 2002 wasn’t an easy year, our branch office still
posted the aimed-for turnover. You can see that there’s a turn-

around in the employment market. Vacancies in Holland are
dropping so we have to do far more to book the same results.
Meanwhile, corporates and institutions are still looking for
people with specific knowledge and skills. That goes especially
for the Amsterdam South East area where a large number of
international companies are located.
‘It’s our task to marry supply and demand. Is there a visible
increase in job seekers? Well, enough candidates are coming in, in
fact more than in the same period last year. But the level of edu-
cation or experience still doesn’t always mesh. So, we have to
search just as hard for the right people as one or two years back.
‘Looking at my personal challenges – I’m at a crossroads. As a
project intermediary you often visit clients and I’ve found that
relation management suits me just fine. I’d like to develop
more in this area. That’s my future in this business – as a serv-
ice provider proactively thinking about the internal markets of
our client organisations – and presenting solutions. Right now
I’m talking with my manager about the next career step. But
I’m not in a hurry. I’m in a good place here and my present
position has plenty of potential for upward growth.’ 

Name: Angelique Rustemeijer Age: 26 Position: project-intermediary Branch office: Unique Amsterdam South East



‘We streamline the
dynamics of the
employment market’

Executive Board Chairman Alex Mulder:
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Helped by the positive impulse we have booked relatively good
results. An operating result – ebit – of 7%, and this in a shrink-
ing market is a result one can be pleased with. Put another
way – a result one must surely be pleased with. The profit
warning is still a thorn in our side.’

M i d c a p  f u n d

There are a number of reasons why the financial year 2002
deserves a special mention in the annals of United Services
Group. The acquisition of Start increased turnover by just over
two-thirds and actually doubled the number of personnel.
Moreover, USG was successfully proposed for a listing in the
Midcap fund. This will increase name awareness among ana-
lysts and boost inclusion in the “shopping baskets” of index
investors. At least that is the expectation. 
Added to the poor-weather scenario, Alex Mulder can cer-
tainly look back on an unusually hectic year in the chair, par-
ticularly in the last two weeks of 2002. ‘People often ask if
we could have reacted faster to the changing market if we
hadn’t had the integration of Start on our plate at the same
time. I don’t think so. Sure, some details may not have been
processed the way we are accustomed here. But that’s all
incidental, and it’s academic anyway, because without Start
we would have been much more vulnerable. The setbacks
have shown the benefits of the acquisition faster than we
expected -and that’s good, for a whole lot of reasons. At
the time of the acquisition many analysts took a wait-and-
see stance. They thought we were wrong to shift from a
multi-niche strategy, and that we were buying to grow at
any price. Now, we’re not totally negative on that, but it is
a fact that as early as 2000 we said that our multi-niche
strategy, although successful so far, required broader sub-
stance. Our report entitled “Success also demands change”

In the just over 30 years that Alex Mulder has headed United
Services Group and its direct predecessor, Unique, he has

never experienced the sort of developments seen in the past
financial year. The secondment market for specialists, always
notable for its stability, encountered an unparalleled drop in
demand in every sector. Not only did this convincingly evidence
that market developments have outdated the exclusive focus
on a multi-niche strategy, but it also prompted a profit warn-
ing. For the first time ever at USG. ‘We had expected a heavy
shower of rain but it was a tropical storm,’ said the Executive
Board Chairman and major shareholder, on the seventh floor
of the headquarters in Almere. ‘We thought that we knew all
the possible weather conditions, but for us this combination,
in terms of its fierceness, was something new. Indeed, the
same applied to our competitors. Certainly looking at sections
of an always-tight labour market we had expected a more
gradual transition in the higher segment of seconded knowl-
edge-personnel. But the drop in demand was of such a vol-
ume that we were forced to take a critical look at how we
cover that section of the market and how we steer our
organisations.

‘The good news is that everyone had to face reality again. We
have to stay alert. And for proof that we are still keen you
only have to look at our performance over the past several
months. We successfully mobilised all available person- and
brainpower to move several hundred people in the specialist
segment, from the waiting room, into work. The second half-
year also delivered solid proof of the importance of the Start
acquisition for the stability of our results. They have only been
included for just over six months, but it has already been
demonstrated that the early-cycle nature of Start and USG’s
late cycle-nature – pre-acquisition – complement each other.

2002 was a hectic and historic financial year. The acquisi-

tion of Start, the first ever profit warning, the possible

inclusion in the Midcap (as per 4 March 2003 – now a fact)

and the new dimension of international expansion.

Executive Board Chairman Alex Mulder sets out the future

lessons here for USG.
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explained why, namely that our competitors have also dis-
covered the specialist market, and to go on delivering added
value in that force field you need greater scale. After all you
want to go on investing in the best people and products. On
top of that many clients want one-stop-shopping for all
capacity problems.’

A m b i t i o n

So, the acquisition of Start was anything but a prestige mat-
ter, stresses Mulder. On the contrary, it slots neatly into USG’s
ambition to scale-up the temping, secondment and training
operations needed to stay a successful player. ‘Our people are
our biggest asset and it is essential that they feel at home
with us. To that end, linking up with another major player
was mandatory. Start was exactly what we needed. A com-
plementary business with a culture that matches better with
us than we realised beforehand. This image of a civil service
operation is all wrong. We have been very pleased by the atti-
tude of the people at Start – that goes for their commercial
stance and their keenness to collaborate. They like being part
of USG. They were very aware of the need to link up with a
market party with a much longer record of standing on its
own two feet. That is a great foundation to go on building
together.’
The need for European expansion was a second consideration
for getting together with Start. Like USG, Start had amassed
a considerable portfolio outside Holland – although there was
some overlapping. Economic decline in the European Union
and the upcoming expansion with new member states
demanded rapid reorientation. The loss-making Start
Germany was dismantled, branch offices in Poland and Russia
were closed and activities in the Czech Republic and Slovakia
were sold to local management. 
‘We decided to shift the focus onto our expansion abroad. We
have developed a second home-market in Spain, we made
rapid growth in Italy and we still have a presence in Germany
with the branch offices of Unique and Secretary Plus. That
means we already have national networks in three of the EU’s
largest economies. Now we need to look at expansion into
France and the UK – where there is more promising growth
potential.’

E n c y c l o p a e d i a s

Withdrawal from Central and Eastern Europe does not mean
that USG is abandoning the potential of these relatively
untapped markets. ‘We’re going for a different approach. We
have bridgeheads that we can activate at any time. For
instance, with the Czech Republic and Slovakia the companies
we sold to management there is a buy-back clause at a pre-
arranged price.’

For activities abroad USG applies differentiated marketeering.
In potential growth markets the preference is for medium
sized players with strong management. Combining back-
offices will usually realise sufficient benefits of scale for these
companies to earn back their purchase sum. Meanwhile,
working on the basis of available infrastructure, the parent
company has the chance to roll out its own success formulas.
‘This has to be the optimal way for us to exploit the expertise
we’ve built up in the very mature Dutch market. Local man-
agement plays a chief role here. They have to cover their own
market with the tools we provide. And we have to ensure
that a Spanish Secretary Plus operation has the same look
and personality as the German variant. I tell my people that
in the beginning it’s like selling encyclopaedias. But, if you do
it well, they’ll buy the whole set!

S u c c e s s i o n  

The fierce ongoing market dynamics, the benefits of scale
achieved, plus ambitions in Europe, also impose heavier
demands on the way the company is run. With this in mind
the Executive Board has initiated a new model for corporate
governance. This became operationally effective 1 January
2003 and comprises an Executive Board with a Chief Executive
Officer (CEO) and a Chief Financial Officer (CFO), supported by a
Group Executive Committee. Alongside the CEO and CFO the
committee has four more members with direct operational
responsibilities. This will enhance transparency as well as our
energy. We also underwrite contemporary views on good cor-
porate governance.’

•
Does this change in corporate governance impact
on your own functioning and position? 

‘In fact, not very much really changes as far as I am con-
cerned. The expectation is that we now have a better spread
of operational responsibilities. As far as my position is con-
cerned, as long as the staff, shareholders and Supervisory
Board are happy with me, and my health permits, and I still
get a kick out of working for the company, I’ll stay on. After
all, I’m only ‘just’ 56.’ 

U S G &
S T R AT E G Y  
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Je hebt niet meer dan twee woorden nodig.

A L M E R E -  A M S T E R D A M -  A P E L D O O R N -  A R N H E M -  B R E D A -  E I N D H O V E N -  E N S C H E D E -  G O U D A -  ’ S - G R A V E N H A G E -  G R O N I N G E N

H A A R L E M -  ’ S - H E R T O G E N B O S C H -  H O O G E V E E N -  L E E U W A R D E N -  M A A S T R I C H T -  R O T T E R D A M -  T I L B U R G -  U T R E C H T -  Z W O L L E .

Als lid van het Direct Team geef je, in vaste dienst van Secretary Plus, assistentie aan het mana-

gement van bedrijven in wisselende branches. Daardoor doe je meer werkervaring op, ben je

constant bezig met je loopbaanontwikkeling en ontmoet je veel verschillende mensen. Direct Team leden beschikken daardoor over

een breed netwerk, waarmee ze elkaar en Secretary Plus op de hoogte houden van de laatste ontwikkelingen op hun vakgebied. Lid

worden van het Direct Team is een investering in jouw eigen toekomst. Met een goed salaris,

een pensioen- en spaarregeling en een auto van de zaak. Meer weten over het werken in het

Direct Team? Bel de dichtstbijzijnde vestiging of meld je aan via www.secretary-plus.nl.

Two words - and it clicks
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•
Are you already thinking about your succession? 

‘This may sound weird, but you have to look at this all the
time. An organisation must never be dependent on a single
individual. And you have to ensure – from every possible angle
– that there’s no threat to continuity when a person in
charge drops out. But, don’t worry – there are safeguards
around manageability and transparency. This is thanks to the
way the Group Executive Committee operates as a team. So,
that also applies at a given moment or when circumstances
dictate that we are ready for a new person in the chair. Would
I find it difficult to leave the company I’ve personally helped to
build up? No, saying goodbye is not a problem. In any case,
mostly I feel like I’m an observer. Watching and drawing his
conclusions. I didn’t even have any problems when Unique
merged into USG – even though it’s a bit like my first love. 

•
You are one of the last temp-pioneers who is
active in the boardroom on a daily basis.

‘That’s right. But I was one of the last to start in 1972. All the
same, USG is one of the very few companies where all the
people at the top have spent most of their careers in this
business. I think that’s a big advantage. In the past a lot of
people in senior positions at our competitors had matured in
other industries. I’m not saying that’s bad by definition, but I
do stress that this is above all a people business. And you
need a special feeling to do it well – even now that the indus-
try has grown up.’ 

•
Talking of maturity, 4% of the working population
use a temp-employment or secondment agency to
find a job. Is that really the ceiling?

‘As far as traditional temp work is concerned, yes – for the
time being. But over the years our work has shifted to a
broader platform. We streamline the dynamics of the
employment market. So, our market is as broad as we care to
define it. Given the trend towards individualisation I see no
halt in growth of potential – for the meantime. We help indi-
viduals in the way they detail their own work environments.
They could be independent operators without personnel or
specialists who prefer to work on a project basis. We train
them for the new challenges. We provide the facilities to out-
source non-core activities. For example, our call centers take
over their customer care. We have already made a massive
change in our “work scene”. And I can see even greater accel-
eration here. For instance, why not a major contribution to
familiarisation of immigrants? After all, we have all the skills
in-house.’

•
Five years from now, what will be USG’s most
striking core-competency?

‘As service providers we must foresee the needs of employ-
ment markets, better than other people. And we must trans-
late these needs into customised products and services. And
as an organisation we must have the quality and infrastruc-
ture for a rapid launch of newly developed formulas on the
market. I reckon that we’re already half way down that road.’ 

‘The good news is that everyone
had to face reality again.’



The financial choices of CFO Ron Icke 

Focus on cost controls and 
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U S G &
S T R AT E G Y  

All in all Chief Financial Officer Ron

Icke is not unhappy with the past

financial year. A good result was

booked, despite a troublesome mar-

ket climate. In 2003 the particular

financial focus will be on cost con-

trols and cash flow.

Two events struck Ron Icke during the financial year. First
was the successful refinancing of loans totalling around 

€ 100 million. ‘Back in 2001 we made six acquisitions and part
of the prices were financed with short-term loans,’ explains
USG’s Chief Financial Officer. ‘Looking at the balance sheet
ratios it is desirable that fixed assets are also long-funded.
Together with the fact that interest was relatively low, this
was reason enough to talk with the banks and seek agree-
ments on longer term financing. That worked out just fine.’
Icke’s second crowning achievement was the three-times
over-subscribed issue to finance the Start acquisition. ‘We
brought in the € 43 million we needed – for which we issued
a total of 2 million new shares. Dilution? Not really. In
exchange, Start brought us a very considerable profit capaci-
ty. That has been evidenced very clearly since the consolida-
tion of results as from June. In a stable market we could cer-
tainly have shown the same earnings per share (EPS) as in
previous years. Now our EPS comes to € 1.56. So, that’s in line
with the downward adjustment in the profit warning we had
to issue. 
Ron Icke prefers transparency and simplicity when it comes to
presenting USG’s financial challenges. He believes that three
foundations underpin meaningful financial management: lim-
iting costs of borrowed capital as far as possible, optimal and

cash flow
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TECHNICUM

Met 21 vestigingen is Technicum het grootste 

technische uitzendbureau van Nederland. Onze

medewerkers selecteren dagelijks de meest interes-

sante banen bij gerenommeerde opdrachtgevers in o.a.

de elektrotechniek, elektronica, werktuigbouwkunde,

metaal en installatietechniek. 

Aan zowel midden- en kleinbedrijf als internationale 

concerns stellen we technisch geschoolde vakmensen ter 

beschikking. Maar Technicum doet meer. We bieden ook 

bedrijfspecifieke leerlingentrajecten aan, waardoor het kennis-

niveau van uw medewerkers structureel kan worden verbeterd.

Vbo’ers en mbo’ers met een technische achtergrond zijn bij

Technicum verzekerd van goede arbeidsvoorwaarden  en diverse 

interessante opleidingsmogelijkheden. Kies voor de professionaliteit van

Technicum. 

Kijk op www.technicum.nl voor meer informatie.

VOOR PROFESSIONALS IN TECHNIEK & INDUSTRIE

Technicum bemiddelt ook bij het vinden van werkervaringsplaatsen voor SOM- of VEV-leerlingen.

Technicum werkt aan carrières 
én projecten in de techniek!

Technicum works on careers and projects in technology
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creative exploitation of the fiscal position, and – something
that is vital in a company with a broad service package like
USG – optimal streamlining of cash flow. 
‘The refinancing in 2002 reduced our financing charges to a
very acceptable level. So, in the shorter term we don’t need to
change much around our balance sheet ratio. Another point
in our favour is that after closing the unprofitable Start
branch offices in Germany we have a generous, additional
loss-compensation of € 17 million at our disposal. This means
Start will only have a very light tax burden in the next finan-
cial year – maybe even zero. On top of that we have direct
cost savings of € 10 million due to factors including merging
Start’s back-offices with the rest of USG. This will largely be
completed during the year ahead. The integration proceeds
more smoothly than we had expected.’

Wa t c h  p o i n t

The most crucial watch point, according to Ron Icke, is the
expected positive development in cash flow. Temping and se-
condment are already strong, net cash yielding businesses and
measures for the coming year will lever this positively.
‘Alongside the expected cost reduction and the lower fiscal
burden, over the next twelve months our level of investment
will also be lower than in previous years. We have made the
important acquisitions required by our up-scaling strategy.
The priority in the coming year will be to realise synergetic
benefits. Meanwhile, we have a high level of depreciation
charges. To take an example, over the past several years we

have devoted massive capital expenditure to central ICT-sys-
tems. 
‘Cancelling one thing out against the other, one can reason-
ably assume very favourable cash flow in 2003 – so that there
will be further improvement in the balance sheet position.’

J u s t  u n d e r  a  m i l l i o n

Icke also sees another way to help expand cash flow. Very sub-
stantial benefits can be realised by further reducing DSOs.
These “Days Sales Outstanding” are the average number of
days it takes for invoices to be settled. 
‘In Spain, it takes 110 days for invoices to be settled. We reck-
on that in due course this can be reduced to around 80 days.
We are also working hard to boost receivables management
– among other things – within our back-office activities.
There’s a very interesting stake here. If you can reduce the
DSO by 30% this soon yields € 15 million extra cash at the
average Spanish branch office and just under a million less in
interest charges. That’s no chicken feed!’
‘I expect the initial results in the first half of this year. The
Spanish USG-organisation will centralise invoicing and collec-
tion using a standardised procedure. Streamlining receivables
management is also largely a cultural thing. Your staff have to
realise that an invoice can only be booked as turnover when
the income goes in the bank.’ 

‘A l o n g s i d e  t h e  e x p e c t e d  c o s t  r e d u c t i o n  a n d  t h e  l o w e r

f i s c a l  b u r d e n ,  o v e r  t h e  n e x t  t w e l v e  m o n t h s  o u r  l e v e l  o f

i n v e s t m e n t  w i l l  a l s o  b e  l o w e r  t h a n  i n  p r e v i o u s  y e a r s . ’



‘The Midcap listing levers
publicity’

Leo Houwen, Executive Vice President, Group Executive Committee:
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As Holland’s top-but-one service provider in temping and
secondment you have a certain responsibility. That goes

for your own organisation and for the industry as a whole. In
his broadly defined position as the man with prime responsi-
bility for Investor & Public Relations, Marketing and Product
Development, Executive Vice President Leo Houwen prioritis-
es the challenge of representing and defending the interest of
the industry and of USG. 
This is evidenced by his vice-chairmanship of the Dutch indus-
try-wide body ABU. Leo Houwen also ensures USG’s interests
within the European context of CIETT (Confédération
Internationale des Entreprises de Travail Temporaire). In both
capacities he is intensively involved in several issues with a
potential major impact on the future of the temping indus-
try, within the next several years. 
‘In Holland right now, within the ABU, we are looking at rec-
ommendations to parliament, to reassess the Flexibility and
Security Act. This important legislation for our industry will be
evaluated in operational terms and for effectiveness in 2003.
Self evidently, as the industry body it is up to us to make our
voice heard,’ says Leo Houwen. 

C o n c e s s i o n s

According to Houwen, there is a broad consensus within the
industrial association that the law ensures a degree of self-
regulation. However, this is counter-productive. ‘The fact that
flexible work contracts have been placed in a legal framework
has boosted social acceptance of flexible employment.
Another plus point of the new law is the increase of the
temp-period to twelve months – in principle. 
‘But, at the same time, it has to be said that too many con-

cessions have been made around providing security. It’s now
clear that a number of – in principle – large groupings – are
not keen on the standard contract the act requires us to offer.
There is a threat here that, on the rebound, temp and se-
condment agencies are going to be more cautious with
intakes. We have to bear in mind that every new intake could
turn into a long-term working relationship. In practice this
often means unnecessarily tough selection criteria.
‘The burden of administrative costs is already high and this
pushes it higher. It also impacts negatively on the deployment
of those people who are at a greater distance from the jobs
market. This means the long-term unemployed, the disabled
and people without much work experience. Let’s not forget
here that the temporary employment industry helps around
170,000 in this category to get jobs every year. So, in that
sense the Act is counter-productive. It should be possible to
differentiate between the various groups of flexi-workers.’
Apart from this flaw, Houwen and the ABU are also critical of
detailed aspects. Under the present Act flexi-workers are enti-
tled to training after six months. In practice, only a few of
them exercise this right. ‘But, in the meantime, the temping
business has to form reserves for this. The same goes for
accrual of pension rights. And, here again, far from all flexi-
workers require this. In Houwen’s considered opinion these
are two more points where the Act and the related covenant
need fine-tuning.

Another thorn in the side of the Dutch temping industry is
that employers have to go on paying sick personnel for up to
two years – even if the individual works just one day as a
temp! ‘The industry thinks this is unfair. As a rule, flexi-work-

‘ We  n e e d  t o  c r e a t e  t h e  p o t e n t i a l  f o r  

a  d e d i c a t e d  a p p r o a c h  i n  t e r m s  o f  v a r i o u s

g r o u p s  o f  f l e x i - w o r k e r s . ’

USG is growing in Holland and the rest of Europe. Upping the contribution to

the industry as a whole is only appropriate. Executive Vice President Leo

Houwen is a strong proponent of this – and more. Investor relations – get-

ting close to actual and prospective investors – steadily takes up more space

in his diary. ‘In a publicly listed company this has to be cherished as a core

competency.’
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ers are sick more often than people in permanent employ-
ment. That’s logical. There’s not such a strong link with the
employer and, to a degree, temping acts as a safety net for
the jobs market. But we still have to meet the same stan-
dards as the average employer in a “normal” working rela-
tionship. Talking as the ABU, and looking at a possible revision
of the Act, we propose so-called “reference requirement”. In
future the obligation for employers in the temping and se-
condment sector would only come into force if the person
had been employed for at least six months. In view of our
special position in the employment market we believe that
we are entitled to be treated as an exception.’

P r o a c t i v e  l o b b y

Meanwhile, another development is underway on the EU
front. The European parliament will soon be considering a
proposal to pay temp employers in member states on a level
comparative with people in the same position, in full time
employment. This is the so-called “equal pay principle”. ‘If
rigidly applied it will mean that you isolate the hard-to- place-
group even further. And this goes even more if you also
include fringe benefits and tertiary terms of employment as a
matter of principle.

‘Under these conditions, people who are less easy to place
anyway, get priced further out of the market. In practice that
means some sort of unemployment benefit. And, at the end
of the day, the temp agencies, as professional intermediaries,
will have to turn them away. That’s what I’m frightened of.
The five-nation CIETT, which includes national industrial asso-
ciations and market players, is actively lobbying Euro parlia-
mentarians about the potential socio-economic dangers
here.’

R o a d s h o w s

Alongside ancillary activities around lobbying and protection
of interests, investor relations – generating and maintaining
contacts with actual and potential investors – also take up
more space in Leo Houwen’s diary. ‘As a publicly listed com-
pany you have to cherish this as a core competency. This is
something we have learned. Together with our CFO, Ron Icke,
we hold regular roadshows. And we try to meet our major
shareholders and the key market parties at least twice a year
– personally.’
Again and again Houwen finds that most investors are sur-
prised at the relative under valuation of USG’s share. ‘The
good news is that they see it as a very promising share. And,
sure enough, we can show a great track record. Since 1997 we
have always outperformed predicted profit growth by on
average 15% per share. The only exception was last financial
year, when the economic downturn obliged us to issue a prof-
it warning. But, don’t forget we are still showing a very solid
profit.
‘The USA and UK received the acquisition of Start particularly
well. In fact, we had more problems convincing Dutch market
parties. But with Start positively contributing to our result
since the third quarter of 2002, the wind seems to have
changed. That’s good news. Now, we have to wait for a visi-
ble economic shift. We know from experience that with GNP
growth of between 1.5 and 2% the temp market starts to
show clear growth again. Thanks to the fact that with Start
we are also benefiting from the early cyclical effect, you find
that most investors are ready to buy more – substantially –
at the first positive signal.’ 
Another positive point is that USG has been listed in the
Midcap index (AMX) since March 2003. Midcap is part of the
Amsterdam stock exchange Euronext. ‘This promotion to
Midcap levers publicity. More analysts will be following USG
and we will be more interesting for international institution-
al investors who prefer to have AEX and Midcap stocks in
their shopping baskets. All in all you can look for increased
trading in the USG share, and that is bound to have a posi-
tive impact on price formation.’

U S G &
S T R AT E G Y  



‘Everyone here knows and
accepts his or her own
responsibility’

Hans Coffeng

Yvan Dierckxsens Erwin van Iersel

The need for strategic reconnaissance
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Managers often fail to take the time to consider strate-
gic topics, like the differential character of their own

organisation and the development of key competencies.
Erwin van Iersel, Hans Coffeng and Yvan Dierckxsens are
respectively responsible for Start in the Netherlands and Italy,
for United Technical Services and United Office Services in the
Netherlands and Germany, and for all USG activities in Spain,
Belgium and Portugal. All three recognise the pitfalls. To this
end they – with their other three colleagues on the Group
Executive Committee – have a regular agreement to get away
from the day-to-day reality and spend quality time studying
the horizon. 
All agreed that this annual report was a good place to start.
They philosophised about the real power underlying USG.
What sets 50 to 55,000 temps and seconded staff to work
with hundreds of clients, every day. It’s an achievement that
never fails to make them proud. 
Hans Coffeng: ‘The real power that makes us different is in our
people. Their motivation, professionalism and pragmatism.
Sure, I know that our competitors will say the same thing. But
for them it’s not combined with the power of a large number
of different market formulas. Each of these formulas capitalis-
es on developments in segments of the employment market.
This combination explains the power of USG.’
Erwin van Iersel: ‘The arrival of Start has made the social
involvement more visible. Before that USG’s image was com-
mercially oriented. Now we have the socially committed feel-
ing as well. That’s good.’ 
Yvan Dierckxsens: ‘We have a broad client base. And in every
case we are increasingly in position to supply a customised
product. That adds up to a change-oriented, flexible and mar-
ket-focused organisation. Obviously, there are bits where we
can improve. But, on balance, this is what makes us special.’

N e w c o m e r

Coffeng: ‘With us every market formula has its own infra-
structure. People who work there with pride. A dedicated
counter for clients, and our back-office. A lot of competitors
have a single, dominating brand. What happens is that a
whole lot of ancillary activities are cannibalised – as it were
pulled into that one brand. This makes a standard grey mush.

And at the end of the day this is a disadvantage in a strongly
segmented marketplace.’
Dierckxsens: ‘Our separation of front and back-office activi-
ties is also much more cost efficient. With us, the “enabling”
operation also has to keep the internal clients happy. And
that indirectly benefits our clients because of the improved
service and greater cost efficiency.’
Van Iersel: ‘At USG you see how well the support is organised.
Training for individual staff is a major priority. And we have a
whole cupboard full of well-tested tools for more effective
and successful marketeering in their cultural setting. As a rel-
ative newcomer in the company what struck me is the way
everyone here accepts his or her own responsibility. Nobody
gives strict written instructions. You have a lot of independ-
ence – as long as you meet your targets.’
Dierckxsens: ‘Another point you mustn’t forget is how we focus
on the small to medium enterprise segment. With the econom-
ic turnaround you suddenly see the competition has rediscov-
ered this segment. But the real volume players have trouble in
shifting their sights. If you’ve always been used to clients with
three or four hundred-plus vacancies at a time, you can’t make
the transition just like that. Vice-versa we now have the benefit
of Start’s experience and network of relations when it comes to
bigger companies. On top of that we are less dependent on the
economic ups and downs – with early cycle Start in combination
with the “old” late-cycle USG. In fact, the first sign of economic
recovery is in the provision of lower-qualified staff. And, soon,
that’s where we will be scoring with Start.’
Van Iersel: ‘Obviously, the volume segment isn’t Start’s only
target. The small to medium enterprise segment is also a
regular customer. We carried out a successful diversification
programme some time back. It’s paying off now and that
also helps explain why the integration has been running so
smoothly.’

M u t u a l  l e a r n i n g

Coffeng: ‘More and more the marketplace calls for cus-
tomised work. Clients are more demanding – temping is not
a commodity.’
Dierckxsens: ‘Upscaling and internationalisation are increas-
ingly urgent issues. You can already see the benefits of the

U S G &
S T R AT E G Y  

What exactly is the driving force

underlying USG? What’s the signifi-

cance of the Start acquisition? And

what is the role of the small and

medium enterprise sector in a

changing economy? Erwin van Iersel,

Hans Coffeng and Yvan Dierckxsens

(Executive Vice-Presidents on the

Group Executive Committee) look at

the longer-term outlooks for these

and other questions
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cross-fertilisation between the five countries where we oper-
ate. What strikes me is that it’s not a one-way traffic from
the mature Dutch market to the “little guys”. For instance,
our people in Belgium can close a contract with around four
visits – that’s less than in Holland. What’s the lesson here? Is
the Dutch market so different? This is all very inspiring and
challenging for the parent company.’

Te m p i n g  p i o n e e r

Van Iersel: ‘Another positive differential is the wide experi-
ence in temping and secondment at the top of the company.
Naturally, Alex (Mulder), the only temping pioneer, is still
active on a daily basis, but everyone on the Group Executive
Committee has at least ten years experience in the business.’
Coffeng: ‘If you look at the industry – at many of our com-
petitors – you’ll see that a new generation has come to the
top. The way they act, the way they think, is strictly rational.
Almost detached at times. Sure, we’re also a new generation,
but we can also rely on that good-old gut feeling. Back in the
early 1990s we experienced a situation like we’re going
through today. That experience is worth its weight in gold.’
Van Iersel: ‘But our role is changing. Ten years back USG was
a market-follower, now we are a trendsetter. We are a pio-
neering player in many areas. And, increasingly, our voice is
heard when it comes to issues that impact the industry as a
whole. It can take some getting used to. All the same it’s a
fact and it goes with our market position today.’

Dierckxsens: ‘Resting on your laurels, thinking, “we’re so
great”, can be very dangerous. Look around, there are plenty
of victims of this mindset.’
Coffeng: ‘It’s good to be aware of that pitfall. But in our case
I don’t believe it really applies to that degree. At USG there’s
still a feeling that we are the small guys and we have to go on
proving ourselves. That gives us an edge. From the manage-
ment angle it will be a challenge to keep that feeling fresh and
even make it stronger.’
Dierckxsens: ‘At the same time we have to learn better how
to make the wider public aware of our plus points. USG seems
too much of a modest champion. You see that from the rel-
ative undervaluing of our share.’
Van Iersel: ‘Agreed, we have to learn to communicate better
with the outside world. The approach in this annual report is
an important example. But it can’t just stop here.’
Coffeng: ‘Our key competency in – say – five years from now?
We have to keep that decisiveness and at the same time fine-
tune our formulas to increasingly smaller and faster moving
target groups. We have to adjust to ongoing change, much
more than we do now. We must combine that flexibility with
an even higher level of cost efficiency.’
Dierckxsens: ‘The thing we have to cherish most is the will-
ingness to go on being successful. You can only inspire other
people to do better if you yourself radiate enthusiasm and
commitment.’
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Just like big business, the small to
medium enterprise sector is increas-
ingly dependent on the input of flexible

labour. For companies with less than 100
personnel, hiring specialists on a project
basis, or temps, to streamline peak pres-
sure is as popular as with mega corpora-
tions.
As well as looking after the interests of
the Dutch small and medium enterprise
association (MKB-Nederland), I am also a
businessman and a member of the super-
visory boards of several companies. So, I
believe I can claim a position at the heart
of business on a daily basis. And, based on
experience I can safely state that the
greatest priority for small to medium
enterprises is boosting internal flexibility.
One option is to hire people almost off the
street, without knowing if they will
fit in with the team. But it makes
better sense to craft your own
organisation and network to enable
sustainable adjustment to moving
demand in the marketplace, or to
ongoing developments. 
At MKB-Nederland we also seek to
anticipate. To that end we have
developed a proposal to get away
from the set 40-hour working week
enshrined in Holland’s industry-wide
labour agreements (CAOs). Instead,
the employee and employer would
undertake to supply and deliver a
minimum of 500 working hours per
quarter. It would be up to the par-
ties on the work floor to arrange
details of the hours worked. At the
same time, the present rules
around termination of employment

would be simplified and a system of short-
term leave would be introduced.
For suppliers of flexible labour there is also
an interesting challenge here and they will
have to reconfigure their service offering.
Pools of specialised personnel and broadly
oriented professionals are the future. They
will be on call for client companies. The
temp supply businesses and the industrial
association will organise training and up
dating of knowledge and expertise. In turn,
the client companies will have to ensure a
fair spread of quality and capacity and
watch out for cannibalisation of the tal-
ent-pool when the brightest people and
handiest craftsmen are picked out and
offered a permanent job. 
Obviously, I realise that this is hardly an
earth shattering idea. I also know that

cannibalisation in particular has spoiled
previous initiatives. All the same this is no
reason to give up. However, a prerequisite
would be for temp businesses to alter
their proposition. Much more than they
have done so far, they must develop into
fully-fledged partners in all possible ways
and means of increasing flexibility for every
personnel type and capacity. 
In some cases that may require a culture-
change. Many temp-businesses still take a
passive stance and only go into action
when I have a question. The day of the
classic suppliers has passed – of that I am
certain. 
The future belongs to players who can tell
business people in a given sector, the type
of people they will need in the next sever-
al years – and what skills they will need.

Next, they will ensure a detailed
training path for the candidates
who are selected. 
The temping business of tomor-
row will also need to alter its
stance vis-à-vis the talent they
supply. To make it attractive to
be in a pool there must be inten-
sive career coaching plus project
planning tailored to the individ-
ual. That will be mandatory to
bring the people in. 
Is this star gazing? I think not,
and here and there I already see
progressive suppliers of flexible
labour making an interesting
start. And, yes, I reckon that
United Services Group is one of
them. 

C O L U M N

The temping business
of  tomorrow

Hans de Boer,

Chairman 

MKB-Nederland
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In Spain the flexible employment market is still young and
still growing. In 1994 a change in the law to enable the

large-scale deployment of temps signalled a steep rise in
demand for both temps and seconded specialist personnel. Up
to two years back growth was at 35% and more. And in 2000
there was still a very respectable 12%. Then came a turn-
around, partly due to the economic headwind and partly due
to government measures whereby temps would be paid the
same as regular employees in similar positions. The fact that
flexible employment in Spain also carries relatively higher
social security charges than for regular employees, also makes
Spain’s temps relatively more expensive than “regulars”, and
this impacts negatively on the trend. 
However, this is only temporary, stresses Virgili Sáez, manag-
ing director of Unique España. ‘Last year we saw the sector
shrink by 1.5% and this financial year we expect negative
growth of 5%. All the same, we expect positive growth again
in 2003. Spanish managers and directors are now familiar
with flexible employment, and if the economy shortly starts a
cautious recovery, the initial capacity problems will be solved
by deploying flexible personnel. Moreover, the same salary lev-
els have boosted the image significantly. We now have access
to a broader group of higher-trained flexi-workers, which
means higher income per contract.’
Against the background of these developments Unique in
Spain has performed relatively well this year, according to
Virgili Sáez. ‘Our 2002 turnover was up 4.7% at € 38.1 million,
giving us a market share of around 2.5%. That means we rank
number 10 among Spanish temping companies. If you add on
the results of our sister company People we actually rank in

Madrid and Barcelona together under the Unique roof

‘We’re growing
against the flow. 
It makes you feel
like a winner’

After several acquisitions

Spain is now United

Services Group’s second

home market.  Virgil i  Sáez,

General Manager of

Unique in Spain, is

optimistic about future

chances. ‘We predict

turnover up at least 10%,

against moderate

economic growth.’
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From several angles, 2002 was also not the easiest year in

Belgium, Germany and Italy, the other countries where

USG is active. ‘To be honest, we had a difficult year,’ says

François Sepulchre, commercial director at Unique Inter-

im in Belgium. We were able to stabilise turnover, temp-

hours dropped by 5%. Fortunately, unlike some competi-

tors we didn’t have to get into discounting.’

‘Ways to improve in 2003 include better training for our

consultants to improve deployability of our temps –

whose availability is being boosted by unemployment –

but also for the professional support of our clients. So,

for example, we have time management courses for our

clients’ personnel. Because the small to medium enter-

prise sector is very short on ways and means in this area,

we are adding value.’

There is also some potential in cost reductions. ‘Some-

times just small things. We let the opening of the four

new offices go ahead in 2002, because this is investing in

future growth. Indeed, there certainly is growth poten-

tial. Certain economic sectors, like construction, look

hopeful. It was only opened up for flexi-work in 2003.

This sort of development is good news. McKinsey, the

management consultancy firm, predicts an average 10%

annual growth in the temp industry. We should be able

to benefit from that.’

L o g o

Germany also had a difficult market climate. ‘We made a

loss last year,’ says Joachim Harder, operations manager

of Secretary Plus in Germany. The company has four rel-

atively new branch offices – in Essen, Cologne, Dussel-

dorf and Frankfurt. Harder aims for break-even this year.

To this end, in view of the economic situation he will also

be making cost reductions. One of his first decisions on

joining the company in August 2002 was to stop news-

paper subscriptions at the various branch offices. ‘You

‘We’re on the right road’

can read the newspaper at home! It’s not just the

amount, but you have to give a signal.’

Even more important is making contact with potential

clients. Obviously, they invest a lot of energy in this. And

Harder makes personal visits to companies that were

clients in the past. ‘I check them out. Mailings, a phone

call, then a visit – if that’s OK with them. I want to win

them back.’ 

2002 was also a difficult year for Italy, admits Maurizio

Gamberini, managing director of Start Italy. To realise

the objective of break-even in the second half of 2003

firm action must be taken on both costs and efficiency.

With this in mind Gamberini has closed six less profitable

offices.

Even so, the managing director is still optimistic: ‘Our

aim for 2003 is to double the level of turnover in 2002.

That may look difficult but I reckon it can be done. In fact

all we have to do is repeat our performances in 2002.

Last year we added around one thousand new clients to

the three hundred already on the books. If we acquire

the same amount again, say nine hundred, we’ll be

there.

‘The Italian market climate differs from most other

European countries. Here we have just under four mil-

lion businesses, and only 25,000 of them use temps.

That’s an opening. And we are also in an interesting part

of the market. Our competitors mainly look after large

companies. Now, those companies are having a tough

time and they are economising in a big way on labour.

We are in the smaller and medium enterprise sector

which is performing relatively better.

‘Keep going, we’re on the right road. Repeat last year’s

performance.’ That was also the message in Gamberini’s

New Year address to his staff. ‘It will be a tough haul’ he

sums up, ‘but I reckon we’ll succeed.’
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This enables us to get around petty rivalry. Quite soon you get
a team feeling. And, we’re growing against the flow. It makes
you feel like a winner.’

K n o w l e d g e  e d g e

Precisely because of the pioneer nature of the Spanish flexi-
market Unique and People benefit extra from membership of
one the largest companies in the industry. ‘Thinking around
flexible employment is much further developed in Western
Europe, and notably in Holland, than in Spain. We benefit
from the professional experience and knowledge that USG
has amassed over the years. And this gives us an edge in our
marketplace.’
Given the knowledge edge Sáez is certain that all the Spanish
subsidiaries will increase market share again in 2003. He also
sees a rise in profitability. Looking at his own Unique he prom-
ises: ‘We will focus more on the placing of higher trained spe-
cialists, particularly in the administrative sector. Not only is
there growing demand here in the small to medium enter-
prise sector, but there’s a higher gross margin on these con-
tracts. We predict upward turnover by at least 10% against
moderate economic growth. And partly thanks to the
upcoming synergetic benefits, there will also be a positive
trend in our net return.’ 

the top five. And we are sure to move up a few places
in the next several years. The strategic focus on the
small and medium enterprise market gives us a clear
competitive edge where this category accounts for 90%
of the GNP. Moreover, the synergetic benefits are start-
ing to impact on our cost efficiency and marketeering.’

R i v a l r y  

Last financial year moves to make Spain a second home
market accelerated with the acquisition of Start.
Among other operations, Start brought in its Spanish
subsidiary People. People is a medium sized player with
117 branches in Spain and Portugal. This acquisition
reinforced USG’s presence in the Spanish growth mar-
ket. A strong bridgehead had already been established
here with the acquisition of the mainly regional temp
businesses, TempÍber and Ecatemp, with a total of 29
branch offices.
The strategic thinking behind this latest acquisition was
clear – to create bases from which to penetrate the
most important economic growth markets of
Barcelona (Ecatemp) and Madrid (TempÍber) enabling effective
coverage of the Spanish market. This ambition was support-
ed by the acquisition of People. Together People and Unique
(the new brand names of TempÍber/Ecatemp) have a more
than adequate scale to cost-effectively build up a national
network. Combining the back-office activities of Unique and
People in the new United Services Spain can enable significant
cost and efficiency benefits. The two parties will also benefit
from the parent company’s knowledge and experience in pen-
etrating a relatively new market.
In the meantime a large part of the promised synergetic
benefits has been secured. Sáez, the founder of Ecatemp:
‘Our support services – the back-office activities – and the
head offices of the various operating companies are now all
based in a single, central HQ in Madrid. After the usual start-
up problems, this means substantial cost reductions for all
parties. 
‘In the meantime we have implemented essential training
programmes and followed these up with field-training and
coaching in the local branch office network. The staff have
learned skills like making visits to clients more result-focused
– in the sense of closing contracts. This has significantly
improved our marketing and sales efforts. Last year it took 19
visits to secure a new client – in the last three quarters the
average was around 10. Time management has also
improved enormously in cooperation with USG. That’s partly
thanks to implementation of USG’s commercial management
information system.’
But does the traditional rivalry between Madrid and Barcelona
hamper the amalgamation? Virgili Sáez shakes his head. ‘The
Spanish temping industry has a dominating pioneer culture.

Sáez, founder of Ecatemp: ‘Our support services 

– the back-office activities – and the HQs of the various

operating companies are already based at a central 

head office in Madrid.’
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S TA R T
& U S G

As chairman of Stichting Start for-

mer Dutch minister Bert de Vries

carried some of the responsibility

for the acquisition by USG. As a

Supervisory Director of the collab-

orative model his tasks include

overseeing an optimal integration.

‘The contrasts are much less than

the world outside expected.’

‘Start already had a major cultural change behind it. Over
the past several years the company has become unmis-

takably more profit-oriented and more efficient. But this peri-
od also increasingly exposed the weaknesses of the independ-
ent model.’
As the former chairman of Stichting Start, previously the
100% shareholder of Start, Bert de Vries is uniquely aware of
the considerations at the time of the acquisition by United
Services Group. ‘There was too little focus on building up the
financial resistance needed by a healthy company,’ recalls the
former minister of social affairs and employment and promi-
nent CDA politician. ‘And people had been too optimistic with
some foreign adventures, particularly in Germany. And when
the temp-market went into stagnation, it was very clear that
Start on its own could not establish order in its own house
and realise the foreign ambitions. As the sole shareholder we
had repeatedly stressed that something must be done in
good time. But now we had a situation where we saw the
need to find a suitable partner and so realise an adequate
scale.
‘For me, Start’s decision to choose USG as a partner was a
logical calculation. One rational motive was that Start and
USG’s activities combined seamlessly. USG is strong in placing
specialists at various levels. And with Start there is clearly a
higher volume of people with less schooling as temps for
industry. In principle the specialist segment comes later in the

‘USG & Start
combination
is a logical calculation’

New Supervisory Board Director
Bert de Vries: 
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FORNITORE UFFICIALE
F.C. INTERNAZIONALE

Take a look - there's a job waiting for you
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In his new role as USG Supervisory Director Bert de Vries will
closely monitor the progress of integration. For some while
he had been worried about the dangers of a reversed
takeover. ‘In terms of the workforce, Start was twice as big as
United Services Group. In the meantime I’ve got to know USG
as a very tightly run, dynamic and creative business. But, at
the same time, I have wondered if integrating such a large
partner would not over-burden existing management in
terms of time and creativity. Could they manage it? And
might day to day supervision of the operation suffer?’
Although De Vries sees no pointers in that direction, it was
one reason why he warmly welcomed the proposal of the

Executive Board to amend the existing formula for corporate
governance. ‘We have decided on a model with a Group
Executive Committee, steered by an Executive Board with
members including the Chief Executive Officer (CEO) and the
Chief Financial Officer (CFO). They form part of the Group
Executive Committee, with four more members. These people
have operational leadership of the various parts of the busi-
ness. This gives you more transparent governance than with
the current, four-person formula. It’s also clearer for the out-
side world exactly who is responsible for what. This way you
also combine more knowledge and expertise – and it shows.
You also enhance the capacity of the Executive Board – and
hence your governance potential.’

M o r e  c o m m e r c i a l

So far, according to De Vries, the intertwining of the two cul-
tures is also exemplary. ‘Sure enough, the perceived differ-
ences were less than imagined, certainly from the outside.
Right from the start USG’s approach was primarily to look for
common ground and not for differences. That works. The
average person at USG is a bit more commercial than at Start.
Vice-versa, the Start people have a very caring and individual
approach. They also have windows into companies and insti-
tutions where it used to be difficult for USG to penetrate.’ 
Looking at his own functioning as a Supervisory Director Bert
de Vries can be brief. ‘As a former politician and minister I
know the socio-political playing field pretty well. I also know
something about the employment market. I’m at home with
figures, and being an economist and a member of other
supervisory boards, I have a good overview – from that angle
I can also look after the interests of the company. I reckon
that it will work out.’ 

economic cycle. That means companies hold on for a relative-
ly longer time after an economic turnaround before they let
go or re-hire temporary knowledge personnel and people
with specific skills. In the bulk segment it works vice-versa.
Our conclusion was that as a combination both companies
would be less vulnerable to economic swings. 
‘We also reckoned that the cultural differences were much
less than the outside world tended to think. Certainly, Start’s
culture background has a strong social tint. A culture aimed
at getting the long-term unemployed back to work had been
at the core for a long time. In those days our symbol was the
wheelbarrow – very appropriate at the time. But – I stress

again – that has changed, although we believed that poten-
tial partners should also empathise with this mission and
make room for it. We discussed this very frankly with USG and
soon found common ground’. ‘Don’t get me wrong, they aim
to maximise earnings per share, but they believe that the way
to do this is to build up sustainable relationships with clients.
This is an area where Start can offer added value. In turn, USG
can implement its tried and trusted business model and for-
mula for marketeering. Not counting the cost benefits of
combining the back-offices, these were the key synergetic
effects we had in our sights.’

L e s s  v u l n e r a b l e

In the meantime, Start is now part of the United Services
Group, and Bert de Vries and his colleague Marike van Lier Lels
have joined USG’s main Supervisory Board. De Vries’s special
area is ‘social issues’. It has also become clear that some of
the past assumptions are actually working out in practice.
Bert de Vries, in his temporary offices in the CDA party HQ in
The Hague puts it this way: ‘The results of the last two quar-
ters of 2002 (the results of Start have been consolidated since
1 June 2002, ed.) have shown that USG with Start is less vul-
nerable to economic swings. The fact that the positive effect
is already visible is good for the integration.
‘Meanwhile, reorganisation abroad proceeds apace, with a
strong focus on complementarity in the network. And where
activities overlap or there is insufficient growth potential – a
line is drawn. For example, that has happened in Germany. I’m
behind this policy. Then there are savings in the short term.
Start was going to move into a new head office in Gouda. We
calculated that out of the 15,000 square metres, we didn’t
actually need more than one third.’

‘MEANWHILE REORGANISATION ABROAD PROCEEDS APACE, WITH A 
STRONG FOCUS ON COMPLEMENTARITY 

IN THE NETWORK’



‘We should
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T H E  U S G
C U LT U R E

THE MASTER
CLASS OF 
2002 WAS
VERY SPECIAL.
FACILITY MANAGER RON ZADELAAR

WAS A HAPPY PARTICIPANT, 

WITH ENHANCED INSIGHTS INTO

THE BUSINESS CULTURE OF USG.

‘YOU LEARN TO SEE YOUR OWN

ORGANISATION AND YOUR

FUNCTIONING THROUGH A NEW 

SET OF GLASSES.’

listen better’
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Thomas Carlebur DEN HELDER
Peter Fox DEN HELDER
Max van der Schriek ALKMAAR
Floris Vegting DEN HELDER
Jacqueline Frankenmolen EGMOND AAN ZEE
Koop-Willem van der Woude SCHAGEN
Martijn van Zessen ANNA PAULOWNA
Francisca Barker HEEMSKERK
Jack Roozen BREEZAND
Gabriëlle Koomen ALKMAAR
Evert Smit SCHOORL
Sven Kroone HEERHUGOWAARD
Loes van der Oord DIRKSHORN
Janneke Willemse HEILOO
Malou Nijman WORMER
Eva Meijs HEILOO
Thomas Poelgeest SANTPOORT-ZUID
Boudewijn Nieboer HEEMSKERK
Nancy Thio BEVERWIJK
Alexander Berman ALKMAAR
Lisette Groeneveld SCHAGEN
Lambert van Bemmel DE GOORN
Barbara Wolters CASTRICUM
Hans Jan Dreize BERGEN (NH)
Irene Ulrich DEN HELDER
Martijn Berkhout ASSENDELFT
Hilgo Mol CASTRICUM
Fleur Meijering BERGEN (NH)
Wim Kocken ZUIDOOSTBEEMSTER
Marie-Louise Jorissen BERGEN (NH)
Jolanda Roosenboom BERGEN (NH)
Gerrit Groothuis KOEDIJK
Angela Boeree JULIANADORP
Fabian Bruin ALKMAAR
Sam van der Velden LIMMEN
Inge Schouten WERVERSHOOF
Jeffrey van Mierlo DEN HELDER
Marie Boddaert BERGEN (NH)
Martijn Fritsen HEEMSKERK
Matthijs van Beest OPMEER
Aislinn van den Brandt ALKMAAR
Annemarieke Al LIMMEN
Willemijn Mensinga GROET
Rosanne Kavelaars ALKMAAR
Gabrielle Vallentgoed OOSTWOUD
Martijn Stuive CASTRICUM
Mariëlle Jansen HEILOO
Rutger Swarthof DE KOOG
Pieter-Jan Swarthof DE KOOG
Tim Petter DEN HELDER
Erik Kuiper CASTRICUM
Olle Venema BERGEN (NH)
Sander Verwer KOEDIJK                     
Andreas van der Jagt HOOGKARSPEL                 
Chris de Boer HEILOO                      
Stijn Reniers GROOTEBROEK                 
Ryanne Ooijevaar BERGEN (NH)                    
Roland van Baaren DEN HELDER                  
Stéphanie Groenteman SCHOORL                     
Steven van den Bos WIERINGERWERF               
Thom Kepel HEERHUGOWAARD               
Marjolein Wielinga OUDORP                      
Sander Stamer OOSTZAAN                    
Arjan Vellenga ALKMAAR                     
Joris Verheul ASSENDELFT                  
Chris ter Veen DIEMEN                      
Emily Koedam MIJDRECHT                   
Michiel Knabben AMSTERDAM                   
Jenneke Kramers ALMERE                      
Jan Kleijn AMSTERDAM                   
Melissa Hottinga AALSMEER                    
Stijn Schober WELL                        
Danny Teeuwen HAARLEM                     
Guido Maat UITHOORN                    
Suzanne Buyink AMSTERDAM                   
Bob de Jonge AMSTERDAM                   
Jakob de Wit AMSTERDAM                   
Jenny Tuinder AMSTELVEEN                  
Jan IJff BENTVELD                    
Rory Picart ALMERE                      
Ruben Woldring AMSTELVEEN                  
Marijke de Vrieze BLOEMENDAAL                 
Jeffrey Soliman HOOFDDORP                   
Benno Schwarz AMSTERDAM                   
Claire van der Hall AMSTERDAM                   
Bas van Ommen AMSTELVEEN                  
Ozan Bayram DIEMEN                      
Phil Vonk DRIEMOND                    
Denys Widdershoven AMSTERDAM                   
Perre Rolfes PURMEREND                   
Tim Dekker KOOG A/D ZAAN               
Charlotte Nieuwenhuizen AMSTERDAM                   
Malu Wijnen PURMEREND                   
Tamara van Kranendonk MIDDELIE                    
Joyce Hesterman AMSTELVEEN                  
Reinout Bos AMSTERDAM                   
Meyke de Vries ALMERE                      
Elselien van der Wal AMSTERDAM                   
Abel Reuvers LELYSTAD                    
Frank Reekers NIEUW-VENNEP                
Fleur Boom AMSTELVEEN                  
Fleur Sleegers AMSTERDAM                   
Paul Hulsbos AALSMEER                    
Gilles Kousemaker AMSTERDAM                   
Darioush Zadoun AMSTERDAM                   
Rhea van de Bospoort KOOG A/D ZAAN               
Jordi van Eunen AMSTERDAM                   
Paula Dekker MIJDRECHT                  
Marijke Morreau ALMERE                      
Reina Baars LUTJEBROEK                 
Lisette Jeltes AMSTERDAM                   
Wesley van Veluw ALMERE                      
Tessa de Vries AMSTERDAM                   
Miquel Pluijlaar HOOFDDORP                   
Anne Mak ZAANDAM                     
Douglas Smit HEEMSKERK                   
Herman Boots HOOGKARSPEL                 
Christiaan Oord ALMERE                      
Michelle Schweizer AMSTERDAM                   
Dina Shapiro AMSTERDAM                   
Jeroen Westram UITHOORN                    
Joris de Leeuw ALMERE                      
Michelle van de Voort AMSTERDAM                   
Dennis Bohlmeijer AMSTELVEEN                  
Claudia Hottinga AALSMEER                    
Ewout Weve UITHOORN                    
David van Pelt LELYSTAD                     
Jacob Hart KOOG A/D ZAAN               
Jenneke Alberts BADHOEVEDORP                
Merel Winter AMSTERDAM                   
Thomas Zekveld AALSMEER                    
Kim Ellermeijer AMSTELVEEN                  
Sander de Vries OOSTHUIZEN                  
Willem Schilder AMSTERDAM                   
Jolande Wijnen AMSTELVEEN                  
Ruben Cooler DIEMEN                      
Joachim van Hartskamp OOSTZAAN                    
Benny Cohen AMSTELVEEN                  
Sophia Bakker AMSTERDAM                   
Mona Czychi AMSTERDAM                   
Mark Wals LANDSMEER                   
Nisa Rahimbaks AMSTERDAM                   
Hans Wijtema AMSTERDAM                   
Nadine Merks AMSTERDAM                   
Linda van Nispen tot Pannerden HEEMSKERK             
Jelle Spanjaard MIJDRECHT                   
Thomas de Graaff AMSTERDAM                   
Dorine den Dekker AMSTERDAM                   
Alexandro Mancusi AMSTELVEEN                  
Wesley Willekes Macdonald NAARDEN                     
Frances Kuys AMSTERDAM                   
Paul Eweg BADHOEVEDORP                
Steven van Kanten AMSTELVEEN                  
Olivier Merkens AMSTERDAM                   
Guido Lindeman AMSTERDAM                   
Toon van Bindsbergen BABBERICH                   
Eva Bovekerk ARNHEM                      
Christiaan Brugge EDE                         
Derk van Vierssen Trip WAGENINGEN                  
Peer Donders ARNHEM                      
Charlotte Posthuma EDE                         
Alexander de Neijs LUNTEREN                    
Jan Lekkerkerker VARSSEVELD                  
Joachim de Rooij HEUMEN                      
Joey de Laat APELDOORN                   
Matthijs Peters DOETINCHEM                  
Johan Heikamp EDE                         
Albert Jansen WARNSVELD                   
Lisa Bovekerk ARNHEM                      
Maurice Wiechers WIJCHEN                      
Mindel Mozes OSS                         
Shir van Ooijen EDE                         
Eric Koning EDE                         
Rianne Mol ZUTPHEN                     
Niels van der Linden OTTERLO                     
Roemer Arentsen TIEL                        
Nina Grijsen WINTERSWIJK                
Youri Pattinasarany BEMMEL
Joost Angelier APELDOORN                   
Maarten Vaartjes ARNHEM                      
Jonna Holkers GOOR                        
Sebastiaan Stapert NIJMEGEN                    
Joost Amory WARNSVELD                   
Lotte van den Brink BARNEVELD                   
Maartje Lok DIEPENVEEN                  
Thomas Gerritsen SCHERPENZEEL                
Christian Koster LAAG-KEPPEL                 
Roel Seegers MALDEN                      
Edgar Peusken 'S-HEERENBERG               
Florentien van der Marck WARNSVELD                   
Marjolein van Tessel HARSKAMP                    
Marcus Leeuwis KLARENBEEK
Paul Ruijs DOETINCHEM                  
Marcel Teunesen GENNEP                      
Johanna Dettingmeijer APELDOORN                   
Marieke Kalisvaart ARNHEM                      
Holger Huitink WINTERSWIJK                 
Martijn Crajé ZEVENAAR                    
Justin Janssen ZEVENAAR                    
Jan Schlimmer EDE                         
Hugo van Milt LUNTEREN                    
Dana Cheragwandi WINTERSWIJK                
Jochem Lemain EEFDE                       
Piet-Hein van Twisk VELP                        
Jilan Gabr BENNEKOM                    
Eva Wijnands DIEREN                      
Rolf Joosten HUISSEN                     
Thomas Meijer ROZENDAAL                   
Marc Noorda APELDOORN                   
Charlotte Meyer LOCHEM                      
Annelein Wilke OOSTERBEEK                  
Joost van Delft NIJMEGEN                    
Stephan den Boer LUNTEREN                    
Kasper Warmerdam HUISSEN                     
Herman Wesselink RUURLO                      
Karel Rip LUNTEREN                    
Olivier Bouwman VELP                        
Jan Vossen ZUTPHEN                     
Thomas Pavlov NIJMEGEN                     
Ellen van den Brink APELDOORN                   
Gé Steenbergen OSS                         
Ronald van den Brink HEELSUM                     
Sarah Oosterbaan NIJMEGEN                    
Leontine Westerik ZUTPHEN                     
Floor Aardema LOCHEM                      
Herbert Grootbod HENGELO                     
Neeltje Joosten NIJMEGEN                    
Maarten Taselaar BENNEKOM                    
Leandra Vos BENNEKOM                    
Tessie Klementschitsch HATTEM                      
Rob Potasse ARNHEM                      
Rob Fledderus APELDOORN                   
Anouk Frishert BREDA                       
Wouter de Feber ULVENHOUT                   
Lieve Elshout OOSTERHOUT                  
Femke van Laarhoven HILVARENBEEK                
Stefan Nuijten BREDA                       
Wanne Dielemans ETTEN-LEUR                  
Dominique Knipscheer HOOGE ZWALUWE             
Sandra Rutten DONGEN                      
Wouter van Beurden TETERINGEN                  
Bram Nuiten ST WILLEBRORD              
Liesbeth de Boorder BREDA                       
Annemarie de Leuw OOSTERHOUT                  
Henry van Bragt MADE                        
Sven Bartels PRINSENBEEK                 
Sophie van Beveren RAAMSDONKSVEER              
Yves Bontje BREDA                       
Steven Willemsen ROOSENDAAL                  
Ronald Vissers GOIRLE                      
Sven Lameijer ULVENHOUT                   
Vicky Keustermans BAARLE-NASSAU               
Bas van Opstal ZEVENBERGEN                 
Quinten van 't Hof ZEVENBERGEN                 
Diederik de Koning TETERINGEN                  
Carlein Wassing POPPEL, BELGIË             
Fenne Aarts GILZE                       
Sebastiaan Bruinsma OUDENBOSCH                  
Marvin Matabadal TILBURG                     
Sophie de Jong RAAMSDONKSVEER            
Martijn Middelhoff OOSTERHOUT                  
Dennis van Donselaar BREDA
Mike van der Stel TERHEIJDEN                  
Marieke van Dorst OOSTERHOUT                  
Wiebe Brouwer BREDA                       
Valerie Swagemakers OOSTERHOUT                  
Keesjan Knipscheer HOOGE ZWALUWE              
Annemijn Rutgers BREDA                       
Maarten Ambrosius OISTERWIJK                  
Remie Khusial ETTEN-LEUR                  
Sophie Janssen BREDA                       
Berry de Graaf HOEVEN                      
Bas Elissen BREDA                       
Joost Rodenburg ULVENHOUT                   
Rick Weggen HOEVEN                      

Annelotte van Helvoort BREDA                       
Mélanie Schuil ULVENHOUT                   
Bregje Mols STANDDAARBUITEN             
Lotte Clerkx TILBURG                     
Erika van Turenhout DORDRECHT                   
Wout Moerland BREDA                       
Thijs van Tilborg TILBURG                     
Martijn Monshouwer BREDA                       
Vincent Maliepaard CHAAM                       
Debby Gijsbrechts DONGEN                      
Jacqueline Vlasveld DONGEN                      
Sanne Crapts `S-GRAVENWEZEL, BELGIË
Sharon Hartsinck Hollaar BREDA                       
Joyce van den Noort DONGEN                      
Emiel Adriaenssen BREDA                       
Wouter Boekema BREDA                       
Jason Strong GOIRLE                      
Ati van der Horst ETTEN-LEUR                  
Alfred van Asten TILBURG                     
Susanne van der Wee DONGEN                      
Priscilla Willems WEELDE, BELGIË                
Steven van Turenhout BREDA                       
Benjamin Donkersloot OOSTERHOUT                  
Jeff Wijers DORDRECHT                   
Kevin Wijers DORDRECHT                   
Judit de Leeuw ETTEN-LEUR                  
Suzanne Koetsheid OUDENBOSCH                  
Stijn Peeters GOIRLE                      
Machteld Woudenberg WILLEMSTAD                  
Kick Rademakers ROOSENDAAL                  
Juliëtte Schrakamp BREDA                       
Daan Andries DONGEN                      
Claire Figlarek BREDA                       
Margit de Bruijn BREDA                       
Steven Westerbos TILBURG                     
Wouter de Ruyter NOORDWIJKERHOUT             
Jeroen Jonker DEN HAAG                    
Anne Marit van Santbrink DEN HAAG                    
Guido Schotman DEN HAAG                    
Jason Sprock DEN HAAG                    
Lisette van Gils DEN HAAG                    
Anneke van der Stap RIJSWIJK                    
Marloes van Gils DEN HAAG                    
Freerk ten Hoor LEIDSCHENDAM                
Bart van Doorn DEN HAAG                    
Tibeer Benders DEN HAAG                    
Vincent Reedijk DEN HAAG                    
Adriaan de Ruijter NOORDWIJK                   
Nishal Oemrawsingh DEN HAAG                    
Jacques Stassen DELFT                       
Marc van Dijk VOORBURG                    
Pieter Bazen VOORHOUT                    
Steven Burke LEIDSCHENDAM                
Sirp de Wit WASSENAAR                   
Robert Hendrison ZOETERMEER                  
Ion Bontenbal ZOETERMEER                  
Jan Willem van Huls van Taxis WASSENAAR                
Maaike Luteijn WASSENAAR                   
Abdallah Imankhan RIJSWIJK                    
Viktor Karic VOORHOUT                    
Robert de Vries DEN HAAG                    
Matthieu van den Assem DEN HAAG                    
Jeroen Duijkers DEN HAAG                    
Onno Lignac VOORBURG                    
Myra Rodrigues RIJSWIJK                    
Heleen Heeris GOUDA                       
Janneke Moeleker DEN HAAG                    
Peter Bost DEN HAAG                    
Katalin Tatar WASSENAAR                   
Emy Lind DEN HAAG                    
Junior Hansen SASSENHEIM                  
Michiel De Rooy DEN HAAG                    
Max van der Klaauw WASSENAAR                   
Roderick Veltman DEN HAAG                    
Harko Jan Huizenga NAALDWIJK                   
Florence Lie WATERINGEN                  
Alex de Boer SCHEVENINGEN                
Sanne Kuijpers OEGSTGEEST                  
Christiaan Grooss DEN HAAG                    
Lidwine v.Voorst tot Voorst DEN HAAG                    
Heloise Roger DEN HAAG                    
Tomas Wiegerink DEN HAAG                    
Phebe Winter RIJSWIJK                    
Joyce Millecam PIJNACKER                   
Francis Camstra DEN HAAG                    
Fleur Kuipers WASSENAAR                   
Nelson Lie NAALDWIJK                   
Titiaan Benders DEN HAAG                    
Nicci de Haas DEN HAAG                    
Jason Sprock DEN HAAG                    
Herman Buijs DEN HOORN                   
Pascal Verloop DEN HAAG                    
Babette van der Reijden OEGSTGEEST                  
Irene Mooijman NOOTDORP                    
Alexandra Duarte Amorim DEN HAAG                    
Lisette van Wijk ZOETERMEER                  
Fabienne van Nifterick RIJSWIJK                    
Nick van der Noordaa DEN HAAG                    
Joost Kemper DEN HAAG                    
Hester Lentz RIJSWIJK                    
Gerardine Cohnen WASSENAAR                   
Zef Jessurun ZOETERMEER                  
Julian Ashley ZOETERMEER                  
Niels Dekker LEIDSCHENDAM                
Jacob Fischer DEN HAAG                    
Rutger Stolk DEN HAAG                    
Max Blom WASSENAAR                   
Jasper Leydes WASSENAAR                   
Bas van Wouwe OEGSTGEEST                  
Lieke Geukers NUENEN                      
Wouter van Gerwen WAALRE                      
Maarten Kansen WEERT                       
Celine de Kort NUENEN                      
Bas Donders VELDHOVEN                   
Bas Loontjens EINDHOVEN                   
Jeroen Rooijakkers VALKENSWAARD                
Nicole Kant EINDHOVEN                   
Tom Jonkers LIESHOUT                    
Sanna Mensonides EINDHOVEN                   
Maarten Lammers LEENDE                      
Krista Schaffer EINDHOVEN                   
Ingeborg Boelens VENLO                       
Sef Smeets VENLO                       
Steven Geraads SOMEREN                     
Linda van den Munckhof HORST                       
Laurens van Thiel VELDHOVEN                   
Merlijn Rotte EINDHOVEN                   
Hendrik Velmans BAARLO                      
Frederique van Rey VENLO                       
Emilie Wehmeyer EINDHOVEN                   
Bernice Kamphuis EINDHOVEN                   
Daantje Sanders EINDHOVEN                   
Stephanie Kroon ARCEN                       
Rene Kokken REUSEL                      
Joost Rademakers HEEZE                       
Frank Jansen OSPEL                       
Krista van Zijl EINDHOVEN                   
Marjoleine Meppelink WESTERHOVEN                 
Bob Willekens UDEN                        
Erik Everaerts VENLO                       
Dave Kumpe GELDROP                     
Maarten van Rood GELDROP                     
Mark Martens REEK                        
Olaf van Gastel EINDHOVEN                   
Robert Jilsink ASTEN                       
Mathijs van Geel HELMOND                     
Tim Jansen GELDROP                     
Michiel van Grinsven OISTERWIJK                  
Matthijs Hubers EINDHOVEN                   
Georgina van Eck HELVOIRT                    
Arnoud de Bekker GRUBBENVORST                
Kimberly Hommes EINDHOVEN                   
Michael Zomerdijk DEURNE                      
Nathalie Luiting EERSEL                      
Bram Janssen MAASBREE                    
Michiel Bierens TILBURG                     
Sander Daams VELDEN                      
Bart van den Heuvel VALKENSWAARD                
Norbert Poels BLITTERSWIJCK               
Hanneke Donkers EINDHOVEN                   
Martin van Schaik VELDHOVEN                   
Sil Niesen BELFELD                    
Paul Coenen BEEK EN DONK                 
Zahur Fraai EINDHOVEN                   
Suzanne Keulen VALKENSWAARD                
Joost Landman WELL                        
Annemarie van Veggel OISTERWIJK                  
Chris Wevers LOMMEL, BELGIË              
Marcella Heukels EMPEL                       
Mariëtte de Jongh VUGHT                       
Nikki Verhagen EINDHOVEN                   
Ben van Bentum HILVERSUM                   
Odette Boegschoten HILVERSUM                   
Annerieke Spanjersberg SCHERPENZEEL                
Julie-Ann Taylor EEMNES                      
Luc de Jong Schouwenburg HILVERSUM                   
Thijmen Geluk HILVERSUM                   
Karin Möllenkamp LAREN                       
Lotte van Grimbergen AMERSFOORT                  
Anne-Sophie Schipper SOEST                       
Hedwig Kooijmans HILVERSUM                   
Ruben Arnold WOUDENBERG                  
Ruben Bosboom SOEST                       
Liliane Vermeulen GROENEKAN                   
Joany Pouw ALMERE                      
Lisette Rooswinkel LAREN                       
Annabel Koops BUNSCHOTEN
Pien Tjeenk Willink BLARICUM                    
Andreas Pasvantis BLARICUM                    
Ben Koeleman VINKEVEEN                   
Vincent Staudenmaijer HILVERSUM                   
Frank Herweijer HILVERSUM                   
Marcella Pesie BAARN                       
Sebas van Heusden BUSSUM                      
Eva Piers HILVERSUM                   
Hayo Heckman HILVERSUM                   
Diederik Dingemans HILVERSUM                   
Arnoud Dingemans HILVERSUM                   
Arnout Bierman HOOGLAND                    
Renée Duijnstee BAARN                       
Mark van der Spoel HILVERSUM                   
Bart-Jan van Seggelen HILVERSUM                   
Robin Vermeulen HUIZEN                      
Wouter van Ballegooijen NAARDEN                     
Folkert Rikkert de Koe HILVERSUM                   
Aad van Vlokhoven HILVERSUM                   
Tom Stroeve BLARICUM                    
Govert Verbeke HILVERSUM                   
Anna-Maria van Dillen AMERSFOORT                  
Daan Varon SOEST                       
Linette de Jong BAARN                       
Katinka van de Griendt LAREN                       
Roderick Vernooij SOEST                       
Lisanne Vos HUIZEN                      
Tijn Gunning BAARN                       
Angie van Cuijlenborg SOESTERBERG                 
Marloes Nijboer BUSSUM                      

Jord de Wijn HILVERSUM                   
Tim Tromp de Haas HILVERSUM                   
Shehan Sardar HALSTEREN                   
Joost van Doorn HALSTEREN                   
Mikel Kerstens WOUW                        
Denise van Eekeren BERGEN OP ZOOM              
Ruben Jesmiatka ZOUTELANDE                  
Christiaan van Oordt HOOGERHEIDE                 
Winfred Valois VLISSINGEN                  
Merel Raad HALSTEREN                   
Paul Bröker BERGEN OP ZOOM              
Huub Schijns OSSENDRECHT                 
Ivo van Eck VLISSINGEN                  
Simone de Haan BERGEN OP ZOOM              
Gilian Geschiere MIDDELBURG                  
Ralf van de Ven HOOGERHEIDE                 
Daniele Coccioli BERGEN OP ZOOM              
Heleen Reijnierse OOST-SOUBURG                
Yvo Tiebout GOES                        
Paulina Molhoek GOES                        
Randy Lauret PHILIPPINE                  
Gijs Manschot MIDDELBURG                  
Sonny Vriends STAMPERSGAT                 
Martijn Verdel ESSEN, BELGIË                
Marnix de Smit KAPELLEBRUG                 
Rens Kouters OUD-GASTEL                  
Wouter Hitz VLISSINGEN                  
Margôt van Gils BERGEN OP ZOOM              
Adriaan van Spaendonck BERGEN OP ZOOM            
Toon de Clercq ROOSENDAAL                  
Leander Herwig VLISSINGEN                  
Dingeman Heijboer OOSTERLAND                  
Kim Heijboer OOSTERLAND                  
Amber Pladdet KOEWACHT                    
Danielle van de Zande BURGH-HAAMSTEDE             
Pieter Rietman VLISSINGEN                  
Sanne Segaar KATTENDIJKE                 
Christiaan de Braal YERSEKE                     
Bert Dekkers KOUDEKERKE                  
Jelle Heijers KORTGENE                    
Cees van Eysinga ST NICOLAASGA               
Jan de Vries DRACHTEN                    
Peter Oeloff DRACHTEN                    
Edwin Brinkman ANNEN                       
Jan de Visscher HARDEGARIJP                 
Joost Rupert HEERENVEEN                  
Jopie Palmen BALLOO                      
Thijn Muller GRONINGEN                   
Anne-Marij Näring ASSEN                       
Eddo Weijer VEENDAM                     
Benjamin van der Ree ASSEN                       
Deirdre ten Berge DIEVER                      
Bram Jonker OUDE PEKELA                 
Markus Beetstra GRONINGEN                   
Heleen Kasperaitis GRONINGEN                   
Alexander van der Meulen DRACHTEN                    
Justus Quick STADSKANAAL
Benji Stöver PATERSWOLDE
Robert Eleveld TUK                         
Christine Hoekstra ZEVENHUIZEN                 
Emiel van der Tuuk BEETSTERZWAAG               
Wopke van der Kooi HARDEGARIJP                 
Suzanna van Wijngaarden EEXSTERVEENSCHEKANAAL
Anke Jaspers GRONINGEN                   
Kees Boon ASSEN                       
Machiel Constandse STIENS                      
Janneke Wittebol HEERENVEEN                  
Eline Bos OLDEBERKOOP
Willemijn Vroom ZUIDLAREN                   
Chris Stutterheim DRACHTEN                    
Nicolette Smits EMMEN                       
Neeltje van Tuinen GRONINGEN                   
Suzanne van Wingerden BOELENSLAAN                 
Ger Kalfsbeek GRONINGEN                   
Melly Oprea ASSEN                       
Marleen Ormel HAREN                       
Nienke Diephuis LEEUWARDEN                  
Jasper Laaning SAPPEMEER                   
Andele de Zwart GRONINGEN                   
Elzemarijke Deen VLIELAND                    
Nicolette van Polen ROTSTERGAAST                
Rémon ter Harmsel ASSEN                       
Marten van der Zee GOUTUM                      
Maarten van Halteren ROLDE                       
Jan Hoekstra OOSTERWOLDE                 
Margo Kouwenhoven ORANJEWOUD                  
Mireille van Polen ROTSTERGAAST                
Floortje Maclaine Pont JONKERSLAND
Aline Oosterveld ANSEN                       
Anne Oosterveld ANSEN                       
Natascha Babel GRONINGEN                   
Berl Both LEEUWARDEN                  
Erik van Eijk GRONINGEN                   
Maite Middelkoop HEEMSTEDE                   
Annemarie Köhne HAARLEM                     
Bob Tieleman AERDENHOUT                  
Dave Snijder HOOFDDORP                   
Kiek Vogelzang BLOEMENDAAL                 
Lisanne Hölscher HEEMSTEDE                   
Kim Jenna Jurriaans ANDIJK                      
Lavinia Bakker HEEMSTEDE                   
Roderik van Trigt AERDENHOUT                  
Folkert Zegers BLOEMENDAAL                 
Babette Jansen AERDENHOUT                  
Diederik Kok OVERVEEN                    
Bas Moenis AALSMEER                    
Nicky Gouw HEEMSKERK                   
Danny Duinhoven LISSE                       
Emma Koger AMSTERDAM                   
Cay Kruk VOORHOUT                    
Klaske Kruk VOORHOUT                    
Laura van Nispen tot Pannerden HEEMSKERK             
Philippe Polanus HOOFDDORP                   
Jan Willem Koster LISSE                       
Jolien van der Kleij HOOFDDORP                   
Mesa ter Braak HAARLEM                     
Frits Zwager HEEMSTEDE                   
Fleur Embrechts BLOEMENDAAL                 
Michelle Pars HEEMSTEDE                   
Bo Annika Hessels HOOFDDORP                   
Simon van Vliet AERDENHOUT                  
Dennis Ijzerman AERDENHOUT                  
Vivienne op de Kelder HEEMSTEDE                   
Lilian Meeusen ZWANENBURG
Sebastiaan de Stoppelaar BLOEMENDAAL                 
Leonie Rombout ROSMALEN                    
Evelyn Buenen UDEN                        
Thijs van Beek 'S-HERTOGENBOSCH            
Henrick van Niekerk HEEREWAARDEN                
Harrie van den Berg UDENHOUT                    
Diederik Gerbranda OISTERWIJK                  
Adriaan de Raad 'S-HERTOGENBOSCH            
Olivier Laarhuis ROSMALEN                    
Tim Berkenbosch ROSMALEN                    
Femke Zeeman 'S-HERTOGENBOSCH            
Rogier Laarhuis ROSMALEN                    
Barbara van Rijn VEGHEL                      
Enny Bosmans VUGHT
Eva Windgassen UDEN                        
Sanne Slegers OSS                         
Paul Asselbergs ROSMALEN                    
Joost Heessels `S-HERTOGENBOSCH
Boudewijn Conijn `S-HERTOGENBOSCH
Tine Langezaal VUGHT                       
Joyce Verhelst BERKEL-ENSCHOT              
Jolanda van der Krabben OSS                         
Jérôme Vos OSS                         
Reinier van Elst ROSMALEN                    
Janne van der Laan ROSMALEN                    
Gijs Willems BOXTEL                      
Coen van der Laan ROSMALEN                    
Laura Wagemakers VUGHT                       
Jeroen Dubach DREUMEL                   
Eddy Moeskops LIMBRICHT                   
Armand Maas CADIER EN KEER              
Pascal Atabaigi-Fard MAASTRICHT                  
Kirsten Kox GELEEN                      
Maarten Moonen SUSTEREN                    
Maarten Gerlag EYGELSHOVEN                
Pim Graus URMOND                      
Charissa Diederen LANDGRAAF                   
Bart Smallenburg STEIN                       
Sabine van Ditzhuijzen BUNDE                       
Joakim Looij BOORSEM, BELGIË              
Sascha de Grave SITTARD                     
Derek Vreeburg CADIER EN KEER              
Rianne Vandebergh NIJSWILLER                  
Melanie Timmermans SUSTEREN                    
Christophe Beaumont MAASTRICHT                  
Jasper Mooren SITTARD                     
Luc Carati HEERLEN                     
Toine Nieuwenhuis MAASBRACHT                  
Thijs Jacobs HEERLEN                     
Marjolijn van Noord HEERLEN                     
Marcia Smeets SITTARD                     
Ugùr Hasançebi CADIER EN KEER              
Joep Oberendorff LANDGRAAF                   
Ralph Schra ROGGEL                      
Danny Simons RANSDAAL                    
Ruud Kretzers SITTARD                     
Bas Streukens SITTARD                     
Vanja Dubislav LANAKEN, BELGIË             
Ruben Lie LANDGRAAF                   
Baldewijn Grul MAASTRICHT                  
Hendrik-Jan van Wylick RIEMST, BELGIË              
Bart Buskens SPAUBEEK                    
Hanneke Post SITTARD                     
Geert Claassen SITTARD                     
Milan Gijzen HEERLEN                     
Sabrina Albert BRUNSSUM                    
Jason Street BRUNSSUM                    
Denise Evertz VALKENBURG A/D GEUL                 
Gert Vesters HORN                        
Susan Verkou LIMBRICHT                   
Marco Lemmens KERKRADE                    
Chaïm Moszkowicz MAASTRICHT                  
Wouter Trines MAASTRICHT                  
Martin Street BRUNSSUM                    
Inge Brüll LANDGRAAF                   
Simone Castro SCHIN OP GEUL               
Laura Smolenaers WEERT                       
Suze Som GULPEN                      
Daniel Robroeks MEERSSEN                    
Michiel Hamers SITTARD                     
Ernst Dorrestijn GREVENBICHT                 
Margreet Verburg SITTARD                     
Mischa Huizenga VALKENBURG A/D GEUL         
Piet-Hein Touw ROTTERDAM                   
Matthijs Smit ALBLASSERDAM                                   
Kasper Ipenburg SCHIEDAM                    
Els Hehenkamp ROTTERDAM                  
Eva van Well RIDDERKERK                  
Chantal Verwest OUWERKERK                   
Marnix Westerhuis GOUDA                       
Matthijs Ahsman ROTTERDAM                   
Ron Hiemstra ZEVENHUIZEN                 
Carien Mees ROTTERDAM                   

Nico Thenu ROTTERDAM                   
Fred Baird POORTUGAAL                  
Margot Schipper ROTTERDAM                   
Kim van der Klugt BERGSCHENHOEK               
Robert Logger OUD-BEIJERLAND              
Arne van Groenland VIERLINGSBEEK               
Pieter Bijnen BARENDRECHT                 
Stefan Boon DELFT                       
Thomas Maclean ROTTERDAM                   
Paul Heysman DORDRECHT                   
Erno van Beek HELLEVOETSLUIS              
Leon Koek RHOON                       
Michael Lim RIDDERKERK                  
Olaf Sonneveld SCHIEDAM                    
Elio Barone DORDRECHT                   
Vincent Stuip NIEUWERKERK A/D IJSSEL
Caroline Grandia ROTTERDAM                   
Marc Andriessen ROTTERDAM                   
Marijn Mees ROTTERDAM                   
Wouter Egge ROTTERDAM                   
Jeroen Egge ROTTERDAM                   
Huub van der Heijden OOSTVOORNE                  
Evert-Jan van Dijk ROTTERDAM                   
Wouter Hovius ROTTERDAM                   
Juliette van Eijk ROTTERDAM                   
Evert-Jan van Eijk ROTTERDAM                   
Karin Burgerhout WADDINXVEEN                 
Susanne Bruins ROTTERDAM                   
Nick Etman MIJNSHEERENLAND             
Pieter Jacobs ROTTERDAM                   
Lorenzo Rimkus ROTTERDAM                   
Alexander van der Sijde HELLEVOETSLUIS              
Jelena de Jong BERGSCHENHOEK               
Nicole Kijkuit SCHIEDAM                    
Francine Knüppe DORDRECHT                   
Beer Buijsman ROTTERDAM                   
Amely Kho ROTTERDAM                   
Anna van den Meiracker MIJNSHEERENLAND            
Marc van der Aa ROTTERDAM                   
Jan-Jaap van Brandwijk BERGAMBACHT                 
Neal Ribbe NUMANSDORP                  
Linde Sneep ROTTERDAM                   
Jan-Willem Blom BARENDRECHT                 
Nickel Nijman ROTTERDAM                   
Kim Mulder ROTTERDAM                   
Sanne de Haer ROTTERDAM                   
Christel van Zijl CAPELLE A/D IJSSEL           
Steye de Vries BERKEL EN RODENRIJS         
Marielle van de Bree HARDINXVELD-GIESSENDAM
Marijn 't Hart MAASLAND                    
Freek Bernaert ROTTERDAM                   
Neal Storey BLEISWIJK                   
Agnes Verbij ROTTERDAM                   
Tessa Sprangemeyer ROTTERDAM                   
Mark van Zijp ROTTERDAM                   
Laurens Boodt ALBLASSERDAM                
Mathijs Roelfzema CAPELLE A/D IJSSEL           
Joost van Hussen KRIMPEN A/D LEK             
Kees van de Heuvel BARENDRECHT                 
Lars Dijkema ZWIJNDRECHT                 
Kevin Hollander BERKEL EN RODENRIJS         
Jaime Rhemrev ZWIJNDRECHT                 
Alexandra van der Pol ROTTERDAM                   
Ruby Heinrici KRIMPEN A/D LEK             
Wouter Huygen CAPELLE A/D IJSSEL           
Mark de Groot ROTTERDAM                   
Marije Bregman BERGSCHENHOEK               
Marc Schippers GOEDEREEDE
Hayo Roozekrans ROTTERDAM                   
Remko Kleinjan BARENDRECHT                 
Pieter Willem Krijnen OUD-BEIJERLAND              
Wouter van der Vlis NIEUWERKERK A/D IJSSEL       
Alessandro Trivoli HENDRIK IDO AMBACHT         
Chantal van der Putten NIEUWERKERK A/D IJSSEL    
Diana van der Kieft DORDRECHT                   
Michelle Haage SCHIEDAM                    
Louise Nuyen BERGSCHENHOEK               
Anne Hollaar OUD-BEIJERLAND
Shakti Baldew ROTTERDAM                   
Golda Weski KRIMPEN A/D LEK             
Syert Nienhuis BLEISWIJK                   
Thomas Spronk ROTTERDAM                   
Touloue Karimaee MIDDELHARNIS                
Antoinette van Nieuwenhuyzen MELISSANT               
Natalie Hazenbroek ROTTERDAM                   
Petra van Oost ROTTERDAM                   
Ramon Dijkstra NIEUWERKERK A/D IJSSEL      
Margriet Ophoff RHOON                       
Paul Waardenburg ROTTERDAM                   
Pieter van Roosendaal DORDRECHT                   
Lizzy Terveer DIRKSLAND                   
Sander Hofstee MAASSLUIS                   
Tonie Vinke RHOON                       
Fleur Beerthuis GOUDA                       
Matthieu Vroon BRIELLE                     
Elske van der Snee DELFT                       
Michael Bruystens NAALDWIJK                   
Fleur Wiegman SCHIEDAM                    
Diego Millenaar ZUID-BEIJERLAND             
Rosana Vink ROTTERDAM                   
Rainier van der Kamp MAASLAND                    
Sjurna Gonzalez SCHIEDAM                    
Marijke van Elk ROTTERDAM                   
Wouter Pie DORDRECHT                   
Cynthia de Bot DEN HAAG                    
Pieter Post BLEISWIJK                   
Seline Muys van der Moer ROTTERDAM                   
Indra Schenkel ZWIJNDRECHT                 
Brijan Li ROTTERDAM                   
Barbara Stoelinga ROTTERDAM                   
Esther Alberding ROTTERDAM                   
Janneke van den Berg SCHIEDAM                    
Caroline Engels ROTTERDAM                   
Willemijn Schippers MIJNSHEERENLAND             
Willem den Hartog Jager DE BILT                     
Lysanne van Leusden ZEIST                       
Maaike Plet AMERONGEN                   
Marieke Schreuders TIEL                        
Renske Schuttelaar REEUWIJK                    
Leonie Trost HOUTEN                      
Attila de Waal UTRECHT                     
Thomas Brandwijk UTRECHT                     
Annemieke den Bol UTRECHT                     
Doekes Fockema Andreae ZEIST                       
Nathan Picauly BREUKELEN                   
Ruben Reiling HOEVENLAKEN                 
Bibiche Westerhuis TERVUREN, BELGIË
Iris Vermeer NIEUWEGEIN                  
Chris Hoonhout MAARN                       
Femmy Oldenbeuving GORKUM                      
Linda van den Berg LEUSDEN                     
Jurjen Schipper LINSCHOTEN                 
Olivier Schel BUSSUM                      
Elmer Sigterman BENSCHOP                    
Laurens Kingma LOOSDRECHT                  
Wouter van Medevoort MAARSSEN                    
Viola Staal DRIEBERGEN                  
Martijn Malenstein GARDEREN                    
Thijs Blom RIJSWIJK (GLD)              
Sophie Stegeman BENNEKOM                    
Martine Lunsingh Scheurleer BILTHOVEN                   
Karen van den Broek NIEUWERBRUG                 
Eva van Westing BOSCH EN DUIN               
Yaël Schwarz NIEUWEGEIN                  
Frank Meyer BAARN
Nienke Heeren HUIS TER HEIDE
Roos de Groot LINSCHOTEN                  
Josien de Jong DE BILT                     
Robert Jon Eckhardt ROTTERDAM                   
Marc Oosterveen BREUKELEN                   
Corné van der Tang WOERDEN
Martijn Geux ODIJK
Twan Verboom WADDINXVEEN                 
Pieter Rom Colthoff ZEIST                       
Frits Klaarenbeek OOSTERWIJK                  
Otto van Steennis NAARDEN                     
Duuk van Epen HUIZEN                      
Suzette van Dam BOSCH EN DUIN               
Jonas Wiggers DRIEBERGEN                  
Larisse Spoek MAARSSEN                    
Benjamin Besselsen ERMELO                      
Waldo van Leeuwen CULEMBORG                   
Tim Knaapen HOUTEN                      
Sander den Houdijker MONTFOORT                   
Anne Varkevisser LEUSDEN                     
Alexandra den Boef VEENENDAAL                  
Leonie Zijerveld WOERDEN                     
Tamara de Jong LEERDAM                     
Niels Mulder REEUWIJK                    
Marissa Wolbers VEENENDAAL                  
Adrian Harmsen BAARN                       
Yvonne Zwijnenburg WOERDEN                     
Josien Roodnat TIENHOVEN                   
Sijtske Wierda VINKEVEEN                   
Thomas Maas HARMELEN                    
Hanneke Holthuis AMERSFOORT                  
Lennart Anton Smetsers WIJK BIJ DUURSTEDE          
Marc Ubachs MAARSSEN                    
Jouke Hofman LEERSUM                     
Guido Ongena KAMERIK                     
Arthur Muller LEUSDEN                     
Eline Grosse Hamberg LEERDAM                     
Sarah van Urk CULEMBORG                   
Guido van Vaalen HARMELEN                    
Jan van Haersma de With NIJKERK                     
Edwin van Bloemendaal VOORTHUIZEN                 
Lennaert Nowee MAARTENSDIJK                
Maurice Wijnands ZEIST                       
Christiaan van Berkel HARMELEN                    
Rik Adriaans AMERSFOORT                  
Willeke van der Bijl ALPHEN A/D RIJN             
Tim Daniels NAARDEN                     
Lieke Esveldt DOORN                       
Damien ter Keurs BUSSUM                      
Bas van Veen BUNNIK                      
Willem Hoek WAGENINGEN [HOOG]          
Darwin Poppes BILTHOVEN                   
Niels van Echtelt WIJK BIJ DUURSTEDE          
Frederik Bronwasser AMSTERDAM
Marc Klopstra HOUTEN                      
Taco Splinter UTRECHT                     
Alain Roedoe VLEUTEN
Philip Gentis DRIEBERGEN                  
Tamara Nicolai GORINCHEM                   
Renske ten Kate BERGAMBACHT                 
Ariane van Niel VEENENDAAL                  
Jeroen van de Ven HOUTEN                      
Homam Karimi UTRECHT                     
Walther Seton NIEUWEGEIN                  
Rosco Steffen MIJDRECHT
Nancy Prikken MEPPEL                      
Hendrik-Jan Sluiter DIEPENVEEN                  
Ingefleur Spreij HELLEVOETSLUIS              
Remy Oordt VAASSEN                     
Frodo van Houten PESSE                       
Pascal Reichenbach ZWOLLE                      
Bram Cornelissen ASSEN                       
Martijn van der Vliet DIEPENVEEN                  
Jan Evert van Apeldoorn HEERDE                      
Remco Messchendorp EMMELOORD                   
Marcella Miellet ZEEWOLDE                    
Dirk van Beest GENEMUIDEN                  
Brechtje Nellensteijn HEETEN
Maayke de Vries TWELLO                      
Joost Bollen HAAKSBERGEN                 
Bastiaan Huits HATTEMERBROEK               
Willem van Keulen EPSE                        
Stefan Mulder NUNSPEET                    
Sinne de Rooij EMST                        
Jos ten Have HAVELTE
Janet Scholten KAMPEN                      
Pieter Zeeman HATTEM                      
Eduard Oordt VAASSEN                     
Margriet Ekhart NIJELAMER                   
Bart Reuling DEVENTER                    
Matthijs ter Stege HOOGEVEEN                   
Jeroen de Hond ZWOLLE                      
Stefan Ebbers CREIL                       
Sander Sinninghe Damsté ALMELO                      
Jonathan Pouw SCHALKHAAR                  
Arne Weers KAMPEN                      
Jaapjan Brakel ZWOLLE                      
Rudmer Hoekstra KATLIJK                     
Volmer Moezelaar HEINO                       
Adir Ayubi ZWOLLE                      
Pauline Töpfer VAASSEN                     
Harmen Wubs NIEUW-AMSTERDAM             
Lisette Dekker NUNSPEET                    
Marieke Kleffel STEENWIJKERWOLD             
Sjoerd Hemminga TERBAND                     
Jan Joost Kruidhof DEDEMSVAART                 
Kim Feukkink OLDENZAAL                   
Esther Glerum VAASSEN                     
Gijs Akkerman HATTEM                      
Curtis Lubbers DEVENTER                    
Reinout Sterk NUNSPEET                    
Constance Olde Meule OOTMARSUM                   
Cris Hoogeslag NIJVERDAL                   
Nieck Rengerink SWIFTERBANT                 
Joost Slob NUNSPEET                    
Christien Bremer ZWOLLE                      
Reineke Bongers MIDDELBURG                  
Christian Kerssens SCHOTEN, BELGIË            
Roy Verduyn BRASSCHAAT, BELGIË        
Robert Martens BRASSCHAAT, BELGIË         
Laurens van der Laan BRASSCHAAT, BELGIË         
Pieter Verachtert SCHILDE, BELGIË             
Vadim van den Donk BRASSCHAAT, BELGIË         
Caroline van den Donk BRASSCHAAT, BELGIË         
Martin Heinrichs ANTWERPEN, BELGIË          
Diederik Oosters OOSTERHOUT                  
Floris Wildschut HALLE-ZOERSEL, BELGIË       
Victor de Hullu VLISSINGEN                  
Caspar van Overklift BRASSCHAAT, BELGIË        
Christine Henny SCHOTEN, BELGIË          �
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Looking back, the task of the master class may have been
rather ambitious. But now, a few months after submit-

ting the final report, Zadelaar counts it as a success. The
excursion as a cultural researcher had a real influence on his
insights and approach as the leader of a team of around 50
personnel. ‘You look at your own organisation and function-
ing through a new set of glasses,’ says Zadelaar. ‘So, you have
a better idea of what makes your colleagues act the way they
do. I notice that I empathise more easily and that I’m more
aware of the need to be clear about what is expected of us.
This project has made me consider things that I was never or
hardly aware of in the past.’
Ron Zadelaar was among the fourteen participants in USG’s
annual management development programme. As Facility

Manager with United Services Netherlands he was selected for
the master class. This is a special programme designed for so-
called high potentials. The master class focuses on develop-
ment of knowledge and expertise across a range of areas,
including financial management, leadership style, marketing,
communication and translating strategic principles into day-
to-day policy. 

S p e c i a l  a s s i g n m e n t

The clincher every year is a special assignment set by the
Group Executive Committee. The “Class of 2002” faced a
daunting question: portray USG’s desired corporate culture
and the way several operating companies relate to this. Ron
Zadelaar: ‘This was tricky. How to map-out an existing corpo-
rate culture, what exactly is expected from the culture and
what changes are desirable?’
However, the master class members soon reached a consen-
sus on their approach. The first step was a series of qualita-
tive interviews with members of the Group Executive
Committee and directors of operating companies. The results
were then combined with those of the representative polls of
management and personnel at the various operating compa-
nies and the back-office.
Literature searches showed that the thinking model used by
the participants to classify data was commonly used around
processes of cultural change. In broad lines an organisation’s
culture is described via in- and external orientation. In the
internal field behaviour is largely influenced by process- or
welfare oriented thinking and actions. In the external the-

atre the force fields comprise service-orientation and com-
petitive power. 

P r o f i t  

All respondents agreed that there was still plenty of scope for
a number of operations to score better around external serv-
ice. ‘Obviously, it differs per operating company, but most of
the respondents said that too much energy and attention
was focused on internal processes and internal competition.
Certainly that fulfils a goal by keeping our working methods
efficient and cost-conscious. But very clearly it can also erode
our client-orientation and our picture of the balance in the
marketplace. We should involve clients more in developing
processes and working methods. We should listen better to

precisely what clients expect from our service offering. So, one
suggestion has been to organise more client familiarisation
days and to give the client-satisfaction polls a more structur-
al character.
Ron Zadelaar: ‘We found out that the desired cultural change
can only be set going if everyone in the organisation is aware
of the mission and the strategy to be followed. The fact that
there are still misunderstandings here and there shows that
this is an area where we have to communicate better or
more often.’ 

Wo r k  f l o o r

Looking at his own operating company Zadelaar came to yet
another conclusion. ‘I work for the enabling operation within
our organisation. So, the other operating companies and the
holding company are our customers. Not everyone sees this
so literally. Obviously, I’ve also experienced this in my daily
work. But by distancing yourself this way you start to see your
task more clearly, all of a sudden. We must further boost our
client-mindedness and we have to encourage this feeling
among the personnel.’ 
In the meantime a far-reaching culture-study is underway at
the back-office of United Services Netherlands. This very neat-
ly utilises the study-model from the master class. ‘The most
important benefit of being involved in a project like this is that
you can look at your own organisation at an abstract-strate-
gic level. It was also very useful to achieve something as a
team – that was outside your normal scope. All this made it
a very special experience for me.’

‘CLIENTS SHOULD 
BE MORE INVOLVED IN DEVELOPING PROCESSES 

AND WORKING METHODS’
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Dr. Jack Plooij koos voor factoring via 
Fa-med. En daarmee voor meer vrije
tijd. Die besteedt hij bijvoorbeeld aan
zijn andere passie: pitreporter bij RTL 5
Grandprix races. Op bijgaande foto 
bijvoorbeeld is hij in gesprek met Juan
Pablo Montoya.

Vertrouw uw particuliere debiteuren- 
en verzekeraarsadministratie toe aan
de specialist: Fa-med, de marktleider in
medical factoring. En bespaar uzelf de 
- alsmaar toenemende - administratieve

rompslomp. Zodat u meer tijd over-
houdt voor de leuke dingen in het
leven. 

Uw betalingen worden door Fa-med
gegarandeerd binnen de overeengeko-
men tijd op uw bankrekening gestort.
Desgewenst binnen twee weken. 
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mogelijkheden en betalingstermijnen.
Tegen verrassend aantrekkelijke tarieven.
Vraag vrijblijvend nadere informatie.

Jack Plooij, gepassioneerd implantoloog:

De marktleider in medical factoring

Foto: Juan Pablo Montoya & Jack Plooij door Frits van Eldik
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“Meer vrije tijd dankzij Fa-med!“

www.famed.nl

More time for yourself with Fa-med
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C O L U M N

Lifelong relat ionships
are history

The average Dutch person is becom-
ing more individualistic. In fact, the
me-culture has only just started.

The time when Hollanders tailored their
behaviour to the preferences of their
neighbours, family or village, is past. A life-
long relationship with an employer or
partner is becoming more rare. More often
people now choose on the basis of person-
al preferences and wishes.
Obviously, this impacts on society. Holland
now has some 2-million single-person
households. 17% of the population are sin-
gles, or 40% to 60% in the big cities like
Amsterdam, Rotterdam or Arnhem. In the
next several years those figures are set to
rise some more. In this sense Holland is
not so different from other European
countries and the USA. We too are individ-
ualising apace.
Corporates and institu-
tions will not be
immune – certainly not
on the employment
front. The average peri-
od with an employer is
shrinking. Expectations
are that in ten years or
so the average time
spent with one
employer will be just
four years. This will
strongly increase the
number of jobs per
person per career.
Corporates and institu-
tions must pro-actively
respond to the higher

turnover of employees by safeguarding
knowledge and simplifying familiarisation
procedures. It will also be more common
for people to take on other positions – vol-
untarily or not – that require re-training or
updating. The labour factor will be more
flexible and hence contribute to the flexi-
bility of the organisations.
This flexibility is necessary to respond to
market developments. Competitive clout
can only be maintained with rapid, alert
responses to new market situations.
Hence, more strongly than in the past the
business community will focus on their
added value. This means only carrying out
those activities that contribute to this
value creation and hence to competitive
muscle. The results are flexible structures,
outsourcing and a strong focus on core

activities. Hence, the labour factor can be
more flexible, while one can also position
more of the right people in the right place
for an agreed period. 
The logic of a permanent contract of
employment for a long period will disap-
pear under the pressure of individualisa-
tion. Employees will increasingly seek
change and be required to deliver added
value. Temporary employment agencies in
particular will be increasingly important in
taking care of the flexibility, with temp
staff, with interim-management, with
outsourcing, but also via selection and
training of personnel.
Increasingly the individual will be able to
make an own choice on the way his or her
life is put together. People will have more
relationships both in private and working

life. This will lever a greater
social and economic
dynamism. The challenge
for organisations will be in
the way they respond to
this dynamism, with flexi-
bility in the organisation
and decision-making.
Businesses like United
Services Group are an
essential partner in main-
taining a competitive level
of costs, to improve organ-
isational flexibility and to
boost competitive muscle.
And, last but not least, this
will contribute to the wel-
fare of the personnel.

Cor Molenaar, Supervisory Board 

Director USG and specialist 

in e-marketing



50

USG Annual report 2002

‘Our task is to actively maintain the
specific culture and hence the relat-

ed approach and modus operandi of the
parent company, and to share this with
new personnel.’ This is Rob van Baarsen
describing his role. ‘With the rapid interna-
tionalisation of USG it’s become a cross-
border task. We have to take knowledge
and expertise grown in the mature Dutch
market and transfer this to operating
companies in other cultures, in their own
market environments. And we have to do
it in a way that matches with the customs
and practices in the given employment
market. We can only successfully export
the formulas developed here if we can “get
under the skin” of the particular culture.’
United Services Group also regards the
training of new and existing personnel as a
core quality. Every year Van Baarsen and
his colleagues at the internal Learning &

Education Development unit, organise
some 700 training days. An estimated
3500 personnel are up-dated, motivated
or coached for the next career step. The
training menu covers basic courses, gener-
al information on recent developments
around the labour market, legislation and
regulation, use of management informa-
tion systems – to customised pro-
grammes focusing on and honing an indi-
vidual’s leadership potential. There is also a
newly developed 3-year management
development programme and a master
class for ‘high potentials’. 

H e a d  s t a r t

As already mentioned, training and coach-
ing colleagues from abroad takes up an
increasing amount of time. ‘The Dutch
temp and secondment agencies have a
head start in development terms. And

Holland has the deepest level of penetra-
tion for flexi-workers in Europe. You can
honestly call our industry mature. So, to
survive here a professional organisation is
mandatory, and you have to cover the
market as logically as possible. Our activity
planning and our management informa-
tion systems are good examples of this.
‘At USG we reckon we have a lead here.
It’s that lead in approach and professional-
ism that also enables success in other
countries where we have branches.
Obviously, a precondition here is that USG
can transfer the specific cultural character-
istics that have made us big in Holland –
plus that we can implement the vision and
approach behind our success formulas.’
Van Baarsen lists these cultural character-
istics as client-orientation, mutual respect
for people and opinions, commitment, a
sense of entrepreneurship and real willing-

‘We must share our expertise with operating
companies in other countries’

Exporting the
USG-culture

Deep in his heart Rob van Baarsen feels like a missionary. As USG’s Corporate

Manager Learning & Education Development he is constantly on the move

within the fast-expanding European network of operating companies to ‘help

release the expected synergetic benefits’.
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U S G
E X P E R T I S E

ness to change. ‘Training in general is a
proven way to add substance to these
concepts – and to share them. Culture is
embedded in leadership, processes and
structures and we focus on each of these
in all our programmes. With senior man-
agement we concentrate on setting an
example and coaching on the job. With
middle management and personnel we
show how to deal with practical issues:
how to configure time management, how
to set up a meaningful commercial activi-
ty plan. For the Dutch end of USG this is
almost taken for granted. But for col-
leagues abroad it is an enormous boost
towards working more effectively and effi-
ciently and realising targets. They also get
insights into the thinking behind our
approach.’

S p a i n

Each area covered by each branch office
needs its own customised approach. A
country like Spain – USG’s second home
market – has a so-called particularistic cul-
ture. The hierarchy is less flexible than we

are used to in Holland. There is more
respect for seniority and consultative input
by personnel is less direct. ‘You have to get
used to that. If you ask someone point-
blank what he thinks of the organisation
you won’t get a direct answer. In this sort
of situation the example set by supervisors
is very important. It’s our job to explain to
our Dutch friends – who have many con-
tacts with colleagues abroad – about the
cultural differences, and to help them get
by.’ 
USG’s trainers are never pushy. ‘You always
have to look for a balance between the
best conceivable approach and local ways
and customs. As far as we are concerned
it’s fine if Unique in Spain is a bit different
from the German branch offices, as long
at the power of the formula is main-
tained. You achieve that by closely involv-
ing local people in the planning, right from
the start. Together with local manage-
ment we make a strength-weakness
analysis of the existing market and organ-
isational culture. Then we discuss the out-
comes and set out our insights and experi-

ences. In the initial stage we spend a lot of
time explaining just who we are and what
we stand for. Only when the respective
similarities have been explored – and you
always have them – do we start talking
about detailing the programmes.’
In order to make these processes more
ongoing, we consider appointing on-the-
spot training coordinators. Initial planning
is also underway for international
exchange programmes between USG per-
sonnel. ‘There’s no better way for a cultur-
al exchange than for people to spend a
couple of weeks visiting and sharing expe-
riences in a branch office. This way you
release the massive optional for improve-
ment at many of our operating companies
outside Holland.’



Innovative approach by the Efteling theme park and Start 

Seasonal work
all year 
round

Corrie Joosten and Dick Wassink



In combination with Start,

Holland’s popular Efteling

theme park offers an

attractive solution for

seasonal workers. During

the winter months they can

be deployed with another

company with a different

peak season. ‘It took us a

couple of hours to spread

the news of the latest

developments and – bang!

Everyone was go-go-go! 
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‘This is the second year we’ve been involved and most of the
temps have gained experience working with us. It took us a
couple of hours to update them on the latest developments,
and then, bang! Everyone was go-go-go! Another good thing
is that the Efteling temps set a really good example. They’ve
been trained to be people-friendly – which is a core compe-
tency in our business – and their work places are always as
neat as a pin.’ 

S u p p l e m e n t a r y  c l i e n t s  

At present EPBV has 12 supplementary clients in the portfo-
lio. ‘We select our partners with an eye to the skills and the
patterns of interest of our seasonal personnel,’ says director
Dick Wassink. ‘They also include production and distribution
businesses.’
From the Efteling’s angle the construction also contributes to
continuity and flexibility. ‘It is a way to increase the loyalty of
our good and experienced seasonal people. We are gradually
moving to a year-round operation, and in the meantime we
have an attractive alternative for our best people. And if we
have an off-season event we can call on the specialists, who
are sheltering with our partners, for a couple of days. That’s
an additional benefit.’

During the summer Corrie Joosten sells “Laven” (Efteling
gnomes) and elves. This merchandising represents an

increasing source of income for the Efteling. During the win-
ter months, when the theme park at Kaatsheuvel is only open
for special events, Corrie has recently moved to the mailroom
at healthcare insurer VGZ, in nearby Tilburg. ‘It’s a great com-
bination. Seven months a year I work among crowds of peo-
ple who’ve come for a day out. In the shop your customer-
friendliness can be put to the test sometimes! It’s satisfying
work, but that also makes it tiring and stressy. So, I’m glad
when winter comes along and I can move to VGZ. From now
I have somewhere to go out of season, and I get work expe-
rience in other surroundings. I reckon that what I’ve learned
at the Efteling will come in handy.’ 

C y c l i c a l  u n e m p l o y m e n t  

Like many employers in its position Holland’s Efteling theme
park employs a large number of seasonal personnel. Until just
two years ago the involvement with this important group of
people started and finished with a contract period. But, the
management began to question the viability of this approach. 
‘This was rooted in a number of considerations,’ says Dick
Wassink, the director of Efteling Personeels BV (EPBV). ‘The
most important was that we were founded 50 years ago as a
socially concerned company. The Efteling was to provide work
in a region that had always been disadvantaged. The fact that
many of our people had to look for work themselves out-of-
season, or in some cases had to take state unemployment
benefit for a while, just didn’t fit in with this. The introduction
of the flexi-act meant additional pressure to make a change.
We were given to understand that we were responsible for a
form of cyclical unemployment. Both arguments were
enough for us to seek an innovative solution.’
A unique concept was developed in close cooperation with
USG’s Start operating company. Efteling Personeels BV was
set up by the two partners with the objective of offering flex-
ible staff from the Efteling alternative, out-of-season work.
Wassink: ‘Right now we are actively mediating for 165 people.
More accurately, on behalf of EPBV I approach companies and
institutions that need extra support in the winter months.
The people at Start look after mediation from then on – plus
processing and detailing the training and coaching for a
seamless transition.’ 

N e w  Ye a r  

One such partner is CZ Verzekeringen. Like Corrie’s employer
VGZ, another health insurer with offices in Tilburg. CZ’s peak
period matches neatly with the Efteling’s winter closedown.
New year is a busy time for extensions or changes to insur-
ance policies. The burden is really too much for the existing
workforce, so, every year, personnel manager Fred Schellens
goes looking for temps. ‘The initiative by the Efteling and
Start immediately appealed to us. From now on, during our
busiest period, we can count on a regular group of on-call
personnel. Even better, because we jointly provide these peo-
ple with job security through the year, we know that, in prin-
ciple, we can count on them again next year. That’s vital for
our continuity, and for efficiency and the service quality that
goes with it. 

Fred Schellens: ‘The initiative of the Efteling
and Start clicked with us right away.’

T H E  C L I E N T
& U S G



A rarity in 
the reintegration
scene

Start Kans as model 
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The success of Start Kans mirrors the poor performance by
the majority of providers on the reintegration market.

That is certainly the opinion of director Jaap Tas. In his role of
joint founder he also set up this initiative to help the jobless
and disadvantaged to get back on the rails and stay there –
thanks to an individualised approach. ‘What makes Start Kans
different is our goal of helping the disadvantaged, people hav-
ing difficulty in getting or keeping a job, to get back on their
own two feet. With this approach we’re seeking to mesh
with the real, authentic individual,’ says Tas, with enthusiasm
undiminished after more than 30 years “in the field”. ‘At Start
Kans we don’t talk in terms of the disadvantaged or long-
term unemployed as files to be subjected to standard proce-
dures. Absolutely not. The power of our approach is that we
start by looking at every individual who signs up, in detail.
What are his/her ambitions? How do they reckon they func-
tion? What sort of jobs are they thinking about? And how
realistic do they think that is? In fact, this shouldn’t be some-
thing special or unusual. But with this category, with an aura
that says “problem”, in most cases it’s never happened.
Simply because people do not see the point of the effort. 
‘We only start looking at potential for placement when the
picture is clear for everyone. Sometimes a candidate needs to
be re-trained in the most elementary things – like emotional
and social skills. But usually, that’s not necessary. All too often
the candidates get stuck in the problem/hard to place corner,
quite unnecessarily. 

Pe t r i f i e d  f i l e s  

‘The fact is that to date Start Kans with its “Coached
Working” formula, has got more than 1200 people back into
work. And not just in otherwise unfillable jobs. On the con-
trary, we place people with major corporations. Some have
actually developed into work-floor heroes. And we are incred-
ibly proud of them. These success stories help us lose the san-
dals-and-beards image that sometimes hangs around Start
Kans. We could have applied for all sorts of grants and incen-
tives, but we didn’t – deliberately. In the reintegration market
there is enough demand for Start Kans’s approach. Even bet-
ter, our service offering is profitable. This year Start Kans goes
into the black, and will be able to fend for itself.’
Jaap Tas is a long-time critic of the way the “couch potatoes”
of the labour market are eased back into work. An old hand
with wide experience in many positions and a mobile view of
traditional Dutch perspectives, many years back Tas developed
the so-called Four-Phase model. ‘A layered approach to

T H E  M A R K E T
& U S G

Start Kans is one of the very few

profitable reintegration busi-

nesses. According to board

director Jaap Tas this is because

they work from the basis of the

ambitions and potential of the

individual. ‘The bulk approach

just doesn’t work.’
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to showed massive, shared, fighting spirit. This power has
never been addressed.’
All in all, if Holland is really serious about getting some of its
1.5 million-plus non-active people back to work, Jaap Tas con-
cludes that reintegration businesses and other intermediary
institutions need a radical turnaround in their thinking and
approach. ‘There has to be a consensus that the individual
must regain the mastery and architecture of his own working
future. As reintegration companies we have to enable the
optimal choice with facilities and networks. That means
breaking free from the bulk approach. Whatever he or she
wants, a jobless person might be trained as – say – a plaster-
er, simply because we have the capacity so to do.’

To p  s e r v i c e

As well as being a director of Start Kans, Tas also has a
blooming practice as an organisation consultant. He firmly
believes that the turnaround in thinking is still a long way off.
In fact, in its present form he sees the reintegration practices
actually countering such a change in mentality. ‘Almost
everyone is focused on short-term results. In fact, a further
dehumanisation appears to be underway. Last year the
Dutch social insurance benefits body (UWV) organised an auc-
tion where one could bid on “lots” comprising people entitled
to social benefits.’
‘There are also moves towards a no-cure-no-pay structure. If
you can’t get the registered job-seeker appropriate work – then
you don’t get paid. This sort of approach reinforces short-
termism. If things go on this way soon you won’t even be able
to give extra attention to harder-to-place individuals. All that
will count will be the immediate result. Even worse, intermedi-
ary operations are starting to show risk-avoidance tendencies
and, at the end of the day this will mean a shakedown.’ 
In Jaap Tas’s opinion the only way to break the negative spi-
ral is to allocate a personalised budget to the job seeker. ‘That
way you create a buyer’s market. The individual can choose
the supplier that offers the best service.’
Start Kans would already have a major lead in the new com-
petitive battle. ‘We have proved that you can be successful if
you focus on the needs of the clients. I’m proud to be part of
this. And it is really good to see how USG actively support this
approach.’

enable reintegration companies get to know the people on
their books. It’s strange but true that most suppliers in this
market use files that are petrified. There’s virtually no seg-
mentation, and my model was designed to give a kick start.’
Broadly, Tas’s Four-Phase Model differentiates between peo-
ple who can be placed right away, those whose work experi-
ence and education are a bit rusty but can soon be deployed
after maintenance, and candidates who have been sitting in
the waiting room for so long that they need thorough reori-
entation. The fourth group comprises the “problem cases”.
These people are often socially disoriented. First, they have to
be taught to get some direction back in their lives. Start Kans
specialises in mediating for the last two categories.
‘This approach represented renewal insofar as it centred on
your own potential for the first time. We don’t sit around
waiting till a company or institution knocks on the door with
a vacancy – and then look through the card index for a candi-
date – with all the risks of a mismatch. In modern manage-
ment jargon – we have to switch from an approach driven by
demand to one driven by supply.’

C u d d l e d  t o  d e a t h  

Tas’s phased model was enthusiastically adopted by the Dutch
Ministry of Social Affairs and Employment, which made it the
nationwide standard. But practice – recalcitrant as it is – soon
cuddled the initiative to death. ‘Over the past several years
there’s been very heavy political pressure to place as many
people as possible as fast as possible. That was particularly
the case on the eve of commercialising the reintegration
operation. What this created was a massive pollution of the
files. Efforts on behalf of people who are relatively easy to
place were disproportionately high; and vice versa for groups
who need a bit more effort from the intermediaries. These
people were down-graded to the problem files, without any
meaningful analysis, and in time they sank to “impossible to
place”.’
Jaap Tas found the hard facts to back this claim when the
Institute for Labour Policy Studies commissioned him to carry
out a study into poverty in his home province of Zeeland. It
turned out that many of the so-called Four-Phase clients
were actually easier to mobilise and hence to place than pre-
viously assumed on the basis of their files. ‘The people I spoke

‘WE HAVE TO AGREE THATTHE DIRECTION 

AND ARCHITECTURE OF THE INDIVIDUAL’S WORKING FUTURE MUST BE PUT 

BACK IN HIS OR HER HANDS.’



T ransavia is Holland’s biggest vacation
airline. Its mission is to fly passengers

within Europe, at the lowest possible price.
Alongside charter flights, this subsidiary of
KLM Royal Dutch Airlines, offers low cost,
low fare flights to 13 destinations in
France, Portugal, Spain and Italy.
Passengers increasingly enjoy à la carte

cabin service – selecting and paying for the
food and beverages of their choice. 
Quite logically, with these changes in mind
the airline also has a new set of personnel
requirements – also for flight attendants.
This is because the perception of quality
provided is largely determined by the serv-
ice and atmosphere on board. In the
words of Ellen Blaisse and Irmgard Troon,
respectively recruiting and personnel man-
ager of Transavia’s flight attendant serv-
ice: ‘You make your product around the
seat.’

N e w  b l o o d

Transavia has been outsourcing the hiring
and selection of flight attendants for a
long time now. An additional 350 are hired
on a temporary basis to meet the summer
peak. Until recently this was the task of a
competitor ranking in the top three of the
temporary employment businesses world-
wide. The relationship ended for a variety

of reasons. ‘We’d been together for five
years and it was time for new blood. We
had this feeling that the people on the
other side of the table just weren’t right
anymore. Meanwhile, our own operation
was relatively over-burdened – as usual –
while we were looking for a problem
solver!’
In fact, it didn’t take long. ‘Unique jumped
out during the course of the presenta-
tions. We identify with their approach.
They understand the dynamic of a medi-
um-sized company like us, and they
empathise with our culture. We’re infor-
mal in the way we carry on together, but
it’s based on very clear checks and balances
where results are concerned. I reckon that
Unique operates the same way.’
On top of this Unique submitted a plan of
approach linked to results. ‘We only pay
for candidates who complete the training
successfully. If they turn out to be suitable
to fly we pay a bonus. So, not only does

Transavia flight attendants 
meet new demands

‘Unique empathises
with our culture’

Unique has developed a dedicated new approach for the hiring and

selection of Transavia flight attendants. ‘We only pay for candidates

who successfully complete training.’
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Unique recruit the right material, but they
also pre-select on the basis of tough crite-
ria. And they deal with the entire process
of employment market communication.
In fact, all we have to do is set the package
of requirements of our seasonal person-
nel, and to give them in-house training.’ 

Th e  b o y / g i r l  n e x t  d o o r  

The package of requirements is tough in
any language. Alongside basics (at least 21,
maximum height and minimum high
school level) Unique pre-screens candidates
for presentation and appearance (prefer-
ably the girl/boy next door). Commercial
qualities are also important. ‘Selling skills
are vital in our new concept. Our motto
now reads “Safety, Service and Sales”.’

The quest for candidates with the skills
and the talents was highly professional, in
the opinion of Blaisse and Troon. The proj-
ect bureau in Almere started with a
regional breakdown based on the
Transavia proviso of maximum one hour
travelling time from home to Schiphol
Amsterdam International Airport. The
branch offices in that radius were given a
target of one or more recommended can-
didates per week.
Added to the candidates who approach
Transavia on their initiative, via the web-
site, this yields a more than ample supply.
‘And, a branch office whose candidate is
accepted gets a bonus. Our feeling is that
this market-oriented approach brings in
more and better candidates. This is evi-

denced by the average drop-out percent-
age – which is below our old figure of
around 10%.’
All in all, Ellen Blaisse and Irmgard Troon
have one hassle less. ‘As the season
loomed, our department was always extra
hectic. Now, we can focus on other issues.
Very obviously, the turnover of our tempo-
rary flight attendants is in good hands.’

Information:  www.transavia.nl .

Ellen Blaisse
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ORIËNTEREN KAN

GEEN KWAAD!
UNITED TECHNICAL SOLUTIONS IS EEN TOONAANGEVEND TECHNISCH DETACHEERBUREAU DAT LANDELIJK

OPEREERT VANUIT EEN TIENTAL UNITED BUSINESS CENTERS EN DEEL UITMAAKT VAN DE BEURSGENOTEER-

DE UNITED SERVICES GROUP N.V. DIT CONCERN IS ACTIEF IN NEDERLAND, BELGIË, SPANJE, DUITSLAND

EN GROOT-BRITTANNIË. UNITED TECHNICAL SOLUTIONS RICHT ZICH OP DIE BEDRIJVEN BINNEN HET

BEDRIJFSLEVEN EN DE (SEMI-) OVERHEID DIE SNEL WILLEN BESCHIKKEN OVER ACTUELE KENNIS EN TECHNI-

SCHE PERSONEELSCAPACITEIT VOOR DE REALISATIE VAN HAAR PROJECTEN. DAGELIJKS ONDERSTEUNEN ONZE

TECHNISCH SPECIALISTEN GERENOMMEERDE OPDRACHTGEVERS IN DE VAKGEBIEDEN BOUWKUNDE, CIVIELE

TECHNIEK, WERKTUIGBOUWKUNDE, ELEKTROTECHNIEK EN PROCESS. UNITED TECHNICAL SOLUTIONS IS

DAN OOK EEN AANTREKKELIJKE WERKGEVER VOOR TECHNICI MET EEN HBO- OF WO- OPLEIDING; 

SPECIALISTEN DIE VOORAL WILLEN INVESTEREN IN HUN VAK, OPLEIDING ÉN LOOPBAAN. WERKEN BIJ

UNITED TECHNICAL SOLUTIONS BIEDT DÉ IDEALE COMBINATIE VAN ZEKERHEID, BELONING, AFWISSELING EN

CARRIÈREPERSPECTIEF.

INTERESSE IN EEN LOOPBAANADVIESGESPREK? KIJK DAN OP WWW.UNITEDTECHNICALSOLUTIONS.NL

EN KLIK OP DE BUTTON ‘ORIËNTEREN KAN GEEN KWAAD’.
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Checking it out can't hurt
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‘In principle I am a loyal shareholder. I’ve never been a believ-
er in day trading or some other investment formula that

takes short-term profit from price differences. When I’m select-
ing stock for my portfolio I look at profit potential over a longer
period. I am very rational about it. I read the investors’ journals,
monitor the prices, study macro-economic data, and I attend
shareholders’ meetings. Every year I start again with a clean
slate. I take the price at that moment as the starting point and
I calculate my returns over the year. That way you get a more
accurate picture of stock performance.
‘Going to AGMs is also an important source of information. It’s
all a matter of trust. Personally I need to feel good about the
people running the company. In the time of Unique
International, as it used to be, I had that right away. It’s a con-
sistent message every year. On top of that, Alex Mulder in par-
ticular is very approachable – even for relatively small sharehold-
ers like me.
‘Now I’m deliberately choosing the underdog. That happens to
be a considered choice. In my philosophy you should look at the

economic sectors where you expect growth, and pick one com-
pany that stands out. It was an obvious choice, right from the
start, to have a temporary employment business among my
fourteen stocks. To my mind providing flexible labour has only
started its potential developments. I selected Unique
International (or United Services Group as it is now) because, at
the time, it was relatively small and that made it a contrary
player. That means more ambition, looking for ways to renewal,
and therefore standing out from the mega-over-mature com-
petitors. A hungry company is a profitable company.
‘Now, the acquisition of Start marks a big step. I’ll watch closely
that they keep their sights on the small to medium enterprise
sector – and no dilution! At the next AGM I’ll certainly have a
question on this. Did I consider disposing of my shares after the
profit warning? No. USG has the wind against it for the while,
but that is nothing special in the current climate on the stock
market. They are well positioned so that in the near future they
can get back to the profit level we were used to in past years. Of
that I am sure.’

U S G &  
T H E  S T O C K

M A R K E T

Name: Jaap Bras (76) Profession: retired IBM’er. Shareholder since: 1999

‘A hungry company is 
a profitable company’
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The Supervisory Board of United Services Group takes
pleasure in presenting the Company’s report for the

year 2002. In addition to the Report of the Executive Board
this also comprises the Annual Accounts and an unquali-
fied report by the auditors, PricewaterhouseCoopers
Accountants N.V., which appears on page 112.

In accordance with article 25, para 4 of the Articles of
Association the Supervisory Board adopted the Annual
Accounts in its meeting dated 19 March 2003 and hereby
submits the Annual Accounts for the approval of the
General Meeting of Shareholders. We are also of the
opinion that the Executive Board of United Services
Group should be discharged for policy as implemented
and the members of the Supervisory Board for the exe-
cution of their duties during the financial year. The
Executive Board proposes a dividend of € 0.50 (2001: 
€ 0.65) per share by option wholly in cash or in shares.
The Supervisory Board has approved the proposal for
appropriation of profit. This proposal is specified under
“supplementary information” on page 113. 

The Supervisory Board carefully considered the proposed
dividend after establishment of the results for the year.
In view of the current macro-economic circumstances
which obliged the first ever issue of a profit warning in
the history of United Services Group, and the uncertain
expectations for the current financial year, the
Supervisory Board reached the conclusion that the pro-
posed dividend was appropriate given the prudent, finan-
cial policy of United Services Group during the report year,
and its focus on maintaining continuity. 

The Supervisory Board met formally seven times with the
Executive Board during the financial year, in addition to
regular interim consultations between the chairman of
the Supervisory Board, the Chief Executive Officer and the
other representatives of the Group Executive Committee
of United Services Group. 

There were a large number of items on the agenda dur-
ing these meetings. 
Hence the acquisition of Start Holding by United Services
Group was on the agenda several times, strategy was
examined and possible amendments were discussed.
Particular attention was devoted to the issue of integra-

tion and the way in which the Executive Board seeks to
crystallise this. Important topics here were the imple-
mentation of operational processes developed at the
parent company, at the newly acquired subsidiaries, and
the need to share common standards and values. 
Possible further steps in the process of internationalisa-
tion were also discussed and recommendations were
issued on the desirability and timing of newly to be intro-
duced service formulas and products. Discussions also
covered current scale and the increasing complexity of
the organisational process. This prompted a discussion
on steering the organisation as a whole, in particular the
span of control. 

To this end the Supervisory Board agreed with the
Executive Board’s proposal to alter the existing system of
corporate governance into an Executive Board and a
Group Executive Committee, effective the financial year
2003. This new manner of corporate governance will
enhance the manageability of the company and the abil-
ity to rapidly respond to shifts in market developments.
The change will also make tasking in the Group Executive
Committee more transparent and efficient. 

These contacts between the Supervisory Board and the
Group Executive Committee took place in a pleasant and
frank atmosphere. The Supervisory Board compliments
the Group Executive Committee for its clear and accurate
provision of information, its ability to anticipate and/or
rapidly respond to moves in the market place, as well as its
flexible stance on amending or altering strategic principles. 

The Supervisory Board met without the Executive Board
to discuss matters including its own performance and
the remuneration, composition and performance of the
Executive Board. There was one consultative meeting
with company auditors, and the Supervisory Board had
one formal meeting with the Central Works Council of
United Services Group. This last meeting was also
attended by members of Start’s group works council. On
this occasion the Supervisory Board also backed a pro-
posal for the rapid integration of Start’s consultative
bodies with those of United Services Group. 

In line with the contractually agreed stipulation with
Stichting Start in regard to the acquisition of Start

REPORT OF THE SUPERVISORY BOARD 
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Holding N.V., Ms M.J. van Lier Lels and Prof. B. De Vries
were proposed and subsequently appointed as new
Supervisory Directors of the company at the
Extraordinary General Meeting of Shareholders on 12
December 2002. Their background and expertise matches
with the Supervisory Board’s desired profile in regard to
the activities and developments of United Services Group.
With these additions the Supervisory Board considers its
composition sufficiently balanced to exercise supervision
in the currenct financial year, in a manner meeting the
highest standards of quality, and meeting demands for a
highly responsible and ethical participation by United
Services Group in economic and social dealings. 

The periods in office of chairman Mr. C.J. Brakel, and a
member of the Supervisory Board, Prof. M.H. Battaille de
Stappens de Nieuwenhove, were due to end in the year
2002. At the Annual General Meeting of Shareholders on
24 April 2002 the Supervisory Board proposed that the
period in office of both gentlemen should be extended,
to which the General Meeting of Shareholders agreed.
The Works Council also advised positively in regard to the
appointments.

The Supervisory Board expresses its thanks to the
Executive Board and the Group Executive Committee and,
of course, to the personnel of United Services Group.
They have worked closely together to realise an excellent
performance in a stagnating market. The results
achieved are presented in this report.

Almere, 19 March 2003

Supervisory Board

C.J. Brakel (chairman)
Prof. M.H. Battaille de Stappens de Nieuwenhove
J.H. van Heijningen Nanninga
Ms M.E. van Lier Lels
Prof. C.N.A. Molenaar
Prof. B. de Vries
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From various angles 2002 will go down as an historic
financial year for United Services Group. 

For the first time ever it was necessary for United
Services Group to issue a profit warning. Meanwhile, the
successful acquisition of Start made an important step
towards further upscaling and realising the strategic
ambition – not only of being a major European player but
also of becoming a service provider in the employment
market, in the broadest sense. In terms of turnover, 2002
saw United Services Group grow into the second largest
temporary employment company in the Netherlands;
and in terms of growth and geographic spread of total
branches (816 compared with 335 in 2001) United
Services Group took its place in Europe’s top ten
providers of flexible labour. 

These developments translated into a financial result
that – certainly against the background of a further
macro economic downturn in 2002 – can be considered
satisfactory at the end of the day. Turnover rose to 
€ 1,104.5 million (2001: € 600.4 million), or almost dou-
ble, partly due to the acquisition of Start. The operating
result totalled € 68.6 million (2001: € 73.6 million), to
which Start Holding contributed some € 23 million.
Compared with the financial year 2001 the operating

result was 6.7% lower. The operating result represented
6.2% of turnover (2001: 12.2%). 
Net profit before amortisation of goodwill totalled € 34.0
million (2001: € 46.1 million). Earnings per ordinary
share*, before amortisation, stands at € 1.56 (2001: 
€ 2.28). 

REPORT OF THE EXECUTIVE BOARD
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Bert  de Vr ies ,  Superv isory Director,  page 41

IMPORTANT DEVELOPMENTS 

Ac q u i s i t i o n  o f  S t a r t  H o l d i n g

The most striking development was the acquisition of
Start Holding. United Services Group acquired a 51% con-
trolling interest in Start Holding, with the right or the
obligation to purchase the remaining 49% interest from
Stichting Start within a period of two years (ending in
March 2004). In the meantime the remaining 49% inter-
est was acquired on 4 March 2003.

There was a range of considerations behind the decision
to make this acquisition. 
First of all there was the fact, evidenced by day-to-day
practice, that more and more clients favoured so-called
one-stop-shopping. This means purchasing a whole
range of employment market related service formulas
from a single, high quality market party. 
In view of United Services Group’s strong position in the
specialist segment there is an almost obvious place for its
operating companies with a large number of clients. At
least, this certainly applies as long as the other major
players chiefly provide these clients with general, tempo-
rary staff, and are unable to provide the other services.
That is one of the considerations for this acquisition. 

The other larger market parties have also discovered the
lucrative specialist market, and at such time as the tem-
porary employment market recovers they will devote all
their efforts to expanding this market segment. An
advantage here is that they can offer these specialist
services to existing clients. We had increasingly seen
growing demand from our clients for general temporary
employment services, while United Services Group was
not sufficiently able to comply. At the same time we see
large, and indeed new market parties actively targeting
the small to medium enterprise segment.

Alongside this development, in foreign growth markets it
is necessary to develop general temporary employment
services first, after which, and using these general servic-
es as a base, one can offer the specialist services. An
important consideration for United Services Group was if,
given its pace of acquisition, it would be able to expand
these specialisations in good time. 

At the European level, scale is also mandatory for the
ongoing development of competitively priced new prod-
ucts and services, while at the same time ensuring that
formulas, working methods and organisational process-
es developed for the mature Dutch market are success-
fully exported to other European growth markets. 

An incidental benefit is that with Start, United Services
Group has realised greater stability in the face of eco-
nomic swings. Start’s turnover portfolio is largely in the
early phase of the economic cycle. There are a relatively
high proportion of placements of temporary personnel
who require less education/training. Experience has
shown that with an economic downturn employers tend
to let this category of flexi-workers go first; and at the
first sign of recovery they are also high on the list for re-
hiring, to bring capacity up to strength. Most of United
Services Group’s other activities tend to be later in the
economic cycle. The main focus of this part of the group
is largely on the temporary placement of specialists, and
given the shortage in this part of the employment mar-
ket, clients tend to wait longer before taking rigorous
measures. On the other hand, it takes longer for demand
to pick up. With Start on board United Services Group is
excellently equipped to immediately benefit from eco-
nomic recovery.

R e a l i s i n g  s y n e rg e t i c  b e n e f i t s  

Given the relatively short time that Start has been
operating under the flag of United Services Group
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‘THE USG AND START COMBINATION IS 
A LOGICAL CALCULATION’



mutual integration has proceeded smoothly and apace.
On a daily basis the cultural differences have turned out
to be much less than many parties predicted; and such
problems and differences that did arise were neatly
dealt with and cleared away, thanks to the great will-
ingness of our personnel in collaborating to this end.
The fact that it was agreed right from the word “go” to
keep the Start brand in its familiar setting was an
important motivating factor. 

The combination of the back-office activities of Start
and United Services Group is well advanced. The envis-
aged benefits of scale (estimated at € 10 million) will be
realised in 2003. The implementation of activity plan-
ning (a universal system of work/time planning) devel-
oped within United Services Group, has now been com-
pleted at the various Start branches. Meanwhile, com-
mercial working methods have been introduced to
enable uniform marketeering. Implementation of the
management information system used by United
Services Group was available at all Start branches as
from 1 January 2003. Commercial activities are expected
to increase apace after implementation of these com-
mercial systems.

D i v e s t m e n t s

Meanwhile, we closely examined the complementary fac-
tors and profitability of the national and international
network. In the continuingly difficult German temporary
employment market this led to the loss-making activities
of Flexarbeit GmbH being halted. Apparently, the meas-
ures already taken back in 2001 (reduced staffing and clo-
sure of 12 branches) had not led to the desired improve-
ment in results. With turnover below € 50 million the
loss eventually stood at some € 15 million. Given that
short term market recovery was unlikely in Germany, it
was decided to petition for Flexarbeit’s bankruptcy. This
did not entail a book loss, with fiscal loss compensation
at just over € 50 million. The financial impact of the
bankruptcy has been incorporated in Start’s results,
before the acquisition in May 2002, and hence not incor-
porated in the results of United Services Group.

Kontek Engineering became independent via a manage-
ment buy out. Kontek is a limited scale, full service engi-
neering bureau. Kontek’s technically oriented and capital-

ly intensive activities were in an increasing mismatch
with United Service Group’s services targeting the
employment market. This prevented realisation of syner-
gy between the two companies.

December 2002 saw the parting with Start’s activities in
Eastern Europe. Start Oost-Europa’s two branches in
Poland and Russia were closed and the operation in the
Czech Republic and Slovakia (total of 17 branches) was
sold to management via a stock transaction. The activi-
ties mentioned here were loss making, and given the low
wage levels and limited acceptance of flexible labour
there was no expectation of profit in the medium term.
Moreover, the supervision was too great a burden on
management capacity at United Services Group. The
purchaser is authorised to continue using the name
‘Start’, for which a fee is payable to United Services
Group. It was further agreed that should the purchaser
wish to sell the company, United Services Group should
have first rights at a pre-set price. In this way United
Services Group keeps open the option to regain its own
branch network if the market in this part of Eastern
Europe develops positively.

The former Start subsidiary Aval provided technical train-
ing in areas including joining and separation technology.
Demand for this type of training had been declining for
some time so that Aval had been making a loss since
1999. It was established that the company could not be
expected to make a recovery in the short to medium
term, partly due to changes in allocations of subsidies. It
proved not feasible to reposition Aval with a third party
and in December 2002 it was decided to petition for
bankruptcy.

Ac q u i s i t i o n

The Belgian call center business Call-IT International N.V.
was acquired in April 2002. The acquisition of the stock
was in full in cash. Call-IT International operates call cen-
ters in Hasselt and Ostend. This acquisition will further
reinforce United Services Group’s position in the market
for communication centres (call centers, customer care
activities and e-business support).
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N e w  c o r p o ra t e  g o v e r n a n c e  s t r u c t u re

In view of the increased complexity of operations and
decision-making processes due to rapid growth and
ongoing internationalisation, the Executive and
Supervisory Boards of United Services Group unanimous-
ly concluded that a change was required in corporate
governance. To this end, last year a change was made to
the existing corporate governance structure, also with
the permission of the duly consulted works council. 

Effective 1 January 2003 the Executive Board is replaced
by an Executive Board and a Group Executive Committee.
Day-to-day management is now in the hands of a six-
person Executive Committee, comprising, as Chief
Executive Officer, Alex Mulder (special areas: strategy,
human resources, acquisition and internal audit), Chief
Financial Officer, Ron Icke (finance and administration,
investor relations, acquisitions and legal affairs) and as
Executive Vice Presidents Leo Houwen (corporate mar-
keting, communications, investor relations, and research
& development), Hans Coffeng (United Office Services and
United Technical Services divisions in the Netherlands and
Germany), Yvan Dierckxsens (United Office Services and
United Temping Services divisions in Spain, Portugal and
Belgium) and Erwin van Iersel (United Temping Services
division in the Netherlands and Italy). The Executive Board
comprises Alex Mulder and Ron Icke.

FINANCIAL POLICY

A significant part of financial strategy in 2002 focused on
the most advantageous means of financing increased
acquisition activity in the past period, and on normalising
balance sheet ratios. 

Hence, a total of € 100 million in outstanding loans
required for previous acquisitions, were refinanced.
Short-term financing contracts were converted into
long-term arrangements, whereby this also realised the
benefit of a lower interest. As per 31 December 2002
interest bearing debt totals € 156.4 million (2001: € 119.8
million) and financing costs total € 8.2 million (2001: € 3.3
million). The ratio of financing to the operating result is
8.4 (2001: 22.2). 

A successful call was made on the capital market in con-
nection with increased financing requirements for the
acquisition of Start. A total of 1,998,901 new ordinary
shares were issued to reinforce guarantee capital. This
represents an increase of 9.9% of total issued share cap-
ital. The issue raised € 43 million via private placements
with domestic and international institutional investors.
The issue was over-subscribed three times. The balance
sheet and financing ratios were not significantly changed
by the issue. At the end of 2002 shareholders’ equity
totalled € 191.6 million (2001: € 123.0 million).

The tax rate on the 2002 result was 33.2% (2001: 34.4%).
The cash flow from ordinary activities totalled € 50 mil-
lion (2001: € 39 million). 

Positive development is expected for the current financial
year. On one hand operating costs will decline, partly due
to the further integration of the Start and United
Services Group’s support activities. On the other hand
the fiscal offsetting of losses will also mean a lower fiscal
burden. Combined with a relatively low level of deprecia-
tion one can expect cash flow to develop positively. 

Earnings per share before amortisation of goodwill stood
at € 1.56 (2001: € 2.28). Of available net profit totalling 
€ 24.8 million, 46% will be paid out as dividend. 
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Ron Icke,  CFO,  page 27

U S G  &
S T R AT E G Y

‘CASH FLOW DEVELOPMENT IS SET TO BE 
VERY FAVOURABLE IN 2003’
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ACTIVITIES IN THE NETHERLANDS 

AND OTHER USG COUNTRIES

Th e  N e t h e r l a n d s  

In 2001, the effect of what has for some time been called
a slowdown in economic growth was particularly felt in
the temporary employment market. The decrease in
demand was already underway and this trend accelerat-
ed significantly. This impacted across the entire industry
and all in all the temporary employment market was
down by 6% in 2002. 

After something of a delay it became clear that the drop
in demand for temp personnel, underway since 1999,
would not leave United Services Group untouched this
time around. Thanks to its strategic focus on specialist
services with high added value, and in particular the small
to medium enterprise segment, United Services Group
had booked healthy profit and turnover growth in 2000
and 2001, which were disappointing years for the indus-
try as a whole. However, with the undiminished macro-
economic headwinds 2002 saw the results of the United
Technical Services division under pressure. This finally
required the issuing of the first profit warning in the his-
tory of United Services Group. 

United Technical Services was confronted with a major
drop in demand and hence a rising number of specialists
who could not be placed for the meantime. The under
utilisation percentage was eventually limited by more
aggressive marketeering. However, a 22% loss of
turnover was unavoidable for United Technical Services,
which was already under pressure. However, with capac-
ity matched to market circumstances and linked cost
reduction programmes United Technical Services was still
able to post a modestly positive operating result of 
€ 2.9 million for 2002. 

The temporary employment divisions United Office
Services and United Temping Services (Start, since 1 June
2002) contributed respectively € 34.5 million and € 29.4
million to the operating result of United Services Group,
which was positive despite the economic malaise. 
The economic situation has led most clients to adjust
their workforce in line with the marketplace. The first

signs of economic recovery are expected to create capac-
ity problems that will be initially solved by hiring flexi-
workers. We know from experience that following a peri-
od of economic downturn there is a higher overall per-
centage of flexi-workers. An extra plus point in meeting
demand when this recovers is more candidates apply for
temporary and secondment work, due to rising unem-
ployment. 

U n i t e d  O f f i c e  S e rv i c e s

Brand names: Ad Rem, Secretary Plus, Short Track,

Unique and United Capacity

Turnover contribution: € 232.7 million 

(2001: € 224.9 million) 

Operating result: 14.8%

In 2002 this division, which mainly focuses on the small
to medium enterprise segment, was confronted with
strong decline in total vacancies. Notwithstanding, a
drastic increase in commercial activity and maintenance
of the gross margin enabled a satisfactory result. This
was helped by the acquisition of several large clients for
specialist services. Hence, Unique now conducts hiring
and selection of flight attendants for the Transavia air-
line. In the context of acquiring new business, United
Office Services now benefits from windows into new
market segments provided by colleagues at Start. 

U n i t e d  Te m p i n g  S e rv i c e s

Brand names: Proflex, Start, Start Kans, 

Start Opleidingen and TopStart

Turnover contribution: € 393.5 million 

(as from 1 June 2002)

Operating result: 7.5%

Thanks to the previously implemented reorganisation
and rationalisation programme, Start’s profitability
increased further, with a stabilising gross margin level.
Moreover, the cost reduction measures underway
received a boost in the third quarter of 2002 when the
new automation system to improve rationalised deploy-
ment of capacity went online. The initial cost effects of
integration of back-office activities were also visible. This
will deliver a considerable saving in 2003. Thanks to
improved cross-selling potential, with other operating
companies, Start had access to several existing accounts
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of United Services Group, including Siemens and Dexia.
Work is underway for both these clients. 

To enhance the service offering in line with market
demand for “uncomplicated” work, the competition and
major market potential it was decided to set up an oper-
ating company, based on Start, for the in-house organi-
sation of such flexi-workers, for clients. This company will
focus on new, major clients who will receive a basic serv-
ice package, with optional add-ons. The basic package
will comprise the start-up of an in-house branch, hiring,
selection and placing of flexi-workers, administration,
consultation (with the client) and provision of manage-
ment information. Optional add-on services include tak-
ing over of existing flexi-workers and personnel plan-
ning/tests, issue of working clothes and giving work
instructions.

U n i t e d  Te c h n i c a l  S e rv i c e s

Brand names: United ICT Solutions, United 

Technical Solutions, United Technical Solutions 

Energy, Technicum 

Turnover contribution: € 112.5 million 

(2001: € 143.7 million)

Operating result: 2.6%

After many years as the major profit-maker 2002 saw
this technical division slowed down by economic head-
winds. Following a turnover decline that mounted into
double digits in the second and third quarter, United
Technical Services succeeded in posting a small result
improvement in the fourth quarter. This was due to
implementation of cost measures and the structural
reduction of the percentage of under-utilisation to an
acceptable level. The Kontek engineering bureau was sold
in 2002. To date, no significant recovery in demand is
expected in 2003, hence the cost control programme will
continue as an undiminished priority.

U n i t e d  C o l l e g e

Brand names: Abel Tasman College, Luzac College 

and InterCollege 

Turnover contribution: € 13.5 million 

(2001: € 12.9 million)

Operating result: 16.9%

Luzac College is market leader in private, accelerated
education at all Dutch high school levels. One new branch
was opened during the financial year under review, bring-
ing the total to 17. The 51% interest in the Abel Tasman
College in the Netherlands Antilles ensures a certain
inflow of students from that region.

InterCollege (acquired 2001) performs in line with expec-
tations. InterCollege offers a three-year college equiva-
lent course in management, marketing and communica-
tion. The focus is on students seeking a career as an inde-
pendent businessperson or an entrepreneurial position in
a company. Developments are underway to increase the
offering; this would include a full bachelor’s degree.

U n i t e d  C o m m u n i c a t i o n s  

Brand names: Call-IT and Telecom Direct 

Turnover contribution: € 14.8 million 

(2001: € 13.0 million)

Operating result: 6.6%

The call center operation Call-IT International lost a
major client at the start of 2002 and this pressured the
result. The year 2002 saw a partial reduction in surplus
capacity bringing this more into balance with the scope
of activities. Given the current trend for corporates and
institutions to outsource customer care and after sales
service, Call-IT’s outlook is positive. The Telecom Direct
call center operation performed excellently despite a dif-
ficult market climate. Overall, the division made a posi-
tive contribution to the group result.
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U n i t e d  I n d e p e n d e n t  S e rv i c e s

Brand names: Fa-med and United Independent

Solutions 

Turnover contribution: € 12.7 million 

(2001: € 2.6 million)

Operating result: 15.9%

United Independent Solutions started up a new activity
at the end of 2001. This was aimed at enabling inde-
pendent operators without personnel (ZZPs in Dutch).
The steep reduction in demand for specialists and the
related decline in active ZZPs prompted postponement of
further planned investment to increase development of
the brand and the product. It was decided to reposition
the present product with Fa-med. The United
Independent Solutions brand name will be maintained
and activities and product development for the large
body of ZZPs will be continued. As soon as market cir-
cumstances permit United Independent Solutions will
review ways to re-establish its services for ZZPs.
Fa-med is also examining ways to enable other medical
target groups. Fa-med posted excellent turnover and
profit development. The division made a net positive con-
tribution to the group result.

S p a i n  

After years of rigorous growth the Spanish temporary
employment market moved into a stabilisation phase
during the financial year 2002. However, in view of the
low level of penetration and the increasing social accept-
ance of the phenomenon of flexible employment, it is
reasonable to expect recovery in demand for temporary
and secondment work in what is United Services Group’s
second home market, in terms of size. In 2002 Unique
and People’s 146 branches (including a Start office in
Portugal) contributed 12.3% of total group turnover.
Since the acquisition of Start United Services Group has
climbed to the top five of Spanish suppliers of flexible
labour, in this (in principle) promising growth country. 

U n i t e d  O f f i c e  S e rv i c e s

Brand name: Unique

Turnover contribution: € 41.3 million 

(2001: € 12.3 million)

Operating result: 2.5%

At the end of 2002 the previously acquired operating
companies TempÍber and Ecatemp were merged under
the brand name Unique. The benefits of scale and effi-
ciency achieved, plus the introduction of tested commer-
cial working methods developed at United Services
Group, enabled relatively high profit growth, despite dis-
appointing market growth. The combination of back-
office activities with those of People, at a central point in
Madrid, is also expected to score major cost benefits.

U n i t e d  Te m p i n g  S e rv i c e s

Brand name: People 

Turnover contribution: € 94.8 million 

(as from 1 June 2002)

Operating result: -1.3%

The Start subsidiary People has ranked among the larger
temporary employment operations on the Iberian
Peninsula for some time now. Results improved slightly
on 2001. However, in a stagnating market it was once
again clear that increased productivity is needed to bet-
ter exploit actual market potential. It is hoped to realise
this by introduction of new commercial working methods
and the implementation of further measures to boost
efficiency. As previously noted, the support services of
Start People and Unique are to be combined at People’s
HQ in Madrid. 

B e l g i u m

Developments in the Belgian temporary employment
market are slightly ahead of the Netherlands. However,
the penetration of flexi work is still substantially lower. In
2002 the market was very obviously in a stabilisation
phase. However, it was striking that the early cyclical
industrial segment was already showing the first cau-
tious signs of recovery at the end of 2002. As yet, the
same cannot be said of the office segment, which is the
main area for our Belgian operating companies. All in all,
United Services Group in Belgium is the fifth largest
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national supplier of flexible labour. Belgium contributed
13.1% of group turnover and 7.8% of the group operating
result. 

U n i t e d  O f f i c e  S e rv i c e s

Brand names: Unique, Avenue Louise Interim 

and Secretary Plus

Turnover contribution: € 130.2 million 

(2001: € 129.0 million)

Operating result: 5.0%

Despite problematic market circumstances, which, as in
the Netherlands, caused a substantial drop in demand
and hence fewer vacancies, the three suppliers active in
the Belgian office segment showed positive results.
Notwithstanding lower turnover at this division, partly
due to an altered mix of turnover, Unique Interim slight-
ly improved its gross margin in 2002.

U n i t e d  Te c h n i c a l  S e rv i c e s

Brand names: United ICT Solutions and 

United Technical Solutions

Turnover contribution: € 11.5 million 

(2001: € 16.1 million)

Operating result: -4.5%

The Belgian market for technical specialists was also
under pressure. This meant fewer projects underway and
a higher than desirable level of under-utilisation whereby
the result for the whole year was slightly negative.
Measures were taken to reduce under-utilisation and to
reduce costs. 

G e r m a n y  

As is well known, the economic powerhouse of Europe
has been in a problematic situation for some years, part-
ly due to an inflexible labour market and overly rigid reg-
ulations. Hence, the temporary employment market,
which had only reached maturity with difficulty, had to
mark time in 2002. United Services Group in Germany
suffered the consequences of this. Early in the year it was
necessary to petition for bankruptcy for the Flexarbeit
operating company (brought in by Start). To date there
are no signs of recovery. 

U n i t e d  O f f i c e  S e rv i c e s  

Brand names: Secretary Plus and Unique Personal 

Turnover contribution: € 24.0 million 

(2001: € 29.1 million)

Operating result: -11.4%

The loss at United Office Services in Germany was even-
tually higher than expected. The four relatively new
branch offices of Secretary Plus successfully limited their
losses and appear to be putting down stronger roots. The
introduction of the commercial working methods, and
the time and work planning systems, tried and tested in
the Netherlands should help improve results.

I t a l y

In 2002 this potential growth market suffered a serious
setback. In Italy, as elsewhere, the economic downturn
meant that organisations had to reduce capacity and halt
the engagement of flexi-workers. 

U n i t e d  Te m p i n g  S e rv i c e s  

Brand name: Start

Turnover contribution: € 11.5 million 

(as from 1 June 2002)

Operating result: -32.8%

The Start organisation in Italy was set up under its “own
steam” in the year 2000, and now has 39 branches. Initial
losses in 2002 were higher than expected. This prompted
the decision to close four unprofitable branches and to
reduce head office personnel. Further cost-related meas-
ures and increased productivity should realise the envis-
aged breakeven level in the third quarter of 2003. 
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RISK PARAGRAPH

M a r k e t  &  o p e ra t i o n a l  r i s k s

United Services Group operates in markets for flexible
labour; potential influences here include macro-econom-
ic conditions. Economic decline often means reduced
demand for temporary personnel. 

The chief focus of specialist activities at United Services
Group is on the temporary placement of specialists.
Given the shortfall in this part of the labour market
clients often delay before taking rigorous measures. At
the same time, the activities take longer to pick up.
Hence, they can be categorised as late cyclical. In con-
trast, Starts’ turnover portfolio is overwhelmingly in the
early part of the economic cycle. There is a relatively large
share of placements for temporary jobs where the per-
sonnel require less education. We know from experience
that clients in this area are more likely to respond to eco-
nomic setbacks by letting go this category of flexi-work-
ers first. However, they are also re-hired first, on the ini-
tial signs of recovery, to restore capacity. 

Given this mix of activities early and late in the econom-
ic cycle, in addition to the strong spread of clients in both
small to medium enterprises and major corporates, eco-
nomic downturns will have a less serious impact on the
turnover development of United Services Group.

I n t e r n a l  c o n t ro l  o f  o p e ra t i n g  p ro c e s s e s

With the strong growth of the company internal con-
trols of the group’s operating processes are an essential
issue in realising objectives and the timely identification
of risks. To this end work processes and management
information are largely standardised and are continually
enhanced, due to ongoing external developments. 

During 2002 these work processes and management
information – including control systems for operational
and commercial processes – were also installed at the
newly acquired companies. These work processes ensure
a high degree of continuity in ensuring both financial and
commercial processes. During the past year a new model
was developed for the optimal control and steering of
these processes. This new way of steering will mean
major improvements in the manageability of the overall
organisation and in particular the span of control.

In line with internal controls the internal audit depart-
ment was further expanded in 2002 and this has created
a more than adequate insight across the company, into
risks within the internal control systems. The internal
audit department helps craft internal controls, which
may be investigations into financial or operational areas
to identify risks within the internal control systems.

INTERNAL ORGANISATION 

H o l d i n g  a n d  h e a d  o f f i c e s  

Day to day management of the publicly listed holding
company United Services Group is in the hands of the
Group Executive Committee. Alongside two Executive
Board Directors, Alex Mulder (CEO and President) and Ron
Icke (CFO and Executive Vice President), membership
comprises Hans Coffeng, Yvan Dierckxsens, Leo Houwen
and Erwin Van Iersel.
The head offices of the Dutch, Belgian, German, Italian
and Spanish organisations enable operating companies in
their countries. In this context they provide services
around human resources, finance, automation, training
and general and technical services. R&D and internet
departments are also located here. 
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U S G  &
S T R AT E G Y

‘HERE, EVERYBODY KNOWS AND ACCEPTS
HIS OR HER RESPONSIBILITY’
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In view of their geographic spread the Ecatemp and
TempÍber temporary employment operations in Spain
were combined in 2002. Pursuant to the contractual stip-
ulations at the time of the Ecatemp acquisition, and
strategy regarding the Unique brand, effective 1 January
2003 the name of the organisation was changed to
Unique. At the same time their back-offices, and the
back-office of People, were combined and positioned in
Madrid, effective 1 January 2003.

H u m a n  re s o u rc e s  m a n a g e m e n t  

Alongside the chosen strategy, the ability of the organi-
sation to stand out is largely determined by the creative
input, commitment and entrepreneurial spirit of the per-
sonnel. These are the key success factors. Based on this
awareness United Services Group formulates human
resources policy on a group-wide basis. This is an integral
part of general strategic business policy. 
The somewhat abstract formulation of human resources
objectives, i.e.: ‘to create conditions to ensure the long-
term loyalty of motivated and qualified personnel’, is
converted into concrete actions by the managers of the
various operating companies. In this context they enjoy a
wide measure of freedom. In a company as varied as
United Services Group successful human resources policy
depends on a differentiated approach. 

It is important to embed the shared package of stan-
dards and values and the resulting approach to work. Key
concepts describing us include result orientation, enthu-
siasm, integrity, mutual respect and humour. These are
not empty slogans. We are definitely not aiming for a
monoculture. To realise success in fast changing markets
the organisation must be sustainably creative and pro-
change. This demands various types of people and sub-
cultures – obviously working from the same set of stan-
dards and values.

The managers of the various operating companies are
expected to seek the right balance between individual
and group interests, based on personal competencies
and company-wide ambitions. In the vision of United
Services Group a good human resources policy is also
founded on an ongoing dialogue at all levels of the
organisation. 

R e i n f o rc e  q u a l i t y

In an operational scene where market developments,
technological trends, social change and personal prefer-
ences alter radically and rapidly – knowledge is soon out
of date. Moreover, United Services Group is itself a very
demanding organisation. To this end, right across the
company there is a rich menu of training potential. Our
level of investment here is far above the market average.

There is a clear policy underlying training at our company.
Training needs are charted at the various operating com-
panies and translated into training programmes. We also
constantly monitor the best external suppliers. We are
presently working on an in-house quality manual called
‘Responsible personnel training’. Every effort is focused
on structurally reinforcing the quality of our personnel
and safeguarding the corporate culture.

Investment in training has generated a large number of
courses around business and marketing, management,
automation and communication skills. There are also
various industry-linked courses. Furthermore, during the
year under review the Group Executive Committee with
the Corporate Development department took a long and
deep look at possible demands to be set on training. This
resulted in a practical “Modular Management
Programme”. Everyone in the organisation is unanimous
on the permanent and very great importance of training. 

C o r p o ra t e  c u l t u re

Training is not simply a matter of acquiring new skills or
providing new knowledge. At least as important is that
personnel are given the tools to embed the new knowl-
edge and skills in the way they work. Insofar as it does
not provide the training itself, the in-house training unit
has considerable influence on the way training is con-
ducted; this enables customisation. Training is precisely
tailored to the preferences and demands of every oper-
ating company. Training in the company is more than
“thinking and doing” (knowledge and skills); “feeling” is
also vital (attitude and personality). Training must always
focus on aspects including work satisfaction, employees’
development needs, and loyalty to the company. 

Based on this philosophy 2002 saw the launch of various
new training initiatives, while existing programmes were



improved and updated. Sales courses, management
development programmes, time management and
coach the coach scored particularly high. There was also
a new master class in which talented colleagues (the so-
called high potentials) from various operating companies
study complex themes including corporate culture.
Corporate culture is considered more important than
ever in a period of economic slowdown, growing compe-
tition and internal change. A new impulse was consid-
ered necessary and to this end the Group Executive
Committee tasked the master class with visualising the
desired corporate culture and how operating companies
should relate to it. The master class was also asked to
make recommendations to further enrich and expand
corporate culture. In principle participants in the master
class are being prepared for important positions in their
operating companies or elsewhere in the group.

This should increasingly generate a targeted thru-flow of
highly qualified, talented people who are at home with
our culture and working methods. It is also good to see
that an increasing number of personnel who had left in
the past to take up positions elsewhere, are finding their
way back to United Services Group. Alongside the plus-
point that well trained people with knowledge of our
working methods, culture and procedures are available
once again; we also see this as a confirmation of the pos-
itive image of our company and its strong position and
high profile on the employment market. 

To p  c o m p a n y  o f  t h e  f u t u re

Following a previous mention in Holland’s “49 Best
Company List” in 2002 United Services Group was fea-
tured in “Top companies of the future”. This yearbook
highlights a maximum of 50 companies that offer the
most chances for ambitious professionals in terms of
market choice, around internal organisation and human
resources policy. USG scored high in all categories, four

times five stars (the maximum) and four times four
stars. Here are some quotes from the 2002 yearbook:

‘Creativity and the talent to innovate are important val-
ues. New plans and ideas are highly valued. And it does
not matter who delivered the idea. If a plan slots in with
strategic choices we have made as a company – it is
examined seriously. Arguments win – not seniority. We
seek to give people the space for creativity and entre-
preneurial approach. We also respond flexibly to new
plans and developments. At USG a good concept can be
implemented fast (...)

You want to be an innovative company: you want per-
sonnel to be change-minded. United Services Group
works hard for these peoples’ loyalty... that means
encouraging, enabling and motivating. The human
resources policy is also aimed to have people excel.
That’s why we prioritise training programmes. That’s
why we check around in-house to fill positions, before
we look outside (...)

While the company does a lot for the personnel it also
asks a lot back. Hard work is routine here. One factor
behind success is the extraordinarily high level of pro-
ductivity. We are people-oriented and people-friendly.
But we also have clearly defined commercial objectives.
We have set out how personnel have to work, and their
targets. The system helps you to prioritise. You have to
see it as an aid in doing your work well.’

A r t  a p p re c i a t i o n  

Art, in many forms, has always played an important role
at United Services Group. The application of modern art
stands out right way in the head office scene. Works of
art are there to appreciate in all the working areas,
meeting rooms – and the corridors and the areas near
the elevators. And instead of the usual Christmas ham-
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T H E  U S G  
C U LT U R E

‘THE MASTER CLASS OF 2002 WAS 
REALLY SOMETHING ELSE’



pers, personnel and relations of United Services Group
receive lithographs or art books. The organisation also
deploys art around all relation-marketing activities. A
striking example here is the hot-air balloon designed by
the Dutch artist Corneille. PH-USG – the official registra-
tion – has provided an extra lift to the company’s PR-
events since the spring of 2002. 

Art is now more than part of our image. It is a high pro-
file element within the culture of United Services Group.
Art in the offices is also designed to motivate and create
a pleasant working environment. Studies confirm that
art in the workplace benefits the atmosphere. Employees
appreciate the focus on art. They show their pride in their
workplace. They make clear that it’s good to work for a
company that stands out in this way: “A special working
environment is a great motivator. And the art radiates
professionalism and warmth”. 

Pe rs o n a l  i n v o l v e m e n t

Corporate culture has everything to do with the atmos-
phere and working climate. Every one of the operating
companies in United Services Group is hard at work to cre-
ate a sort of we-feeling. There is high level of personal
involvement. The organisation as a whole has a flat struc-
ture. Lines of communication are short and the distances
between management and staff are kept as short as pos-
sible. It is normal to “pop” into someone’s office, informal-
ly, and there is a lively exchange of information. People
here say the atmosphere is open, informal and people ori-
ented. Personal attention is considered important. 

The culture of personal involvement also has a significant
outgoing function. When employees willingly identify
with their company, this also provides commercial
potential. They are more likely to come up with plans.
They are loyal to the company. They stay longer and work
longer. The personal atmosphere is reflected in the way
that staff interact with clients. The service providers at
United Services Group aim for personal links with their
clients. All this makes the difference. Last year clients
were more loyal than ever to United Services Group, and
this was in an economic downturn with competition
tougher than ever. Why did this happen? Apparently, dis-
counting or differential marketing strategies are no
longer decisive in the present competitive scene. Image –

or corporate culture – are far more important. And from
this angle United Services Group stands out time and
time again, above the competition. 

C o m m u n i c a t i o n  a n d  i n f o r m a t i o n

Communication is vital for an organisation seeking
change and growth. Within the company we do every-
thing to keep everyone updated on plans and develop-
ments. So, we have regular briefing meetings for person-
nel, on developments and changes around United
Services Group or the market. We also have very success-
ful monthly introduction gatherings for new people, end-
ing with an informal, getting-to-know-you party.
Everyone gets involved on these occasions, including
members of the Group Executive Committee.

Information is also available in the various bulletins.
“United Clippings” is the internal newsletter for everyone
at United Services Group. This provides accessible infor-
mation on the various operating companies. Operating
companies also have their own newsletters, like ‘Unique
Update’ for temps and ‘Unique Mensen’ for the perma-
nent staff at Unique Uitzendburo. Start has ‘Start Fleks’
and ‘Start Sein’. ‘Secretary Vision’ and ‘Plus News’ are
published by Secretary Plus and ‘U2US’ by United
Technical Solutions.

S i c k  l e a v e

Conditions of employment are important contributing
factors for the level of sick leave. In business and eco-
nomic terms, with knowledge intensive operations, sick-
ness is always directly linked to the services provided. To
a large degree these services are dependent on the per-
sonal quality and knowledge of the individual. Sick leave
including maternity leave rose from 5.8% in 2001 to 9.5%
in 2002. The increase was mainly in the Netherlands and
was strongly influenced by the Start acquisition. It should
be possible to reduce this percentage to an acceptable
level, now that uncertainty is no longer a factor for Start
personnel and the fact that the operating result will be
looking positive, plus measures taken within Start. 

E m p l o y e e  p a r t i c i p a t i o n  

A high level of involvement is also reflected in the way
personnel identify with the ups and downs of the com-
pany – and wish and are able to discuss this. To this end
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United Services Group devotes more attention to struc-
tures for employee participation than is required by law. 

The structure for employee participation at United
Services Group comprises three Joint Works Councils for
respectively temporary employment, technical and gen-
eral (United Communications, United College, United
Independent Services, United Services Netherlands and
United Services Group) and a Group Works Council creat-
ed in the year under review from the works councils for
flexible and permanent personnel at Start.

The latter works council is an important vehicle in sub-
stantiating the integration of Start into the consultative
structure within United Services Group. In consultation
with the various works councils it has been decided that
– in addition to delegates of the Joint Works Councils
(GemOR) – representatives of the United Temping
Services division should also sit on the Central Works
Council (COR) of United Services Group. 

In 2002 the Joint Works Council met formally on several
occasions (on average every month), several times with the
relevant Executive Directors. Items on the agenda included
informing personnel, ATV-arrangements (shorter working
hours), new salary systems, arrangements for childcare
and bonus systems. Considerable attention was also
focused on consultations around financial and personnel
developments at the United Technical Services division. 
The Joint Works Council issues regular newsletters to
keep personnel informed on matters discussed.

During 2002 the Central Works Council had six formal
meetings with members of the Executive Board. Items
on the agenda included the acquisition of Start and the
impact for the rest of the group, the company’s financial
situation and changes in general conditions of employ-
ment due to implementation of the “Eligibility for
Permanent Invalidity Benefit (Restrictions)” and “Work
and Care” acts of parliament.

It was also decided to alter the membership of the
Central Works Council (COR). The current membership of
seven will be increased by eight new members. The COR
believes that this expansion will enable it to keep pace
with the greater complexity and scope of the company. 

I n v e s t o r  re l a t i o n s

Important objectives of investor relations policy are to
enhance name awareness and to ensure ongoing atten-
tion for the company among financial target groups.
Meaningful communication via personal contacts with
analysts, institutional and private investors widen
insights into the strategy and methodology of United
Services Group. An ongoing approach to the media is
another key aspect of our investor relations.

The United Services Group website, renewed in 2002
(www.unitedservicesgroup.nl), shows a large volume of
“hits”. The site offers up-to-date financial information,
insights on new developments and news on group activ-
ities. The auditorium at the new head office is used for
regular gatherings of stakeholders such as private and
institutional investors. The year 2002 also saw a number
of successful roadshows providing information on the
latest developments, and our related vision, to institu-
tional investors and analysts. 

Enhancing awareness of the distinctive market position
of United Services Group will be a continuing priority in
2003. The recent inclusion in the midcap segment of
Euronext N.V. (Amsterdam stock exchange) is expected to
benefit awareness and hence the liquidity of the United
Services Group shares.



FINANCIAL DEVELOPMENTS

R e s u l t

On 23 May 2002 United Service Group acquired a 51%
interest in the share capital of Start Holding. The results
have been incorporated in the consolidated result of
United Services Group as from 1 June 2002.

Turnover in 2002 rose to € 1,104 million, partly due to the
acquisition of Start Holding (turnover contribution 
€ 504 million). Compared with turnover of € 600 million
in 2001 this represents almost a doubling. In
autonomous terms turnover declined by some 8%.

During 2002 the Dutch temporary employment market
declined by 6%. For a significant part of the year the
Dutch temporary employment businesses in the office
segment outperformed the market but were more in
line during the last few months. In autonomous term,
turnover at this division (United Office Services) was
down by some 3.5%. Start’s turnover in the United
Temping Services division showed improvement during
the course of the year whereby the shortfall on the mar-
ket reduced visibly. Despite the strong downturn in
demand for temporary employees it is good to note that
neither temporary employment division showed a decline
in the gross margin during 2002.

During 2002 the Belgian temporary employment market
stabilised compared with 2001. Underlying this was a
drop in the general office personnel segment. The
Belgian market is dominated by the unskilled industrial
segment, i.e. some 70% of the total temporary employ-
ment market. 
At Unique Interim the turnover mix differs from the
market. This was partly due to the focus on the small to
medium enterprise segment whereby there is a greater

share of general office personnel turnover. Hence, in
autonomous terms office division’s turnover declined by
3.2% due to an altered turnover mix. However, Unique
Interim did succeed in slightly improving its gross margin
in 2002. 
The economic malaise in Germany is not expected to
show an imminent improvement. For Unique Personal
2002 was yet another difficult year. The infrastructure
was adjusted during the year and important cost savings
were realised at the head office.

The Spanish temporary employment businesses Ecatemp
and TempÍber were combined at the end of 2002 and
now operate under the name of Unique. The head office
has also been moved to the HQ of People in Madrid. The
combination performed well in 2002 with a visible
improvement in return. This was mainly due to the shift
of focus at the former Ecatemp from industrial clients to
clients in the office segment and intensive acquisition-
coverage of the small to medium enterprise sector.

Start’s People operation in Spain posted lower turnover
in 2002. This was due to loss of turnover caused by inte-
gration of the Quantum temporary employment busi-
ness into People, whereby a decline in turnover was
accepted for certain branch locations.
Strategic decisions will also mean a slight decline in
turnover in 2003. Hence, the company will cease doing
business with unprofitable clients or poor payers.

With the exception of its energy specialisation, the tech-
nical division United Technical Services performed poorly.
Both United Technical Solutions and Technicum showed
strongly negative developments due to a steep deteriora-
tion in the market climate, particularly after the first half-
year. The main reason for this was the large increase in
so-called under-utilisation hours. This resulted in strong
negative pressure on the gross margin caused by an
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for the acquisitions in 2001 is now charged for a full year. 
The tax rate on the 2002 result is 33.2% (2001: 34.4%),
which is slightly lower than the nominal rate. This is
mainly due to corrections from previous years.

Net profit before amortisation of goodwill totals € 34
million and is in line with the lower profit expectations.
This represents 3.1% (2001: 7.7%) of turnover. The share
of third parties (Start) totalling € 6.9 million has a major
influence on net profit before amortisation of goodwill. 

B a l a n c e  s h e e t ,  i n v e s t m e n t s  

a n d  f i n a n c i n g

In April 2002 United Services Group successfully complet-
ed a placement of shares for the financing of the Start
acquisition. The 51% acquisition of Start was completed
on 23 May 2002 with the payment of € 50 million for
newly issued Start shares. This immediately released € 50
million for the company, which raised a significant part of
its refinancing.
On 4 March 2003 United Services Group acquired the
remaining 49% of the shares of Start by exercising a call
option. The acquisition of the 49% interest for the
amount of € 100 million was financed by a subordinated
loan from Stichting Start, which is Starts former share-
holder. This 4% loan is payable in ten years whereby pay-
ment commences two years after the exercise of the call
option.

The goodwill for the acquisition of Start is very limited in
the first tranche but on payment of the 49% will be con-
siderably in excess of the purchase sum. However, the
market value of Start is also considerably higher than the
goodwill incorporated. 

As in past years the accuracy of valuation of total good-
will was subjected to the so-called impairment test. Only
as far as a small amount was concerned did this lead to
additional depreciation of € 0.7 million for terminated
activities.
Capital adequacy as per 31 December 2002 stood at
30.5% (2001: 33.6%). The increase in provisions mainly
related to provisions made for the costs of integration of
the head offices in Gouda and Almere, as well as costs of
overcapacity in real estate in Gouda. Most of the provi-
sions are formed by the fair value calculation of Start at
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absence of turnover linked to ongoing salary obligations.
This issue of under-utilisation is now being centrally coor-
dinated and has been reduced to an acceptable level. 
In global terms, the decline in the operating result of
United Services Group is due to the companies men-
tioned. Demand for technical specialists is not expected
to improve in the short term.

The United Communications division, including Telecom
Direct and Call-IT posted a lower operating result due to
the loss of a major client of Call-IT, early in the year. In
response Call-IT took measures to bring capacity more
into line with demand. The company was quite success-
ful here and expects to realise at least a breakeven result
in 2003. Notwithstanding problematic circumstances in
the marketplace Telecom Direct again posted a slightly
improved operating result. The company is expected to
distinguish itself positively again in 2003.

At the United College division Luzac College posted a
slight growth in turnover in 2002. The minor decline in
students at existing branches was compensated by the
opening of new branches. The school year 2003/2004 is
expected to be the last in which Luzac College undergoes
the negative impact of changes in the education system.
InterCollege was able to maintain or slightly increase the
number of students, and a further increase is expected in
2003. The organisation realised a small loss in this start-
up phase.

At United Services Group the operating margin, ratio
operating result versus turnover, came out at 6.2% (2001:
12.3%). On one hand this is due to the lower margin at
Start and the decline in the operating result, notably at
the technical division. Start’s operating margin in 2002
was 4.6%. The operating margin at the former United
Services Group companies is 7.6%.
Not all companies contributed positively to the result.
The consolidated operating result declined from € 73.6
million to € 68.6 million. Start’s contribution to this
result totalled some € 23 million.

Financing charges were some € 4.9 million higher than in
2001. Of this € 1.6 million represented interest charges
for Start. The remainder concerned the increase at
United Services Group, in that interest on loans agreed



the time of acquisition, decisions having been reached on
this in regard to measures to be taken.

The syndicated loan was refinanced during the course of
2002 whereby the loan conditions, the covenants, were
linked to the ratio of operating result to net interest, as
well as net debt to operating result before interest,
taxes, depreciation charges and amortisation (EBITDA).

Once again in 2002 the activities of Fa-med had an impor-
tant influence on balance sheet ratios. Amounts of € 45
million (2001: € 32 million) and € 27 million (2001: € 22 mil-
lion) respectively were incorporated in the items receivables
and other debt, where Fa-med is responsible for collection.
The related turnover from the medical specialists for whom
Fa-med conducts invoicing totals € 300 million (2001: € 228
million). The profit and loss account of United Services
Group only incorporates the fee charged by Fa-med.

Cash flow from ordinary activities in 2002 totalled € 50
million. This is an improvement of € 11 million com-
pared with 2001. This cash flow was mainly devoted to
software and rebuilding at branches, as well as the
acquisition of Start. This was financed with a share
issue. We foresee an investment volume of some € 10
million in 2003.

The annual accounts for 2001 incorporated a dividend of 
€ 13.1 million, whereas a 25% cash dividend payment had
been assumed. The cash percentage eventually came to
around 23% whereby € 0.2 million reverted to other
reserves. 

As from financial year 2003 there have been changes in
guidelines for annual reporting in the area of incorpora-
tion of the dividend. A dividend payout which is deter-
mined after balance sheet date is to be incorporated as a
development after balance sheet date. In anticipation of

this the balance sheet as per 31 December 2002 has been
drawn up before profit allocation. With a cash pay out of
40% this has an effect on capital of € 4.5 million (2001: 
€ 3 million) at 31 December 2002.

Pursuant to the guidelines earnings per share are calcu-
lated on the basis of the average number of shares
issued in 2002 (21,853,174).

Pe rs o n n e l

The average number of indirect personnel increased from
1,784 to 4,247. The number of temporary and project
personnel on a fulltime basis increased from 13,964 to
29,722.
This strong rise was mainly due to the acquisition of
Start.

D i v i d e n d

For a substantial number of years United Services Group’s
dividend has been set at 33.3% of net profit. For the year
2002 this would mean a dividend payout of € 8.3 million.
However, as set out in the report, 2002 was an unusual
year with disappointing results in the technical field, and
the acquisition of Start. On this basis it is proposed that
there should be a non-recurring increase in the dividend
percentage to around 46%, whereby the total dividend
payable would come to € 11.3 million. The dividend per
share amounts to € 0.50 (2001: € 0.65), by option in cash
or shares.
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PROSPECTS

Given the background whereby economic recovery has
not yet materialised so far, it is reasonable to expect that
further slim-down operations within the business com-
munity will lead to a further increase in unemployment.
In the shorter term these developments stand in the way
of a powerful recovery in demand for flexible labour, but
looking further ahead they will inevitably lead to
increased demand for temporary and project personnel. 

On completion of the slim-down operation there will be
an increase in demand for temporary and project person-
nel, for instance as solutions for sick leave, in peak peri-
ods, for projects and for vacations. Moreover, in view of
the uncertain economic climate the initial reaction will be
to deploy temporary personnel as interim solutions for
fulltime vacancies. 

Recovery is first expected in the so-called early cycle
industrial segment. The service portfolio of Start
Nederland makes us confident that this operating com-
pany has a promising starting position to be the first to
fully benefit from this.

In view of the uncertain economic situation it is not fea-
sible to make a statement on turnover and profit devel-
opment in the year 2003. 

Almere, 19 March 2003

Executive Board 

Alex D. Mulder (CEO)
Ron Icke RA (CFO)
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Provisions

Pension provisions are calculated on actuarial principles.

Deferred taxation is calculated at the relevant rate for the

difference between commercial and fiscal capital. Other

provisions are valued at par.

Result

The result is determined as the difference between net

turnover and related costs for the year, with due regard to

the above-mentioned valuation systems. Profit on transac-

tions is taken into account in the year in which such profit is

realised and losses in the year in which provisions can be

formed.

Net turnover

Net turnover designates the return on services supplied

(exclusive of group services) after deduction of turnover tax

and discounts to customers. 

Taxes 

Corporation tax is calculated on the basis of the result, with

due account taken of definite exemptions. Determination

of the tax position takes account of such fiscally compen-

satable losses as are present insofar as they can be settled

in due course. 

Translation of foreign currency

Assets and liabilities in foreign currencies are translated at

the rates pertaining on balance sheet date. Resulting

exchange rate differences are booked to the profit and loss

account. Assets and results of non-Dutch group companies

are translated at the rates pertaining on balance sheet

date. Currency exchange differences on assets resulting

from differences on balance sheet date between exchange

rates at the start and end of the year are incorporated in

other reserves.

Amortisation

Amortisation of goodwill also incorporates the extraordi-

nary depreciation of value on the goodwill.

System modification

Pursuant to the guidelines for annual reports as imple-

mented on 1 January 2003, in the annual accounts for 2002

allocation of the result is no longer incorporated in the bal-

ance sheet. This has an effect of some € 4.5 million (40%

cash dividend) on shareholders’ equity.

General

In drawing up the annual accounts of United Services Group

the corporate profit and loss account makes use of the

exemption as of article 402 Book 2 of the Dutch Civil Code.

Intangible f ixed assets

Goodwill is taken to mean the difference between historic

cost price and net asset value of the company acquired

and/or the actual value of the assets acquired, after deduc-

tion of liabilities, with due account of the related fiscal

effects insofar as these are considered feasible. Deprecia-

tion charges are deducted from the thus determined good-

will. Depreciation is linear over a period of 20 years. 

Extraordinary depreciation of values is assessed annually. In

the event of such facts or circumstances arising as to give

rise to doubt on the feasibility of earning back book value,

an appropriate downward revaluation shall take place in

line with extraordinary depreciation of value.

Tangible f ixed assets

Tangible fixed assets are valued at purchase price less

depreciation charges, determined on the basis of estimated

economic life span. The depreciation charges amount to a

percentage of historic cost price.

Financial f ixed assets

Participations in group companies are valued at net asset

value calculated in line with the company’s valuation princi-

ples. Receivables from group companies are shown at nom-

inal value. Other receivables are shown at cash value. 

Other receivables are almost all incorporated at par. 

Receivables,  cash at banks and in hand, debt

and transitory assets and l iabil it ies 

Receivables, cash at banks and in hand, debt and transitory

assets and liabilities are included at par. Where required

provisions are formed for potential bad debts. 

Principles for balance sheet valuation, calculation of results and consolidation
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On 23 May 2002 United Services Group N.V. acquired 51% of

the shares of Start Holding B.V. (Start). Effective 1 June 2002

the financial information of Start has been included in the

annual accounts of United Services Group. Stichting Start’s

remaining 49% interest is presented in these annual

accounts under the share of third parties. 

On 4 March 2003 United Services Group acquired the

remaining 49% interest in Start.

On 13 June 2002 all the shares of Kontek Engineering were

sold to the company’s management. Kontek’s technically

oriented and capital-intensive activities matched progres-

sively less well with the core activities of the Group. Kon-

tek’s annual turnover totalled € 5 million. Kontek’s financial

information was included in the annual accounts for 2002,

up to 1 June.

Mutual claims and debts as well as mutually provided serv-

ices are eliminated for the purpose of consolidation. 

United Services Group has declared several liability on behalf

of the majority of its Dutch subsidiaries for debts arising

from legal actions, pursuant to article 403 para 1f of Book 2

of the Dutch Civil Code. 

Statement of cash flow

In principle the statement of cash flows is compiled based

on the comparison between the net starting and end fig-

ures for the relevant financial year. The cash flow from

operational activities is determined according to the indi-

rect method, whereby the reported result is adjusted for

result components that have not led to revenues and/or

expenditures during the financial year. The item acquisition

of group companies comprises the total investment in

acquisition of the participating interest, hence inclusive of

goodwill paid. The cash resources present in the consolidat-

ed participations are deducted from the purchase price.

Consolidation

In addition to the financial figures of United Services Group,

the consolidated annual accounts for 2002 also comprise

the financial details of most important group companies

listed below (100% shareholding unless otherwise stated).

The full list of participations has been submitted to the

Trade Register.

Where control is gained or lost during the course of the

financial year, by acquisition or disposal of shares, the

financial details of the relevant company are included in the

consolidation from the moment control is acquired, or the

loss thereof.

■ Ad Rem, Andelst 

■ Avenue Louise Interim, Brussels

■ Call-IT International, Weert

■ Fa-med, Amersfoort

■ InterCollege Business School, The Hague

■ Luzac College Nederland, The Hague

■ Nieuw Abel Tasman College, Curaçao (51%)

■ Secretary Plus Management Support, The Hague

■ Secretary Plus Management Support, Brussels

■ Secretary Plus Management Support, Frankfurt

■ Sesa Start España, Madrid

■ Short Track Uitzendburo, Almere

■ Start Societa di fornitura di Lavoro Temporaneo, Milan

■ Start Uitzendbureau, Gouda

■ Stichting Start Kans, Gouda

■ Subcontract, Lisbon

■ Technicum Uitzendburo, Almere

■ Telecom Direct Almere, Almere

■ Unique Interim, Brussels

■ Unique Interim, Madrid

■ Unique Nederland Beheer, Almere

■ Unique Personal, Bornheim

■ United Capacity, Amsterdam

■ United ICT Solutions, The Hague 

■ United ICT Solutions, Antwerp

■ United Independent Solutions, Almere

■ United Technical Solutions, Almere

■ United Technical Solutions, Antwerp

■ United Technical Solutions Energy, Beverwijk
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2002 2001

Fixed assets

Intangible fixed assets 154,943 152,459

Tangible fixed assets 67,312 26,748

Financial fixed assets 55,593 4,515_______________ _______________

277,848 183,722

Current assets

Receivables

Trading receivables 283,502 142,779

Other receivables 18,759 10,703

Transitory assets 31,156 10,522_______________ _______________

333,417 164,004

Cash at banks and in hand 17,613 19,751_______________ _______________

628,878 367,477

Al l  amounts in  thousands of  euros

Consolidated balance sheet at 31 December 2002 before profit allocation*

* 2001 based on information after profit allocation. 
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2002 2001

Shareholders’ equity 191,563 122,953

Share of third parties 49,544

Provisions 25,687 11,806

Long-term debt 101,330 98,164

Short-term debt

Bank credit 55,049 21,658

Trading liabilities 42,397 30,478

Taxes and social security premiums 44,389 29,392

Debt re acquisitions 4,232 3,851

Advance payments 7,463 6,993

Pensions 11,325 1,399

Other debt 79,950 31,467

Transitory liabilities 15,949 9,316_______________ _______________

260,754 134,554

_______________ _______________

628,878 367,477

Al l  amounts in  thousands of  euros
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2002 2001

Net turnover 1,104,527 600,402

Salary costs 859,320 432,442

Depreciation charges 21,111 7,497

Other costs 155,491 86,905_______________ _______________

Operating costs 1,035,922 526,844_______________ _______________

Operating result 68,605 73,558

Financial income and charges

Result sale of participation 878

Interest income 1,014 373

Interest charges 9,190 3,679_______________ _______________

Outcome of financial income and charges -7,298 -3,306_______________ _______________

Result of ordinary operations before taxation 61,307 70,252

Taxation result of ordinary operations -20,377 -24,156_______________ _______________

40,930 46,096

Share of third parties -6,932_______________ _______________

Net profit before amortisation of goodwill 33,998 46,096

Amortisation of goodwill -9,170 -7,016_______________ _______________

Net profit 24,828 39,080

Earnings per share* after amortisation of goodwill in euros 1.14 1.94

Earnings per share* diluted (after granting of options) 

after amortisation of goodwill in euros 1.12 1.91

Al l  amounts in  thousands of  euros unless  stated otherwise

Consolidated profit and loss account for 2002 

* 2002 based on the average total issued shares, 2001 based on end of year.
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2002 2001

Cash flow from ordinary activities

Operating result 68,605 73,558

Amortisation of goodwill -9,170 -7,016

Depreciation charges 30,281 14,513

Changes in provisions -10,312 1,530

Changes in working capital 5,193 -16,569_______________ _______________

84,597 66,016

Cash flow from business operations

Result sale of participation 878

Interest received 1,014 373

Interest paid -9,190 -3,679

Tax on profits paid -20,377 -24,156

Share of third parties in result -6,932_______________ _______________

-34,607 -27,462_______________ _______________

Cash flow from ordinary activities 49,990 38,554

Cash flow from investment activities

Investments in tangible fixed assets -22,082 -52,506

Divestments of tangible fixed assets 955 39,281

Acquisition of group companies -59,339 -95,277

Increase in financial fixed assets -2,488_______________ _______________

Cash flow from investment activities -82,954 -108,502

Cash flow from financing activities

Dividend 221 -2,204

Financing by/repayment of loans 3,166 75,132

Issue of shares 44,580

Cost of shares, exchange rate differences -1,018 -52_______________ _______________

Cash flow from financing activities 46,949 72,876_______________ _______________

Net cash flow 13,985 2,928

Net cash position 1 January -1,907 -4,835

Bank credit Start on acquisition -49,514_______________ _______________

-51,421 -4,835

Net cash position 31 December -37,436 -1,907_______________ _______________

Changes in cash position, including acquisition of Start 13,985 2,928

Al l  amounts in  thousands of  euros

Consolidated statement of cash flow 
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Intangible fixed assets

Situation at 1 January 2002

Purchase value 162,568

Cumulative depreciation charges -10,109_______________

Book value 152,459

Changes in book value

Investments 14,299

Consolidations 3,000

Divestments -5,645

Depreciation charges -8,427

Extraordinary decrease in value -743_______________

Balance 2,484

Situation at 31 December 2002

Purchase value 173,623

Cumulative depreciation charges -18,680_______________

Book value 154,943

Depreciation percentage 5

Al l  amounts in  thousands of  euros unless  stated otherwise

Notes to the consolidated balance sheet
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Buildings Other fixed

and land operational assets Total

Tangible fixed assets

Situation at 1 January 2002

Purchase value 1,017 56,881 57,898

Cumulative depreciation charges -138 -31,012 -31,150_______________ _______________ _______________

Book value 879 25,869 26,748

Changes in book value

Investments 15 22,067 22,082

Consolidations 40,548 40,548

Divestments -955 -955

Depreciation charges -70 -21,041 -21,111_______________ _______________ _______________

Balance -55 40,619 40,564

Situation at 31 December 2002

Purchase value 1,032 180,715 181,747

Cumulative depreciation charges -208 -114,227 -114,435_______________ _______________ _______________

Book value 824 66,488 67,312

Depreciation percentage 2,5 10 - 33,3

2002 2001

Financial fixed assets
Tax claim 54,376 4,515

Custody account linked to mortgage loan 1,217_______________ _______________

55,593 4,515

Al l  amounts in  thousands of  euros unless  stated otherwise 
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Tax claim

This relates to deferred taxation regarding fiscally deductible goodwill and loss

compensation, at the German Holding, Start Netherlands and Start Spain.

Custody account

The custody account under this heading, which is held by an insurance company,

will be devoted to financing of an adjustment to commenced pensions, for which

a provision has been formed.

Trading receivables

Trading receivables are valued at face value with a deduction for possible

irrecoverable debt.

Other receivables

Other receivables include a taxation item of € 12.1 million (2001: € 0.7 million)

relating to fiscal loss compensation to be realised within one year. This item is

almost totally attributable to Start. The long-term portion is incorporated under

financial fixed assets.

Cash at banks and in hand

Cash at banks and in hand includes amounts at banks.

Notes to the consolidated balance sheet 
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Shareholders’ equity

For specification refer to the corporate balance sheet.

Long-term debt

Long-term debt includes the following loans:

Debt Interest Debt Interest 

2002 2002 2001 2001

Syndicated loan 100,000 euribor + 1.25% 86,136 euribor + 1.25%

Fixed-rate loan 283 6.50% 4,500 5.28%

Roll-over loan 6,807 euribor + 0.85%

Mortgage loan 141 6.875% 309 6.875%

Investment credit 860 4.25%-5.25%

Leasing debts 46 7.75% 412 7.65%_______________ _______________

101,330 98,164

The syndicated loan, the fixed-rate loan and the rollover loan were repaid in

full in 2002 and were replaced by one new loan under the following conditions:

Principal: € 100 million 

Repayment: In 16 instalments of € 6.25 million with the first due on

28 February 2004 and the last on 28 November 2007

Interest percentage: Euribor + 1,25%

Financial conditions: Interest Cover Ratio, Ebit to Net Internet Expense must

exceed 5:1

Total Net Debt to Ebitda in 2002 must be lower than

2.25:1 and for subsequent years 2:1

Other long-term debt has an average remaining period of 2.5 years,

The short-term portion of the above-mentioned loans is included as short-

term debt under the item bank credit.

Some 75% of the interest risk on the syndicated loan is hedged by means of 

an interest swap, whereby interest is pegged at 5.8%. The remaining period is 

4 years, whereby the reduction of the interest swap is related to the repay-

ment of the syndicated loan.

Amounts in  thousands of  euros unless  stated otherwise
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2002 2001

Provisions

Specification at 31 December is as follows:

Reorganisation provision 22,584

Acquisition obligations 8,743

Pensions 1,230 5

Deferred taxation 575 439

Major maintenance 45 45

Other provisions 1,253 2,574_______________ _______________

25,687 11,806

The development of provisions can be further analysed as follows:

2002

Situation at 1 January 2002 11,806

Acquisition 30,409

Reduction provision acquisition obligations -8,743

Application of provisions -7,785_______________

25,687

The reorganisation provision concerns costs resulting from the integration of the

head offices of Start and United Services Group, as well as further restructuring.

The commenced pensions provision comprises liabilities calculated on actuarial

principles at 4% fictitious interest.

The provision for deferred taxation is calculated on the basis of the currently

applicable rate for the difference between fiscal and commercial capital.

Other provisions relate, among other things, to the completion or the winding up

of several companies.

Notes to the consolidated balance sheet

Amounts in  thousands of  euros
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Bank credit

Bank credit includes repayments due on long-term accounts in 2003, for an

amount totalling € 15.1 million.

The other € 40.0 million relates to debit balances at current account with several

banks, whereby the interest due is euro base rate plus 1.25%. Total financing scope

at current account totals € 145 million.

Obligations not shown on the balance sheet

The annual amount for real estate lease obligations and for lease and other

obligations entered into with third parties totals approximately € 43 million 

(2001: € 21 million). The average duration of these obligations is 4.0 years.

There are fixed obligations for additional payments for the purchase of Call-IT

International B.V. amounting to € 3,6 million. This obligation will be met in 

4 annual instalments in the form of shares of United Services Group N.V. The issue

price shall be set at the average of closing prices during a period of three weeks

prior to the time of payment.
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Notes to the consolidated profit and loss account 

Breakdown per activity

United Office United Temping United Technical

Services Services Services

2002 2001 2002 2001 2002 2001

Net turnover 428,171 395,409 503,922 130,249 166,079

Operating result 39,257 45,018 22,957 2,576 19,993

Operating result as 

percentage of turnover 9.2% 11.4% 4.6% 2.0% 12.0%

Capital invested 83,774 83,183 173,293 26,171 31,263

Investments 1,913 22,565 11,189 5,093 4,747

Depreciation charges 7,665 5,642 11,878 1,451 1,170

Personnel on fulltime basis 12,732 11,565 17,699 2,780 3,527

Geographic spread Netherlands Belgium Germany

2002 2001 2002 2001 2002 2001

Net turnover 779,739 407,455 144,276 145,163 26,547 32,184

Capital invested 329,776 214,605 21,901 20,013 23,761 16,998

Investments 32,710 116,543 678 13,909 121 1,513

Personnel on fulltime basis 20,912 10,157 3,966 4,023 860 1,148

Al l  amounts in  thousands of  euros unless  stated otherwise
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United Other

Communications activities Head office Total

2002 2001 2002 2001 2002 2001 2002 2001

15,945 12,988 26,240 25,926 1,104,527 600,402

692 4,456 3,353 4,553 -230 -462 68,605 73,558

4.3% 34.3% 12.8% 17.6% 6.2% 12.3%

10,212 8,013 16,663 15,667 113,060 116,455 423,173 254,581

477 41 1,308 3,612 16,401 101,043 36,381 132,008

961 100 2,203 2,151 6,123 5,450 30,281 14,513

359 206 192 271 207 179 33,969 15,748

Spain Italy Other countries Total

2002 2001 2002 2001 2002 2001 2002 2001

136,104 12,288 11,486 6,375 3,312 1,104,527 600,402

43,768 2,739 3,608 359 226 423,173 254,581

2,664 145 63 43 36,381 132,008

7,053 352 516 662 68 33,969 15,748
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Numbers employed

Numbers employed by United Services Group and its group companies in 2002

stood at an average fulltime equivalent of 4,247 (2001: 1,784), The number of

temporary and project staff – also calculated on a fulltime basis – totalled

29,722 (2001: 13,964).

The following amounts were disbursed during the year under review:

2002 2001

Wages and salaries 645,598 353,859

Social security charges 197,294 75,279

Pension charges 16,428 3,304_______________ _______________

859,320 432,442

Payments to members of the Executive and Supervisory Boards

Individual payments to members of the Executive Board who were in 

office during the financial year were as follows: 

Fixed Variable

payments Payments Total Options

A.D. Mulder 333,528 68,605 402,133 37,334

Y.L.M.E. Dierckxsens 285,881 68,605 354,486 18,500

L.W. Houwen 285,881 68,605 354,486 37,333

R. Icke 285,881 68,605 354,486 37,333_______________ _______________

1,465,591 130,500

The variable payment concerns a percentage of the result of the group 

as a whole.

Under the options plan the members of the executive board were granted 

a total of 24,000 unconditional options in 2002 (2001: 24,000). In 2001 

payments to members of the Executive Board totalled € 1,366,342. 

Al l  amounts in  thousands of  euros unless  stated otherwise 

Notes to the consolidated profit and loss account
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Individual payments to members of the supervisory board who were in office

during the financial year were as follows: 

Periodic

payments

C.J. Brakel 27,227

Prof. M.H. Battaille 18,151

J.H. van Heijningen Nanninga 18,151

Prof. C.N.A. Molenaar 18,151_______________

81,680

Payments to supervisory directors in 2001 totalled € 75,960.

Result of sale of participation 

This item incorporates profit relating to the sale of the shares of Kontek

Engineering.

2002 2001

Taxes

Corporation tax due on the result 20,834 25,625

Corporation tax re liquidations 6 -635

Corporation tax re preceding years -463 -834_______________ _______________

20,377 24,156

Average nominal percentage 34.0% 36.5%

Re liquidations 0.0% -0.9%

Re preceding years -0.8% -1.2%_______________ _______________

Total taxes as percentage 33.2% 34.4%

The average nominal percentage relates to rates applying in the countries

where United Services Group N.V. is active, with due account taken of

regulations applying in the relevant country in regard to non-deductible 

items and/or additional deductible items.
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2002 2001

Fixed assets

Intangible fixed assets 63,171 52,062

Tangible fixed assets 90 114

Financial fixed assets

Participations in group companies 102,092 45,281

Receivables/liabilities group companies 109,524 98,796_______________ _______________

211,616 144,077

Current assets

Receivables

Other receivables and transitory assets 15,052 18,929

Cash at banks and in hand 9,799 3,367_______________ _______________

299,728 218,549

Al l  amounts in  thousands of  euros

Corporate balance sheet at 31 December 2002 before profit allocation*

* 2001 based on information after profit allocation.
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2002 2001

Shareholders’ equity

Paid up and called up capital 22,684 20,191

Share premium 73,829 32,761

Other reserves 70,222 70,001

Retained profit 24,828_______________ _______________

191,563 122,953

Provisions 150 349

Long-term debt 100,000 87,792

Short-term debt

Bank credit 6,807

Other debt and transitory liabilities 1,208 7,455_______________ _______________

299,728 218,549

Al l  amounts in  thousands of  euros
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2002 2001

Result of participations after taxation 25,469 42,248

Result United Services Group after taxation -641 -3,168_______________ _______________

Net result 24,828 39,080

Al l  amounts in  thousands of  euros

Corporate profit and loss account for 2002
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General

Valuation principles for assets and liabilities and for the determination of 

the result are stated above under ‘Principles for balance sheet valuation,

calculation of results and consolidation’.

Receivables Participations

from group in group

companies companies Total

Book value at 1 January 2002 98,796 45,281 144,077

Result 2002 25,469 25,469

Acquisition of participations 44,335 44,335

Sale of participations -998 -998

Dividends -11,995 -11,995

Changes at current account 10,728 10,728_______________ _______________ _______________

Book value at 31 December 2002 109,524 102,092 211,616

Paid-up and called-up capital

At 31 December 2002 corporate capital totalled € 96,000,000 divided into

96,000,000 shares of € 1.00 nominal value.

Changes in paid up and called-up capital in 2002 are as follows:

Number of Nominal

shares value

Situation at 1 January 2002 20,190,918 20,191

Stock shares 469,233 469

Issue dated 24 April 2002 1,998,901 1,999

Issue due to exercise of options 25,250 25_______________ _______________

Situation at 31 December 2002 22,684,302 22,684

Al l  amounts in  thousands of  euros unless  stated otherwise

Notes to the corporate balance sheet
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Share premium

Developments in 2002 were as follows:

Situation at 1 January 2002 32,761

Stock shares -469

Issue 41,977

Issue due to exercise of options 578

Other changes -1,018_______________

Situation at 31 December 2002 73,829

Other reserves

Developments in 2002 were as follows:

Situation at 1 January 2002 70,001

Dividend 2001 221_______________

Situation at 31 December 2002 70,222

Retained profit

Result 2002 24,828

Option rights

Option rights have been granted for shares of United Services Group with an

exercise period of five years. In 2002, a total of 81,452 rights were granted on

shares of United Services Group, A total of 25,250 option rights were exercised

in 2002 while 6,981 option rights lapsed. A total of 309,086 option rights were

outstanding at 31 December 2002.

Directors

Total Executive operating Other

options directors companies personnel Price Due date

65,000 42,500 15,000 7,500 € 26.32 8 May 2003

46,922 19,500 8,250 19,172 € 25.84 4 May 2004

51,034 20,500 17,000 13,534 € 25.75 26 April 2005

65,133 24,000 20,000 21,133 € 21.70 28 April 2006

80,997 24,000 35,000 21,997 € 23.20 25 April 2007_______________ _______________ _______________ _______________

309,086 130,500 95,250 83,336

Al l  amounts in  thousands of  euros unless  stated otherwise

Notes to the corporate balance sheet
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Almere, 19 March 2003

Supervisory Board

C.J. Brakel (chairman)

Prof. M.H. Battaille de Stappens de Nieuwenhove

J.H. van Heijningen Nanninga 

Ms M.E. van Lier Lels

Prof. C.N.A. Molenaar

Prof. B. de Vries

Executive Board

A.D. Mulder (CEO)

R. Icke (CFO)
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Auditor’s report

Introduction

We have audited the financial statements of United

Services Group N.V, Almere, for the year 2002 as presented

in this annual report. These financial statements are the

responsibility of the company’s management. Our respon-

sibility is to express an opinion on these financial state-

ments based on our audit.

Scope

We conducted our audit in accordance with auditing stan-

dards generally accepted in the Netherlands. Those stan-

dards require that we plan and perform the audit to obtain

reasonable assurance about whether the financial state-

ments are free of material misstatement. An audit includes

examining, on a test basis, evidence supporting the

amounts and disclosures in the financial statements. An

audit also includes assessing the accounting principles used

and significant estimates made by management, as well as

evaluating the overall financial statement presentation. We

believe that our audit provides a reasonable basis for our

opinion,

Opinion

In our opinion, these financial statements give a true and

fair view of the financial position of the company as at 31

December 2002 and of the result for the year then ended in

accordance with accounting principles generally accepted in

the Netherlands and comply with the financial reporting

requirements included in Part 9, Book 2 of the Dutch Civil

Code.

Amsterdam, 19 March 2002

PricewaterhouseCoopers Accountants N.V 

Events after balance sheet date

Exercise of call option Start Holding B.V.

On 4 March 2003 United Services Group exercised the call

option relating to the shares of Start Holding B.V., thus

acquiring the remaining 49% interest.

The cost price of this interest totalled € 100 million and was

financed by a subordinated loan to Stichting Start, the for-

mer shareholder of Start Holding.

This loan is conditional on full subordination, 4% interest

and repayment in 10 years commencing 2 years after exer-

cise of the option.

Incorporation of the dividend

As from 2002 the proposed final dividend, for the financial

year, to ordinary shareholders will no longer be presented

under short-term debt but will be presented under Share-

holders’ equity until such time as the General Meeting of

Shareholders reaches a decision on this. As a consequence

this altered manner of presentation Shareholders’ equity

will increase to € 4.5 million (cash dividend 40%) at the end

of 2002. Application of this altered manner of presentation

in the financial year 2001 would result in € 3,1 million high-

er shareholders equity.

SUPPLEMENTARY INFORMATION
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Profit al location

A dividend is proposed of € 0.50 per ordinary share in cash

or by choice in shares. With a total of 22,684,302 shares this

means a dividend of € 11,342,151.

Statutory provisions concerning profit allocation 

Article 27

Item 1. From profit realised in the last financial year, such

amounts shall be reserved as determined by the

Executive Board with the approval of the Supervisory

Board.

Item 2. Profit remaining thereafter shall be at the disposal of

the General Meeting of Shareholders.

Item 3. The company may only decide to pay dividends to

shareholders, chargeable to reserves not required to

be held by law, at the proposal of the Executive

Board, duly approved by the Supervisory Board.

Item 4. The company may only pay dividends to shareholders

insofar as its own capital exceeds that part of capital,

which is issued and fully paid-up, plus legal reserves.

Article 28

Item 3. The Executive Board is authorised, with the prior

approval of the Supervisory Board, to pay an interim

dividend, with due consideration to the stipulations

of article 105, Book 2 of the Dutch Civil Code.

Item 4. The General Meeting of Shareholders may, at the

proposal of the Executive Board, and with prior

approval of the Supervisory Board, decide that divi-

dends shall be paid wholly or in part in the form of

shares in the capital of the company. 
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2002 2001

Consolidated profit and loss account

Net turnover 1,104,527 600,402

Percentage growth on preceding year 84.0% 15.9%

Operating result 68,605 73,558

Percentage growth on preceding year -6.7% 18.4%

Percentage of net turnover 6.2% 12.3%

Result from ordinary operations after taxation 40,930 46,096

Net profit before amortisation of goodwill 33,998 46,096

Percentage growth on preceding year -26,2% 18.1%

Percentage of net turnover 3.1% 7.7%

Cash flow 55,109 53,593

Dividend 11,342 13,124

Dividend/net profit 45.7% 33.6%

Consolidated Balance Sheet

Fixed assets 277,848 183,722

Working capital 90,276 49,201_______________ _______________

368,124 232,923

Shareholders’ equity 191,563 122,953

Share of third parties 49,544

Long-term loan capital 127,017 109,970_______________ _______________

368,124 232,923

Other key figures

Shareholders equity/total equity 30.5% 33.5%

Shareholders equity/capital invested 45.3% 48.3%

Current assets/ current liabilities 1.35 1.37

Number of shares 22,684,302 20,190,918

Per share in euros

2002 based on average issued shares 

Net profit before amortisation of goodwill 1.56 2.28

Net profit 1.14 1.94

Dividend 0.50 0.65

Shareholders’ equity 8.77 6.09

Cash flow 2.52 2.65

NINE-YEAR REVIEW

All amounts in  thousands of  euros unless  stated otherwise
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2000 1999 1998 1997 1996 1995 1994

517,969 446,794 367,552 284,108 224,473 199,388 169,464

15.9% 21.6% 29.4% 26.6% 12.6% 17.7%

62,139 46,992 37,159 26,259 19,274 9,666 6,856

32.2% 26.5% 41.5% 36.2% 99.4% 41.0%

12.0% 10.5% 10.1% 9.2% 8.6% 4.8% 4.0%

39,018 31,441 24,647 18,824 14,841 7,480 4,905

39,018 31,441 24,083 18,472 13,873 7,404 4,825

24.1% 30.6% 30.4% 33.2% 87.4% 53.5%

7.5% 7.0% 6.6% 6.5% 6.2% 3.7% 2.9%

44,340 37,720 28,356 21,575 16,160 9,816 7,548

12,208 10,192 8,027 6,131 1,673 2,775 1,726

33.3% 33.2% 33.3% 33.2% 12.1% 37.5% 35.8%

111,524 66,214 13,036 8,673 8,303 7,085 5,005

5,425 8,551 13,010 17,820 14,303 14,935 15,257_______________ _______________ _______________ _______________ _______________ _______________ _______________

116,949 74,765 26,046 26,493 22,606 22,020 20,262

86,129 51,450 23,891 24,180 18,255 19,509 17,369

30,820 23,315 2,155 2,313 4,351 2,511 2,893_______________ _______________ _______________ _______________ _______________ _______________ _______________

116,949 74,765 26,046 26,493 22,606 22,020 20,262

37.9% 31.6% 23.3% 33.9% 26.0% 34.9% 35.7%

65.0% 64.3% 78.1% 84.4% 76.1% 87.3% 77.2%

1.05 1.10 1.17 1.40 1.30 1.44 1.54

19,690,919 19,230,500 18,973,812 17,321,455 16,983,365 16,832,685 16,733,450

1.98 1.63 1.36 1.07 0.82 0.44 0.29

1.86 1.58 1.36 1.07 0.82 0.44 0.29

0.62 0.53 0.42 0.35

4.37 2.67 1.35 1.40 1.08 1.15 1.04

2.25 1.96 1.60 1.24 0.95 0.59 0.45
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Prof. Molenaar is an independent consultant in internet and

e-marketing applications. Prior to this he was managing

director and founder of One2one interactive marketing and

Ogilvy & Mather Dataconsult. His period in office ends in

2004.

Prof. Bert de Vries (1939) joined the Supervisory Board in

December 2002. He graduated cum laude in economics in

1964 and gained his PhD in 1975 at the Vrije Universiteit,

Amsterdam. From 1989 to 1994 he served as Minister of

Social Affairs and Employment and currently holds a number

of supervisory and executive directorships. In addition to the

chair of bodies including Stichting Start and Start Foundation,

he is a supervisory director of Imtech N.V., F. van Lanschot

Bankiers N.V., Eneco N.V., Quest International Nederland, and

Travel Unie International Nederland. His period in office ends

in 2006. 

Profi les Supervisory Board

Cor J. Brakel (1937) has chaired the Supervisory Board since

mid-1998. He chaired the Executive Board of Wolters Kluwer

N.V. up to the end of 1999. Before this he held positions with

companies including Shell and Elsevier. An economist by

training, Mr Brakel sits on the supervisory boards of compa-

nies including Aalbers Industries N.V., Athlon Groep N.V.,

Kappa Holding B.V. and Koninklijke Numico N.V. His period in

office ends in 2006.

Prof. Marc H. Battaille de Stappens de Nieuwenhove

(1934) joined the Supervisory Board in 1998. He holds a num-

ber of supervisory and executive board positions with com-

panies including Inex Group Belgium, Van Beveren

Aluminium Belgium and Acacia Holdings (USA and Hong

Kong). Prof. Battaille is also involved in the Executive

Programs faculty of Pennsylvania State University. His period

in office ends in 2006.

Joost H. van Heijningen Nanninga (1946) joined the

Supervisory Board in April 2001. He is a partner in Egon

Zehnder International and has broad expertise in the fields of

personnel and organisation. Mr Van Heijningen Nanninga sits

on the supervisory boards of companies including Exact

Holding N.V., Krauthammer (Brussels) and European Estate

Publishers B.V. He is also an active member of various foun-

dations and associations, including the United World College

Foundation and the Vereniging Rembrandt. His period in

office ends in 2005.

Marike M.E. van Lier Lels (1959) joined the Supervisory

Board in December 2002. She graduated from technical col-

lege in 1979 and from Delft Technical University in 1986. Since

then she has held a number of executive directorships with

companies including Koninklijke Nedlloyd, Van Gend & Loos

and Deutsche Post Euro Express. Ms Van Lier Lels is Executive

Vice President and COO of the Schiphol Group and a member

of the Supervisory Commission of Delft Technical University,

the Supervisory Board of KPN and the advisory board of

Rabobank Nederland. Her period in office ends in 2006.

Prof. Cor N.A. Molenaar (1949) joined the Supervisory

Board in April 2000. In January 1997 he gained his PhD in

application potential for information technology in market-

ing. In March 1999 he was appointed to the chair of e-mar-

keting at Erasmus University Business School, Rotterdam.

SUPERVISORY BOARD & EXECUTIVE BOARD 
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Belgian industrial association Federgon (temporary employ-

ment, recruitment & selection, outplacement, projects, se-

condment and interim management), since 2001. He has

been a member of the Group Executive Committee of United

Services Group since the year 2000 and as its Executive Vice

President is responsible for the operating companies in

Belgium, Spain and Portugal.

Leo W. Houwen (1949) held a number of commercial posts

after leaving high school. In 1975 he joined Interlance

Uitzendburo as a district manager. In 1980, by then commer-

cial director, he was appointed managing director of

Interlance (later acquired by Vedior Holding). In 1989, as man-

aging director of Vedior Uitzendbureaux he made the transi-

tion to Unique Uitzendburo where he has been part of the

Executive Board since 1992. Leo Houwen joined the board of

the Dutch Association of Temporary Employment Companies

(ABU) in 1994. He is now the association’s vice chairman. As

Executive Vice President within the Group Executive

Committee of United Services Group he is responsible for cor-

porate marketing, communications, development and

investor relations.

Erwin van Iersel (1962) started his career in the temporary

employment industry in 1989 as a branch manager with

Start. He went on to fill positions including district manager,

regional director – and managing director of Start Nederland

and then Start Holding. His academic record includes techni-

cal college qualifications in Technical Business Administration

and an MBA. Effective 1 January 2003 he was appointed to

the Executive Committee as Executive Vice President. His

responsibilities include the United Temping Services division

(Start-operations) in the Netherlands and Italy.

Profi les Executive Board

Alex D. Mulder (1946) set up Unique Uitzendburo at the

age of 26. Between 1972 and 1996 Unique developed into a

leading player in the employment market with 114 branches

in the Netherlands and Belgium. In 1997 the company

merged with Goudsmit N.V. becoming the publicly listed

United Services Group, with Alex Mulder as CEO and President

on the Executive Board. His responsibilities also include strat-

egy, human resources and acquisitions. He also chairs the

Group Executive Committee.

Ron Icke RA (1957) was an accountant with Pricewater-

houseCoopers (as it is today) for 14 years. He qualified with

the Dutch accountancy body NIVRA as chartered accountant

in 1986. Alongside general auditing this period mainly focused

on acquisition investigations. In 1991 Ron Icke made the

transition from accountancy to Goudsmit where he was

appointed director. Since the 1997 merger between

Goudsmit and Unique International, as CFO, Ron Icke has

been responsible for finance and administration, acquisitions,

legal affairs and investor relations. He is also a member of

the Group Executive Committee.

Profi les Group Executive Committee

The Group Executive Committee comprises the Executive

Board and:

Hans H.W.H. Coffeng (1967) was an intern with Unique

Netherlands in 1993 as the final stage of his course in

Organisation and Employment Sociology at the National

University of Groningen. After a career running from inter-

mediary to general manager of Unique Nederland in 2000, in

2001 he was appointed director heading the United Office

Services division. Effective 1 January 2003 he became a mem-

ber of the Group Executive Committee and Executive Vice

President of United Services Group. In this position he is

responsible for the Dutch and German operating companies

of the United Office Services and United Technical Services

divisions.

Yvan L.M.E. Dierckxsens (1961) has been with United

Services Group since 1989 as managing director of the Belgian

temporary employment operations. As from 1999 he was

divisional director Belgium with responsibility for around 25%

of annual group turnover. Yvan Dierckxsens has chaired the



118

USG Annual report 2002

United Services Group

United Services Group L. van Bekkum Corporate Director Sales & Operations

United Services Group Ms E. de Boer Corporate Director Human Resources

United Services Group J. van Duijn Corporate Director Finance, 

Administration & ICT

United Services Group A.J. Jongsma Corporate Director Legal & Acquisitions

United Services Group Ms S.L. Kleijn Corporate Director Corporate Affairs

United Services Group D. Verbruggen Corporate Director Financial 

Research & Development

The Netherlands

United College

InterCollege, Luzac College, 

Nieuw Abel Tasman College A.L.J. Busselman General manager

United Communications

Call-IT International P.C.L. Heijn General manager

Telecom Direct Almere Ms C. Bosman General manager

United Independent Services

Fa-med Dr H. Dennert General manager

United Independent Solutions Dr H. Dennert General manager

United Office Services

Ad Rem Ms K. Korstanje General manager

Secretary Plus Ms J.E. Steenveld General manager

Short Track Ms J.H.M. Wijburg General manager

Unique Nederland Ms D. Bekhuis General manager

United Capacity M. de Lassacquère General manager

United Technical Services

Technicum L. van Bekkum General manager (interim)

United ICT Solutions N. Totaro General manager 

United Technical Solutions N. Totaro General manager 

United Technical Solutions Energy J. Smit General manager

United Temping Services

BTO R.H. Westenbrink Director

Proflex J. Bolt Commercial director

Start Nederland A.F.E. de Jong General manager

Stichting Start Kans W.B. Altena Director

TopStart J. Lodewijks Director

MANAGEMENT 
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Belgium

United Office Services

Avenue Louise Interim Ms C. van den Eynde General manager

Secretary Plus Ms C. van den Eynde General manager 

Unique Interim F. Sepulchre Commercial director

United Capacity X.A.J. Vandewiele General manager

United Technical Services

United ICT Solutions X.A.J. Vandewiele General manager

United Technical Solutions X.A.J. Vandewiele General manager

Germany

United Office Services

Secretary Plus J. Harder General manager

Unique Personal R. Deichert General manager 

Italy

United Temping Services

Start M. Gamberini General manager

Portugal

United Temping Services

Start Portugal G. Soria General manager

Spain 

United Office Services

Unique V. Sáez General manager

United Temping Services

People G. Soria General manager
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GROUP COMPANY ACTIVITIES

Ad Rem Regional temporary employment operation active in general temping, 

(Netherlands) recruitment & selection, payroll services, secondment and projects focused on

the office segment and higher-level personnel

Avenue Louise Interim Specialist in temping for multi-lingual senior secretaries 

(Belgium)

Call-IT International Customer contact center offering comprehensive service in telephone sales, 

(Netherlands & Belgium) personnel recruitment, information provision, complaints and e-mail response

processing and related direct mail campaigns

Fa-med Specialised factoring operation for comprehensive outsourcing of telephone 

(Netherlands) sales, xportfolio and correct invoicing collection and payment for medical

specialists and independent operators without personnel

InterCollege Business school at college equivalent level focusing on management,

(Netherlands) marketing and communication

Luzac College High school education 

(Netherlands & Belgium)

Proflex In-house organisation of flexi-labour for employers 

(Netherlands)

Secretary Plus Agency specialised in placing, training and coaching secretaries and 

(Netherlands, Belgium & Germany) management-support personnel

Short Track Regional agency focused on temping, secondment, payroll services, 

(Netherlands) recruitment & selection and projects

Start General employment operation including temping, secondment, payroll 

(Netherlands, Italy Spain services, reintegration, training and career intervention. Also focusing on 

& Portugal) specific markets including transport & logistics, technical, construction, hotel

and catering, care, call centers, education and governmental

Start Kans Specialist in finding sustainable employment for job seekers who are 

(Netherlands) disadvantaged in this area

Start Opleidingen Training, including technical, and related conditions of employment, 

(Netherlands) the transport sector; training and retraining for the health care sector and

short courses for mother and baby care, home care and childcare

Technicum Temporary staffing and secondment for technicians up to intermediate 

(Netherlands) educational level
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Telecom Direct Customer contact center providing comprehensive service around telephone 

(Netherlands) sales, recruitment, information provision, complaints, and e-mail response

processing plus related direct mail campaigns

TopStart Intermediary for recruitment, selection and secondment of higher trained 

(Netherlands) personnel in several branches/industries

Unique Temping, payroll services, recruitment & selection, secondment, projects and 

(Netherlands, Belgium, Germany mediation for ending of employment in the office and technical sector, 

& Spain) specialising in secretarial, financial, telecoms and medical personnel, and 

other-language office staff

United Capacity Secondment, recruitment & selection of supervisory personnel in marketing, 

(Netherlands & Belgium) communication and sales, plus finance, legal and human resources manage-

ment

United ICT Solutions Specialists in project support, consultancy and secondment of experienced

(Netherlands & Belgium) IT-professionals

United Independent Solutions Support and enabling for independent operators without personnel

(Netherlands)

United Technical Solutions Technical specialists in projects and secondment focusing on construction, 

(Netherlands & Belgium) civil engineering, mechanical engineering, electro technology, petro/chemicals

and telecoms 

United Technical Solutions Technical specialists in projects and secondment focused on oil and gas, 

Energy shipping and related engineering firms

(Netherlands, Germany & United Kingdom)
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The Netherlands

Ad Rem

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 93 00

F +31 (0)36 529 93 09

E info@adremuitzendbureau.nl

I www.adremuitzendbureau.nl

Call-IT International

P.O. box 104, 6000 AC Weert, 

The Netherlands

Schatbeurderslaan 10, 6002 ED Weert,

The Netherlands

T +31 (0)495 54 77 00

F +31 (0)495 54 84 11

E info@call-it.com

I www.call-it.com

Fa-med

P.O. box 1570, 3800 BN Amersfoort,

The Netherlands

Larikslaan 2, 3833 AM Leusden, 

The Netherlands

T +31 (0)33 434 52 00

F +31 (0)33 434 52 20

E info@famed.nl

I www.famed.nl

InterCollege

Laan van Meerdervoort 2a, 

2517 AJ The Hague, The Netherlands

T +31 (0)70 345 11 10

F +31 (0)70 302 06 49

E info@intercollege.nl

I www.intercollege.nl

Luzac College / Nieuw Abel

Tasman College

P.O. box 82284, 2508 EG The Hague,

The Netherlands

Laan van Meerdervoort 2, 

2517 AJ The Hague, The Netherlands

T +31 (0)70 350 84 55

F +31 (0)70 350 84 59

E succes@luzac.nl

I www.luzac.nl

Proflex 

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 538 24 00

F +31 (0)36 538 24 09

E info@pro-flex.com

I www.pro-flex.com

Secretary Plus

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 90 80

F +31 (0)36 529 90 99

E info@secretary-plus.nl

I www.secretary-plus.com

Short Track 

P.O. box 151, 1300 AD Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 99 00

F +31 (0)36 529 99 09

E info@shorttrack.nl

I www.shorttrack.nl

Start 

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands 

T +31 (0)36 529 99 50

F +31 (0)36 529 99 59

E info@start.nl

I www.start.nl

Start Kans 

Kampenringweg 43, 2803 PE Gouda,

The Netherlands

T +31 (0)182 69 56 11

F +31 (0)182 69 54 69 

E info@start.nl

I www.start-kans.nl

Technicum 

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 91 00

F +31 (0)36 529 91 09

E info@technicum.nl

I www.technicum.nl

Telecom Direct

Kerkstraat 12, 1354 AB Almere, 

The Netherlands

T +31 (0)36 531 06 03

F +31 (0)36 531 95 12

E info@tda.nl

I www.telecom-direct.nl

TopStart

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 538 23 00

F +31 (0)36 538 23 09

E info@start.nl

I www.start.nl

Unique Nederland

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 90 00

F +31 (0)36 529 90 09

E info@unique.nl

I www.unique.nl

United Capacity 

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 93 50

F +31 (0)36 529 93 59

E info@unitedcapacity.nl

I www.unitedcapacity.nl

GROUP COMPANY HEAD OFFICES
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United ICT Solutions

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 91 50

F +31 (0)36 529 91 59

E info@unitedict.nl

I www.unitedictsolutions.nl

United Independent Solutions

P.O. box 1570, 3800 BN Amersfoort,

The Netherlands

Larikslaan 2, 3833 AM Leusden, 

The Netherlands

T +31 (0)33 434 52 00

F +31 (0)33 434 52 20

E info@unitedindepentsolutions.nl

I www.unitedindependentsolutions.nl

United Technical Solutions

P.O. box 1, 1300 AA Almere, 

The Netherlands

P.J. Oudweg 61, 1314 CK Almere, 

The Netherlands

T +31 (0)36 529 92 00

F +31 (0)36 529 92 09

E info@unitedts.nl

I www.unitedtechnicalsolutions.nl

United Technical Solutions Energy

P.O. box 208, 1940 AE Beverwijk, 

The Netherlands

Handelskade 6, 1948 NA Beverwijk, 

The Netherlands

T +31 (0)251 26 24 00

F +31 (0)251 26 24 09

E info@utsenergy.com

I www.utsenergy.com

Belgium

Avenue Louise Interim

Avenue Louise 207, bus 14, 1050

Brussels, Belgium

T +32 (0)2 640 91 91

F +32 (0)2 646 44 41

E info@avenuelouiseinterim.be

I www.avenuelouiseinterim.be

Secretary Plus

Luchthavenlaan 10, 

1800 Vilvoorde, Belgium

T +32 (0)2 600 71 40

F +32 (0)2 600 71 19

E info@secretary-plus.be

I www.secretary-plus.com

Unique Interim

Luchthavenlaan 10, 

1800 Vilvoorde, Belgium

T +32 (0)2 600 70 00

F +32 (0)2 600 70 09

E info@unique-interim.be

I www.unique.be

United Capacity 

Luchthavenlaan 10, 

1800 Vilvoorde, Belgium

T +32 (0)2 600 71 30

F +32 (0)2 600 71 39

E info@unitedcapacity.be

I www.unitedcapacity.be

United ICT Solutions

Luchthavenlaan 10, 

1800 Vilvoorde, Belgium

T +32 (0)2 600 71 10

F +32 (0)2 600 71 19

E brussels@unitedict.be 

I www.unitedictsolutions.be

United Technical Solutions 

Luchthavenlaan 10, 

1800 Vilvoorde, Belgium

T +32 (0)2 600 71 20

F +32 (0)2 600 71 29

E brussels@unitedts.be

I www.unitedtechnicalsolutions.be

Germany

Secretary Plus

Schumannstrasse 56, 60325 Frankfurt,

Germany 

T +49 (0)69 97 40 58 44

F +49 (0)69 97 40 58 45

E frankfurt@secretary-plus.de 

I www.secretary-plus.com

Unique Personal 

Johann-Philipp-Reis-Straße 8, 53332

Bornheim, Germany

T +49 (0)22 22 97 60

F +49 (0)22 22 97 64 04

E info@unique-personal.de

I www.unique-personal.de

Italy

Start 

Centro Direzionale Milanofiori, Strada

4-pal. Q5, 20089 Rozzano (MI), Italy

T +39 (0)2 575 93 41

F + 39 (0)2 575 93 42 45

E info@start-italia.it

I www.start-italia.it

Portugal

Start 

Rua Joaquim António de Aguiar, n° 66-

2° ezq., 1070-153 Lisbon, Portugal

T +35 (0)1 213 71 25 30

F +35 (0)1 213 71 25 40

E startlisboa@start.pt

I www.start-international.com

Spain

People 

c/Arequipa, 1 Esc. 3 Planta 5a, 28043

Madrid, Spain

T +34 (0)91 382 22 30

F +34 (0)91 382 22 40

E marketing@people-ett.com

I www.people-ett.com

Unique

c/Arequipa, 1 Esc. 3 Planta 5a, 28043

Madrid, Spain

T +34 (0)91 382 22 30

F +34 (0)91 382 22 40

E info@unique.es

I www.unique.es
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United Services Group N.V.

P.O. box 1

1300 AA Almere

P.J. Oudweg 61

1314 CK Almere

The Netherlands

T +31 (0)36 529 95 00

F +31 (0)36 529 95 09

E info@unitedsg.nl

I www.unitedservicesgroup.nl
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