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1. Introduction

The professional certification and licensure market is highly competitive. So, other than
cost, what sets your organization apart? Your candidates have busy lives and expect
flexibility, support, transparency, and fairness at every step of their journey. In other
words, it's the experience that makes the difference.

In this competitive landscape, delivering an exceptional candidate experience isn't just a
nice-to-have—it's a business imperative.

A growing certification market

The professional certification market is thriving. Globally, the market is projected to grow
from $50.2 billion in 2024 to $79.3 billion by 2032 (Business Research Insights, n.d.). In

the United States alone, the professional certificates market is expected to reach $2.19
billion in 2025, growing at an annual rate of 8% and projected to hit $2.98 billion by 2029
(statista, n.d.). This rapid expansion reflects the increasing demand for certifications
across industries. The ability to certify online is a key driver of this projected growth.

CERTIFICATION ]
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Rapid adoption of online proctoring

The growing demand for specialized skills, the necessity to verify these competencies
in competitive job markets, and the swift adoption of online proctoring technology
are key factors driving this growth. Online proctoring has revolutionized how
candidates take exams. Online proctoring provides greater flexibility and
convenience than the traditional certification exams of the past, scheduled in
advance and proctored in physical testing centers, driving growth. The global

market for online proctoring services is projected to more than triple in size by 2030
(Cognitive Market Research, n.d.). Similarly, in the U.S,, the online exam proctoring
market is projected to grow from $160 million in 2024 to $370 million by 2030
(MarkNtel Advisors, n.d.).

These figures underscore the competitive and fast-evolving landscape of online
learning and why offering flexibility without sacrificing integrity is so important. If
you're already offering online certification exams, congratulations, you've already
taken the first step in improving your candidate experience!

Differentiate through candidate experience

As competition intensifies, research suggests that the candidate experience is a key
differentiator to growing programs and revenue. Studies found that organizations:

« Focusing on customer experience outperformed laggards
by nearly 80% in terms of revenue growth (Forrester, n.d.).

« Achieving higher satisfaction scores achieved a 23% higher
retention rate among customers or participants (Gallup, n.d.).

These findings make it clear: a positive candidate

experience drives growth and retention while
setting your program apart in the market.

© Honorlock 2025
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Drive retention, growth, and reputation

By prioritizing the candidate experience at every stage, your program can ensure
better retention, growth, and a strong reputation in the certification market. The data
supports this:

» Retention: Studies show that programs offering a positive experience retain more
candidates, reducing dropout rates caused by confusion or frustration (Nguyen,
2020).

» Growth: Satisfied candidates are more likely to recommend your program to
colleagues. Word-of-mouth referrals remain one of the most trusted forms of
marketing, with 92% of consumers trusting recommendations from peers (Smith
et al,, 2021).

» Reputation: Programs known for exceptional candidate experiences are seen
as market leaders. A high Net Promoter Score (NPS), a metric that measures
how likely customers are to recommend a company’s products or services,
and favorable reviews can significantly enhance your program'’s credibility and
visibility (Brown, 2022).

—
" Retention
Experience

Transform your candidate experience

This guide is designed to help directors of certification programs thrive in this
environment by delivering an exceptional candidate experience. You'll find
actionable insights to enhance the candidate journey before, during, and after test
day, helping you meet rising expectations and stand out in a growing market.

Transform your candidate experience—from a handicap to a competitive
advantage—with practical strategies that will help you retain candidates, grow your
program, and strengthen your reputation. In this rapidly expanding and increasingly
competitive market, an exceptional candidate experience is not just a differentiator—
it's your edge.

© Honorlock 2025 5
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2. Before Test Day:
Set the Stage for
Success

The journey to certification starts well before exam day, and first impressions matter.

When candidates encounter friction early—whether it's confusing instructions or clunky
technology—it can erode trust and lead to dropouts.
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Create clear, friction-free processes

Candidates often face challenges like scheduling online exams, confirming that

their devices meet minimum requirements, and requesting accommodations. If not
addressed, these frustrations can snowball into larger issues. A seamless onboarding
process, where registration and scheduling are intuitive and straightforward, can
alleviate much of this stress (Nguyen, 2020).

Remove unnecessary steps

Implementing a no-scheduling option eliminates the need to juggle calendars and
appointment availability. Instead, candidates can begin their exams on their own
timelines, reducing stress and making the process more flexible.

Choose candidate-friendly solutions with minimal technical
requirements

Another critical step is choosing intuitive, user-friendly proctoring solutions with
minimal system requirements. Platforms that require minimal direction and provide
instant feedback during system requirements checks can improve the candidate
experience. For example, an application that clearly signals a successful exam
initiation, confirms the readiness of the test environment, and addresses common
technical issues in real-time ensures a smoother start to the exam. Offering

single sign-on (SSO) and tools to verify compatibility ahead of time ensures that
candidates aren’t blindsided by last-minute issues. Transparency about privacy and
security builds confidence, especially for candidates wary of online proctoring.

Accommodate all candidates

Ensuring accessibility for all candidates is equally important. This means providing
accessible platforms and accommodations for individuals with disabilities

or learning differences, offering multilingual support for diverse populations,

and seamlessly supporting those reliant on older devices or low-bandwidth
internet connections. These considerations address barriers that may arise

from socioeconomic disadvantages, creating an inclusive and equitable testing
experience for everyone. By prioritizing simplicity and accessibility, you create an
empowering experience that benefits both candidates and your program.

© Honorlock 2025 7
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Communicate proactively

Effective communication is the foundation of a positive candidate experience.
Clear, consistent messaging helps candidates know exactly what to expect, how to
prepare, and where to turn for help. By setting expectations, providing educational
materials, and tailoring communication to individual needs, you can empower
candidates and reduce friction throughout the process.

Set clear expectations

Candidates should know what will happen before, during, and after their exam.
Detailed explanations of the proctoring process, including what technology is
required and how monitoring works, can help demystify the experience and ease
anxiety.

Provide educational resources

Equipping candidates with self-help tools allows them to resolve common questions
on their own. Choose a proctoring solution that offers a comprehensive suite of
educational materials, such as:

» FAQs: Cover frequently asked questions to address the most commmon concerns
upfront.

 Interactive Tutorials: Walk candidates through the proctoring process,
technology setup, and key steps in a clear, visual format.

» Detailed Guides: Provide step-by-step instructions for tasks like system checks,
check-in procedures, and accessing results.

These resources empower candidates to troubleshoot minor issues independently
while building confidence in their ability to navigate the process (Smith et al., 2021).

© Honorlock 2025 8
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Offer responsive support

For more complex questions or unexpected issues, responsive support channels
are crucial. Choose a solution that offers 24/7/365 live chat and email support so
candidates can access real-time assistance when needed. Timely, empathetic
responses ensure candidates feel supported at every stage of their journey.

Tailor communication to candidate needs

Personalizing communication, taking a multimodal approach, and using inclusive
language reduce confusion, alleviate anxiety, and create a seamless experience that
supports candidates and sets your program apart.

» Personadlize Updates and Reminders: Automated, personalized reminders help
keep candidates on track. Messages should be tailored to individual timelines and
focus on key milestones, such as registration confirmation, technology readiness
checks, and tips for exam day success.

* Multichannel Engagement: Use multiple communication channels—email, SMS,
and chat notifications—to reach candidates where they are most comfortable.
Multichannel engagement ensures candidates receive timely information,
regardless of their preferred channels.

* Inclusive Messaging: Inclusive language is essential to ensure all candidates feel
supported and respected. Use clear, culturally sensitive language, and provide
resources in multiple languages where appropriate. Consider accessibility needs
by offering materials that are compatible with screen readers or formatted for
visually impaired candidates.

- -
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Set candidates up for success

Preparation goes beyond logistics—it’'s about creating a seamless, empowering
experience that sets candidates up for success. By addressing common challenges
and proactively supporting candidates, you can reduce anxiety, minimize
disruptions, and foster confidence.

Reduce anxiety with tools and resources

Preparation begins with ensuring candidates’ technology is ready for the exam.
Providing easy-to-use diagnostic tools allows candidates to verify their system’s
readiness, such as camera functionality, microphone access, and internet stability.
These tools minimize the risk of technical issues that could derail the exam
experience.

Mock exams or practice sessions are another powerful resource. By giving
candidates the opportunity to experience the testing environment in a low-stakes
setting, they can become familiar with the process, reducing uncertainty and stress.
This hands-on exposure not only lowers anxiety but also ensures fewer disruptions
during the actual exam (Brown, 2022).

Share candidate successes to build confidence

Transparency plays a key role in instilling confidence in candidates. Sharing success
stories, testimonials, or case studies demonstrates your program’s commitment to
helping your candidates succeed. These real-world examples reassure candidates
that they are supported every step of the way.

By combining practical tools with clear communication
and visible support, you can transform preparation
from a potential pain point into a source of
empowerment, setting your candidates—and your
program—up for success.

© Honorlock 2025
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3. During Test Day:
Deliver a Stress-
Free Assessment
Experience

The moment of truth has arrived. On test day, every aspect of the experience matters—
from the check-in process to real-time support. A positive test day experience reassures
candidates that they're in capable hands.

Simplify check-in

A cumbersome check-in process sets a negative tone for the entire experience.
Streamlining identity verification and environment scans makes the process quick and
intuitive. Automating as much of this as possible reduces the likelihood of human error
and ensures consistency (Jones, 2021).
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Balance Al and human oversight

Effective proctoring requires a balance between technology and human oversight.
Artificial intelligence can efficiently monitor for unusual behaviors, flagging potential
issues without excessive intrusion. However, human proctors are essential for providing
context and empathy when reviewing flagged incidents (Nguyen, 2020).

This hybrid approach also enables proctors to address candidate concerns in real-time,

offering reassurance and maintaining fairness. Transparency about how monitoring
works is essential to reducing anxiety and building trust.

Respond quickly and reliably to issues

Even the best-prepared candidates may encounter technical hiccups. When this
happens, timely and effective support is critical. Providing 24/7/365 live chat or email
assistance ensures that candidates feel supported throughout their exam. Automated
troubleshooting tools can address common issues, while proctors should be trained to
assist with more complex scenarios (Brown, 2022).
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4. After Test Day:
Build Trust
Through Timel
Results and
Engagement

Once the exam is over, the candidate experience isn't complete. In fact, what happens
after the test can often leave the most lasting impression. Timely results, transparent
communication, and responsive support all play crucial roles in solidifying—or
undermining—a program'’s reputation. How you handle results delivery and address

questions during this time can determine whether a candidate remains confident in your
program or leaves frustrated.

v
Timely Transparent Responsive
Results Communication Support

© Honorlock 2025 13
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Timely and transparent results

Streamline results delivery

Candidates expect to receive their results quickly, and for good reason—delays

or ambiguity can lead to frustration, anxiety, and a lack of confidence in your
program. Make the process as efficient and straightforward as possible. Automated
notifications can alert candidates when their results are ready, ensuring they stay
informed. Once available, scores should be accessible through a secure online portal
that prioritizes privacy and ease of use. Delivering results within promised timelines is
essential to building trust and reinforcing the professionalism of your program (Smith

et al,, 2021).

Ensure transparency
Transparency is equally critical post-exam. Offering digital badges to demonstrate
recently earned credentials, certifications, or licenses, give candidates the
opportunity to showcase their accomplishments on social networking platforms,
such as LinkedIn, and offer a marketing benefit to your program growing awareness

of your program and reputation.
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Proactive query management

Effective support after the exam ensures candidates feel valued and supported.
Questions about results or processes often arise, and how you address them can
leave a lasting impression.

Create an efficient support system

To effectively manage post-exam queries, programs should establish robust support
channels tailored to candidates’ preferences. Providing live chat and email support
offers flexibility, allowing candidates to choose the method most convenient for
them. Al-driven chatbots can handle routine inquiries such as login issues or result
availability, providing instant answers and freeing up support staff for more complex
problems (Jones, 2021).

Well-trained support teams are essential for more nuanced concerns, including
technical issues or result discrepancies. Empathetic, knowledgeable representatives
can help de-escalate frustration and provide clear guidance, ensuring candidates
feel heard and respected.

Streamline re-evaluations and appeals

When candidates seek re-evaluations or appeals, it’s critical to demonstrate fairness
and accountability. Clearly outline the steps for requesting a review, including
required documentation, fees (if applicable), and a realistic timeline for resolution. By
addressing appeals with transparency and efficiency, your program demonstrates
its commitment to fairness and accountability.

Proactively follow-up

Don't wait for candidates to come to you—provide them with guidance on their next
steps, such as retaking exams or exploring advanced certifications. This approach
not only supports candidates in achieving their goals but also strengthens their
long-term relationship with your program.

By combining responsive support with proactive follow-ups and transparent
processes, you can turn potential frustrations into opportunities to build trust.

© Honorlock 2025 15
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Measure and improve the candidate
experience

Continuous improvement isn't optional—it's essential. To stay competitive and
foster trust, programs must consistently evaluate and enhance their processes. By
analyzing data, engaging stakeholders, and fostering long-term relationships, you
can turn insights into meaningful improvements that benefit both candidates and
your program.

Drive continuous improvement with data

To identify and address systemic issues, start by analyzing feedback trends. Look for
recurring themes in surveys, support tickets, and other candidate interactions. For
example, if multiple candidates report challenges with a specific browser, updating
compatibility should become a priority (Nguyen, 2020).

Proactively seek feedback to identify areas for improvement through tools like Net
Promoter Scores (NPS) and satisfaction surveys. Analyze NPS results, satisfaction
survey responses, and completion rates to get a clear picture of candidate
sentiment and highlight opportunities for refinement. These metrics reveal where
your program excels and where it falls short, enabling data-driven decision-making.

Testing new tools and processes is another essential aspect of continuous
improvement. Pilot new features or communication strategies with a subset of
candidates to measure their impact before rolling them out widely. This controlled
approach minimizes risk while allowing you to refine innovations
based on real-world results.

Finally, share these insights with internal teams, including
technology, operations, and customer support. Collaborative
engagement ensures that refinements are aligned across
departments, leading to better outcomes for both
candidates and your organization.

Survey Results

{ 99% would Recommend Pragram J

95% Program Outcomes Satistaction

© Honorlock 2025
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Foster long-term engagement

The relationship with candidates doesn’t have to end after their exam. In fact,
fostering long-term engagement can create a loyal community of advocates for
your program.

Promote advanced certifications or related programs to encourage candidates
to stay within your ecosystem. By offering opportunities for further learning and
development, you not only support their professional growth but also strengthen
their connection to your brand.

Building a sense of community is equally important. Email newsletters, webinars,
and alumni networks provide ongoing value to candidates while maintaining
engagement. These touchpoints also serve as avenues for sharing updates,
collecting feedback, and showcasing program successes.

By prioritizing continuous improvement and long-term engagement, your program
can evolve alongside candidate needs, fostering loyalty, trust, and sustainable
growth.

© Honorlock 2025 17
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5. Unlock an
Exceptional
Candidate
Experience with
Honorlock

Honorlock helps you create an exceptional candidate experience in numerous ways.

Simplify the candidate journey

Honorlock transforms the candidate experience by eliminating the need for scheduled
proctored exams—a notable stressor for many test takers. This flexibility allows
candidates to take exams on their timelines, reducing logistical challenges like
managing calendars, traveling, and rescheduling penalties.
Test takers appreciate this freedom, as reflected in
this anonymous survey feedback: “I like that |
don’t have to schedule the test and thatl can
take tests at any time.” By removing these
barriers, Honorlock optimizes readiness,
enhances convenience, and empowers
candidates to perform their best.

© Honorlock 2025 * L, =
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Minimize technical requirements

With seamless integration into major LMS platforms—Docebo, Intellum, Courseraq,
Caveon, Canvas, Blackboard, Moodle, Open LMS, Cloud CME, D2L, etc.—and using the
latest LTI version 1.3, Honorlock streamlines technical complexities for candidates. Its
simple single sign-on (SSO) eliminates the need for separate profiles or portals, allow
candidates to access proctored exams within an already familiar environment and
delivering scores securely and efficiently, prioritizing privacy and ease of use.

Moreover, candidates aren’t locked out of exams due to minor issues like unstable
internet. Honorlock adjusts its session viewer and reporting for test takers relying on
low bandwidth so that they can complete their exams, even on an unstable network
or a hotspot. This commitment to accessibility extends to devices like Chromebooks
and ensures inclusivity for rural or under-resourced candidates and expanding your
program'’s reach. As one administrator noted, “We tried to break the system... we
had zero issues.”

Additionally, Honorlock was designed to work without requiring a stand-alone app. Its
simple browser plug-in requires no bulky standalone app download, so it's easy for

a candidate to get up and running in no time. According to one administrator, “We
proctored almost 7,000 exam sessions. We had no issues, hone. We never had a
candidate reach out because they couldn’t get in or it dropped them.”

In a recent survey, candidates agreed:

¢ “Honorlock doesn’t lock you out if you make a small noise like other programs
do.”

e “llike that Honorlock provides flexibility for when | lose internet during a test.”
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Support diverse needs with accommodations
Honorlock prioritizes inclusivity, offering robust support for candidates

with disabilities or learning differences. Administrators can easily
configure individual accommodations such as extended time, breaks,
or specialized tools like dictation software. Honorlock's live proctors

honor these adjustments, ensuring a non-intrusive testing experience.

For example, if headphones are allowed per accommodations, the
proctor respects this accommodation without interruption. This
thoughtful approach fosters confidence and equity in the testing
process. One exam administrator explained, “Honorlock helps ensure
that individual needs are met through the accommodations in

the setup process. You can specify individual student’s approved
accommodations and then the live proctor will ensure that those
accommodations are afforded.”

Deliver a user-friendly experience to build
confidence
Test takers overwhelmingly find Honorlock intuitive, with 72% rating it

as easy to use in a recent survey by Honorlock. Its streamlined design
enables candidates to focus on their exams rather than navigating
complex systems. Test-taker feedback highlights this simplicity:

» "“Honorlock is user-friendly, easy to use, and works quickly.”

« “It [Honorlock] pops up whenever | need to use it so I don’t have
to manually do anything.”

e "“Honorlock is very easy to use and it's not a hassle.”
« "“ldefinitely find Honorlock easy to use. It also helps me focus

more since I'm in my own environment.”

By combining functionality with simplicity, Honorlock ensures a
candidate experience that is efficient and stress-free.

© Honorlock 2025
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Provide unmatched support

Honorlock’s 24/7/365 live support ensures candidates receive immediate help, with
response times averaging 15 seconds and issue resolution under seven minutes.

94% of users are satisfied with live chat support. This exceptional service empowers
candidates to tackle technical challenges confidently. Test taker testimonials affirm
this:

« “If something goes wrong with my test or internet, Honorlock support is always
there to help.”

» “llike that you can talk one-on-one with an actual person if anything goes
wrong.”

« “Support was so helpful when I had an issue during an exam. He didn’t stop until
it was working.”

e “It was easy to reach out for support using chat.”

* “Live agents are always available for any questions or concerns during test
time.”

¢ “llike how Honorlock troubleshoots with you right then and there.”
e "Honorlock has assistance to help you with any problem that may occur.”

* “Honorlock was fast at fixing a problem for me.”

This empathetic, real-time assistance ensures candidates feel supported at every
stage of their journey.

of users are
94°% BB satisfied with live
chat support.

© Honorlock 2025 RS
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Prepare candidates for success with proactive communication
and transparency

To set candidates up for success, Honorlock equips them with tools to reduce
anxiety and prepare effectively, such as a system check, an interactive tutorial—
HonorPrep™, Knowledge Base, and practice exams. This hands-on exposure not only
lowers anxiety but also ensures fewer disruptions during the actual exam. With 94%
of candidates feeling better prepared after using HonorPrep™, the focus shifts from
uncertainty to readiness, enhancing confidence and performance.

Honorlock also fosters trust by providing complete transparency around privacy

and security, addressing a common concern for candidates. Resources like the test
taker privacy blog, the privacy commitment video, the test taker privacy statement,
privacy FAQs, and the advanced security overview demystify the experience and
ease anxiety. These measures, combined with proactive communication, ensure that
candidates feel informed and supported.

Provide unmatched support

Honorlock’s combination of advanced Al and empathetic human oversight
ensures effective yet non-intrusive monitoring. Honorlock’s proctors go through

a vigorous six-week training program led by a licensed therapist specializing

in working with test takers, focused on de-escalation, emotional empathy, and
understanding behaviors and triggers. While 90% of live proctor pop-ins lead to de-
escalation, only 10% result in integrity violations. Honorlock’'s empathetic live proctors
reduce anxiety and provide a better proctoring experience for candidates while
addressing potential issues. User feedback demonstrates:

* “Honorlock was less invasive than other proctoring software... It lets you take
your test without interruptions.”

¢ “Many other proctoring services have a box where somebody is watching you
actually take an exam. | can’t imagine anything more stressful. [Honorlock is]
unique because it uses Al with human review... It's geared toward the student
experience. That in itself is a huge differentiator.

This thoughtful blend respects candidate dignity while maintaining integrity.

© Honorlock 2025 22


http://honorlock.com
https://honorlock.com/support/#system-check?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://prep.honorlock.com/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://honorlock.kb.help/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://honorlock.com/studentprivacy/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://honorlock.com/studentprivacy/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://vimeo.com/416480079?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://honorlock.com/student-privacy-statement/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://honorlock.com/faculty-student-faq/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience
https://honorlock.com/hl-security-overview/?utm_source=pdf&utm_medium=ebook&utm_campaign=pro_ed_elevateexperience

@ Elevate Your Candidate Experience

Drive continuous improvement with data

Honorlock empowers certification programs with actionable insights through its
Analytics Hub™, which provides a comprehensive view of proctoring performance.
These real-time data insights help programs identify trends, address gaps, and
refine policies, ensuring continuous improvement. This focus on data not only
enhances the candidate experience but also strengthens program integrity.

By addressing common pain points and delivering an exceptional testing experience,
Honorlock sets the standard for candidate-centric online proctoring.
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6. Conclusion

In professional certification and licensure, the candidate’s experience is everything. A
seamless, transparent process before, during, and after test day fosters trust and drives
program growth. By focusing on what matters most to candidates—clarity, flexibility,
accessibility, and support—you position your program as a leader in the field.

Excellence isn't an accident. It's the result of intentional decisions, thoughtful execution,
and a commitment to continuous improvement. Your candidates—and your program—
deserve nothing less.

Using this guide and checklist, transform your candidate experience to retain candidates,
grow your program, and strengthen your reputation.
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Checklist:
Elevate Your Candidate Experience

Our processes are clear and friction-free. We've eliminated unnecessary
steps, like scheduling and the need to create multiple accounts.

We've minimized technical requirements with single sign-on (SSO), minimal
bandwidth needs, and the use of candidate-friendly technology.

Our privacy and security measures are clear, transparent, and accessible.
We accommodate individual candidate needs and offer multilingual
support.

Our clear, consistent messaging helps candidates know what to expect, how
to prepare, and where to turn for help.

We equip candidates with comprehensive self-help tools, such as FAQs,
interactive tutorials, and detailed guides.

Our superior 24/7/365 candidate support delivers rapid response and
resolution times and high satisfaction rates.

We personalize candidate communications based on individual needs and
timelines; leverage a mix of communication channels; and use inclusive
language.

We offer an always-available system check and practice test options.
Real-world examples, such as success stories, testimonials, or case studies,
demonstrate our commitment to helping candidates succeed.

We've streamlined our identity verification and environment scan process.
We balance human oversight with Al to ensure proctoring efficacy.

© Honorlock 2025 25
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Checklist:
Elevate Your Candidate Experience

We address candidate issues in real-time—before, during, and after exams.
We provide timely and transparent results with automated notifications and
a secure portal.

We've clearly outlined the steps for appeals—including the required
documentation, fees (if qpplicoble), and a realistic timeline for resolution.

We drive continuous improvement with data, including NPS, satisfaction
surveys, completion rate trend analysis, and organizational follow-up.

We proactively communicate the next steps to candidates and foster long-
term engagement with tools like newsletters, webinars, and an alumni
network.

Partner with Honorlock to elevate your candidate experience and
grow your program.

Partner with Us

© Honorlock 2025 26
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