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The many ways the workplace has changed…



How things change so rapidly
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   Unemployment Rate

SOURCE: U.S. Bureau of Labor Statistics



Have we reached bottom? 



Have we reached bottom? 



Have we reached bottom? 



Thank you to our Best of Staffing® sponsors!

Presenting Sponsor

Gold Sponsor



Measure the client and candidate experience.
Build online reputation.

Differentiate on service quality. 

About ClearlyRated
MEASURE & DIAGNOSE

Client, Talent & Employee 
Satisfaction

RETAIN & EXPAND
Existing Accounts

DIFFERENTIATE & ACQUIRE
New Accounts



Meet today’s panelists! 

Sherry Angle-Hudock
Director of Talent Engagement

Supplemental Health Care

Mike McBrierty
Executive Vice President

Eliassen Group

Karen Rice
VP Client Strategy / Co-Founder

IGNW



Connecting with Talent in High-Stress Times



Employees are stressed
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Don’t Lose Sight of the 
Opportunity of COVID-19 

with Talent
Karen Rice

VP Client Strategy / Co-Founder
IGNW



It’s more than a score

Mike McBrierty
Executive Vice President

Eliassen Group



Empowering the 
frontline of COVID-19

Sherry Angle-Hudock
Director of Talent Engagement

Supplemental Health Care



How surveying talent helps drive 
engagement



Measure the Client and Talent Experience with 
Net Promoter® Score

How likely are you to recommend our firm to a friend or colleague?

0 1 2 3 4 5 6 7 8 9 10

Extremely likelyNot at all likely

DETRACTORS PASSIVES PROMOTERS

Net 
Promoter® 

Score
% 

Promoters
% 

Detractors

"Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related emoticons are registered trademarks of Bain & Company, Inc., 
Fred Reichheld and Satmetrix Systems, Inc."



>70% (World Class)

>50% (Exceptional)

30% (Average)

0% (Bad)

Global NPS Standards



>70% (World Class)

>50% (Exceptional)

30% (Average)

0% (Bad)

NPS Across Industries

62%

10%

54%

14%

35%

-1%

84%

-13%

66%

19%
11%

78%

55%

29%

75%



Measure the client and candidate experience.

Build online reputation.

Differentiate on service quality. 
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Measure the client and candidate experience.
Build online reputation.

Differentiate on service quality. 

NPS of Placed Talent highly correlated with Gross Profit

For a $20M Staffing Firm….

1% reduction
in dissatisfied talent leads to a

43basis point gain
in gross profit, generating 

$86k* 
in additional cashflow

* Based on Gross Margin percentage and NPS scores for 132 U.S. staffing locations

1.8x
more likely to quit

2.0x
more likely to be 
fired by client for 

performance

Dissatisfied Talent Are…



Deciding to Double 
Down on Engagement

Sherry Angle-Hudock
Director of Talent Engagement

Supplemental Health Care



Talent Engagement 
Starts with… Engagement!

Mike McBrierty
Executive Vice President

Eliassen Group



Executive Level Buy-In 
is Key

Karen Rice
VP Client Strategy / Co-Founder

IGNW



Engaging the field 
leadership

Mike McBrierty
Executive Vice President

Eliassen Group



Continuous improvement 
over perfectionist thinking



Benefits of identifying Detractors 
Service Recovery Paradox



The role of empathy in 
following up with 

detractors
Karen Rice

VP Client Strategy / Co-Founder
IGNW



Overcoming the Fear 
of Detractors

Sherry Angle-Hudock
Director of Talent Engagement

Supplemental Health Care



Beyond the Score. 
Getting to the core of the 

feedback
Karen Rice

VP Client Strategy / Co-Founder
IGNW



Driving internal change through 
real-time feedback



Real-time survey impact on 
business

Mike McBrierty
Executive Vice President

Eliassen Group



How Talent Engagement 
Improves Internal 

Morale at SHC
Sherry Angle-Hudock

Director of Talent Engagement
Supplemental Health Care



Using talent engagement scores to 
differentiate externally



Talent satisfaction during the buyer journey

SOURCE: ClearlyRated, CareerBuilder, ASA 2019



Why Clients Care About the 
Satisfaction of Your Talent

Karen Rice
VP Client Strategy / Co-Founder

IGNW



Help Your Clients Ask 
the Right Questions

Mike McBrierty
Executive Vice President

Eliassen Group



Empowering the frontline of 
Driving Social Proof 

Through Social Media
Sherry Angle-Hudock

Director of Talent Engagement
Supplemental Health Care



What advice do you have for people either 
starting or continuing a program
during this time period?

Sherry Angle-Hudock Mike McBrierty Karen Rice



What, in your opinion, is the biggest risk 
to talent satisfaction levels over the
next 12 months?

Sherry Angle-Hudock Mike McBrierty Karen Rice
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Questions?

Eric Gregg Sherry Angle-Hudock Mike McBrierty Karen Rice



Be the hero in someone’s story


