ﬁ'

1k

Building a Powerful Online .
Reputation for Your Staffing Brand =, = =% ™
Tactics, Strategies & Proven Methods For Success e <7
— rr—
Eric Gregg Kevin Beaudette
CEO & Founder Enterprise Sales Manager
ClearlyRated Glassdoor

August 22, 2019

cIe’arIyrated"' glassdoor




About ClearlyRated

clgarlyrated®

powered by inavero

Est. 2003

Focus on professional service
providers since 2007

We believe it's good business

to place client satisfaction at the
heart of your growth strategy.

cIe’arIyrated@

7
Staffing’
WINNER ==

DIAMOND AWARD

Annual award program for
client and talent service.

Recognizes firms that have demonstrated
exceptional service quality based
exclusively on
ratings provided by their
clients and candidates.

clearlyrated

Launched July 2018

Online service provider directory
that translates client and talent
satisfaction scores into online
ratings and testimonials.
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About Glassdoor

CONTENT

Jobs, reviews, salaries,
employer branding
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JOBSEEKERS <> = glas scdoor 2 <«—>» EMPLOYERS
Find jobs they love and E Q Hire informed candidates

that are the right fit % (%) quickly and at scale

\ 0Qo /
COMMUNITY

Job seekers, employers,
current employees
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| probably don’t need to tell you that
online reputation is important.
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Hiring managers
and job seekers use
the internet to learn
more about you
before making the
decision to work with
you.

clé/arlyratedw glassdoor

89% of candidates use online
resources during their job search
(2018 Candidate Influence Report)



Hiring managers
and job seekers use
the internet to learn
more about you
before making the
decision to work with
you.

Staffing buyers spend 5 hours on
average vetting their staffing firm online
(2018 Staffing Buyer Study)
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Job seekers will seek out online ratings
and reviews

8X ‘l

.8 6 8 SN

83%

ql

Candidates trust online reviews of a 83% of candidates say that staffing firm
staffing firm 8x more than an reviews have an impact on their decision
advertisement for the firm. to accept a job offer.

(2018 Candidate Influence Report)

Measure the client and talent experience.

s s h e .
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Hiring managers are also motivated by
online ratings and reviews

Likelihood of engaging with a staffing or recruiting firm with
the following combination of reviews (% "Likely")

86%
57%
34%
2.3 out of 5 Stars 3.3 out of 5 Stars 4.3 out of 5 Stars 5 out of 5 Stars
) 8 ¢ Kol .8 ¢ ¢ Kokt 1. 8.8 8 oK 1. 8.8 .6 8¢

¢ .



£
I/ | t d Build online reputation.
C ea r y ra e Differentiate on service quality.

Millennials in the workforce make
online reputation mandatory

OOMER

& Born from 1935-1955
1 Total in US: 82 Million
Social Networking: 35%
40% Conservative

Most Wealthy

&
Bor from 1980-2000 8. a

Total in US: 72 Million \EREEARN
Social Networking: 75% 4
35%Liberal
Most Diverse

Measure the client and talent experience.
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Millennials in the workforce make
online reputation mandatory

Projected percentage of each generation
in the labor force in 2028

58% 1. 73% of Millennials are involved in product or
service purchase decisions at their company.’

2. Millennials trust online reviews MORE than a
referral.

3. Millennials spend more time online researching
staffing firms, and use the Internet earlier in the

process.
29%
Gen Z & Millennials Gen X Baby Boomers 1 SOURCE: Merit — B2B Report Millennials (2016)

» Gen Z mMillennials

Measure the client and talent experience.

P 4 —— |
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Not sure how to approach online
reputation? You’re not alone.

21%

99% of staffing professionals say their firm But only 21% are fully confident in the accuracy
having a strong online reputation is important. of their firm’s online ratings/reviews.

(2018 State of the Staffing Professional)

Measure the client and talent experience.

s s h e .
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Don’t fall victim to these
online reputation pitfalls.
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Pitfall #1: Prioritizing perfection over reality.

) 2.0.9.0.1 ok ok k

132 Reviews 7 Reviews

and talent experience

, the ient )
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working at kelly services !, Q

Q Al @Maps E News O Shopping [ Images i More Settings  Tools
About 407,000,000 results (0.68 seconds)

Working at Kelly Services: 12,682 Reviews | Indeed.com
https://www.indeed.com/cmp/Kelly-Services/reviews v

Hk ok Rating: 3.9 - 13,796 reviews

12682 reviews from current and former Kelly Services employees about Kelly Services culture,
salaries, benefits, work-life balance, management, job security, ..

Read more Kelly Services ... - Troy, Ml - Salaries - Jobs

People also ask

u
P I tfa I I # 2 How much do recruiters make at Kelly Services?

What do Kelly Services do?

Does Kelly Services hire felons?

How do | apply for Kelly Services? v

Focusing strategy on only

Working as a Recruiter at Kelly Services: 165 Reviews | Indeed.com

H | H H https://www.indeed.com/cmp/Kelly-Services/reviews?fjobtitle=Recruiter... v
a single review site

165 reviews from current and former Kelly Services employees about Kelly Services culture,
salaries, benefits, work-ife balance, management, job security, and ..

Working at Kelly Services | Glassdoor
https://www.glassdoor.com/.../Working-at-Kelly-Services-EI_IE1564.11,2... v

|aSSdOOI' Sk Rating: 3.4 - 3,481 reviews
g As a worker today, you're empowered to take charge of your own career, looking for opportunities

to learn, grow, and evolve, while fitting work into your life. Careers are meant to be in motion, and
Kelly is the trusted partner that enables the support, connections, and momentum you're looking
for.

Kelly Services Reviews | Glassdoor
https://www.glassdoor.com/Reviews/Kelly-Services-Reviews-E1564.htm ~

Iassdoor k% * Rating: 3.4 - 3,480 reviews
g I have been working at Kelly Services full-time. Pros. Virtual, work from home position. The pay

was great, the hours were great, they work with you and are very ...

AllEAOC . Kally Sarvicac

Clearlyrated glassdoor




Pitfall #2

Focusing strategy on only
a single review site

clgarlyrated®

glassdoor

Google

| glassdoor

hire dynamics atlanta 4 Q

Q Al @Maps [ News ¢ Shopping [ Images : More Settings  Tools
Page 2 of about 2,690,000 results (0.80 seconds)

Working at Hire Dynamics | Glassdoor
https://www.glassdoor.com/.../Working-at-Hire-Dynamics-EI_IE356144.1.
Yk Jok ok Rating: 4.4 - 285 reviews

See what employees say it's like to work at Hire Dynamics. ... e.commerce operations,
manufacturing and office support services through our offices in Atlanta .

Hire Dynamics - Staffing Agency - Duluth, GA - Best of Staffing Win...
https://www.clearlyrated.com » Staffing Agencies » Georgia > Duluth v

%% % Rating: 4.7 - 410 votes

Hire Dynamics of Duluth, GA has earned the 2019 Best of Staffing award for providing
remarkable service to their clients!

Hire Dynamics goes where the talent is - Atlanta Business Chronicle
https://www.bizjournals.com/atlanta/.../pacesetterhire-dynamics-goes-where... ¥
May 1, 2019 - This year, the company is the fastest-growing company in the staffing and hiring
Pacesetter Awards category, and the 26th on the overall ...

Hire Dynamics Completes Acquisition of Amtemps ... - citybizlis
https://atlanta.citybizlist.com/.../hire-dynamics-completes-acquisition-of-am... »
Dec 13, 2018 - Hire Dynamics, a nine-time winner of Inavero's Best in Staffing award for superior
service as rated by both clients and talent, today announced it ...

Hire Dynamics - CLOSED - 1590 Phoenix Blvd, Atlanta, GA - 2019 A...
https://www.yelp.com > Professional Services » Employment Agencies v

ok Rating: 2.5 - 3 reviews

3 reviews of Hire Dynamics - CLOSED "My name is Sergio. Hire Dynamics found me a good job
and now | am hired permanent. Constanza is amazing! She is ...

Hire Dynamics buys Charlotte-based staffing company - AJC.com
https://www.ajc.com/.../atlanta...hire-dynamics.../icf5L840E7tD6fFuKmD
Oct 6, 2017 - Atlanta-based staffing company bulks up with purchase of NC rival.

Hire Dynamics (@HireDynamics) | Twitter
https://twitter.com/hiredynamics?lang=en v
The latest Tweets from Hire Dynamics (@HireDynamics). Hire Dynamics is an ... Leaders in




Pitfall #2

edgelink 4 Q

Q Al @Maps QO shopping [ News [ Images i More Settings  Tools
About 748,000 results (0.52 seconds)

Edgelink

https://www.edgelink.com/ v

Edgelink s the leading IT staffing firm in the Portland and Denver. We deliver exceptional
technical talent and high-quality recruiting services.

Meet Our Team IT Staffing Firm

Our technology recruiters are the ‘We're not a “one-size-fits all* IT

best in the business. ... Portland ..

Working at EdgeLink
Consider working at EdgeLink to
jump start your career today!

Contact Us
... office in Denver. Contact us
today to secure top tech talent ...

staffing firm. We take a ..

IT Staffing in Portland, Oregon
IT Staffing in Portland, Oregon .
Our expertise staffing

Technical Recruiter
The Technical Recruiter in Portland,
Oregon will manage a ...

Focusing strategy on only
a single review site

clearlyrated

| glassdoor

| glassdoor

glassdoor

More results from edgelink.com »

EdgeLink | LinkedIn

https://www.linkedin.com/company/edgelink +

Learn about working at EdgeLink. Join Linkedin today for free. See who you know at EdgeLink,
leverage your professional network, and get hired.

EdgeLink Reviews | Glassdoor
https://www.glassdoor.com/Reviews/EdgeLink-Reviews-E102319.htm ~

*k k& Rating: 4.3 - 11 reviews

11 EdgeLink reviews. A free inside look at company reviews and salaries posted anonymously by
employees.

Working at EdgeLink | Glassdoor
https://www.glassdoor.com/.../Working-at-EdgeLink-EI_IE102319.11,19.... ¥
Hkkk+ Rating: 4.2 - 11 reviews

EdgeLink Overview. ... EdgeLink is a technology staffing firm that recruits the area’s best mid-to-
executive level technical professionals on a contract, contract-to-hire and direct-hire basis. ...
Mission: Our mssion is to positively impact the lives of the people and companies we touch.

EdgeLink - Home | Facebook

https://www.facebook.com > Places > Portland, Oregon > Recruiter v

F% kK Rating: § - 6 votes

Looking for your next opportunity in tech? Check out our hot jobs of the week! Apply now at
jobs.edgelink.com #Jobs #Hiring #EdgelinkJobs #ITjobs # ..

Images for edgelink

EdgeLink

Website  Directions.

5.0 % %% % 14 Google rev}
Recruiter in Portland, Oregon

Address: 2525 SW 1st Ave, Pd
Hours: Open - Closes 5PM ~
Phone: (503) 246-3989

Suggest an edit - Manage this|

Know this place? Answer quic

Questions & answers}
Be the first to ask a question

Reviews fi the we|
/5 racn < facebook

-2 Send to your phone

Reviews

‘ “Helistened to my nee
*I highly recommend t
filling a position!”

@ *Aaron at EdgeLink hag

View all Google reviews




Pitfall #3: Waiting to act until you get a
negative review.

M the client and talent experience

; e B e'ﬁ:lsg:ﬁine reputation . ‘
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Step-by-step playbook for building
your brand’s online reputation

clé/arlyrated® glassdoor



Step 1: Actively manage your brand'’s
presence on major ratings sites.

The Big 3 S
Google  yelps
glassdoor

clgarlyrated'*” glassdoor



Step 1: Actively manage your brand’s
presence on major ratings sites.

Popular Job Sites

‘indeed glassdoor
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Step 1: Actively manage your brand'’s
presence on major ratings sites.

B2B Rating Sites

G &
2 Clearlyrated

Clgarlyrated® glassdoor



Step 2: Create a process for responding to
reviews—both positive and negative.

For positive reviews: + +

« Thank the reviewer for the time they +
took to provide a review and for their
partnership.

+

clgarlyrated® glassdoor



Step 2: Create a process for responding to
reviews—both positive and negative.

For negative reviews: — —

 Address the client’s or candidate’s
concerns.

» Offer to remedy the issue.

» Tell them you are taking steps to
prevent future mishaps.

clgarlyrated® glassdoor



Step 3: Ask clients and candidates for
online reviews.

P 4
oD
~
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Step 4: Invest in the client and talent
experience.

« Measure that experience to gain an understanding
of the perceptions held by your stakeholders.

'/

« Survey your clients and talent annually (at least) to
measure satisfaction and get ahead of retention
risk.

» Utilize a universally recognized standard of
measurement like the Net Promoter® Score to Client
benchmark against other staffing providers. ——

Talent

Measure the client and talent experience.
Bui

V 4 the clet .
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Net Promoter® Methodology

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

Not at all likely Extremely likely

o) [2[°]+[°]°|rjeloye
IR, T

DETRACTORS PASSIVES PROMOTERS

Net Promoter®

CIe,arIyrated® glassdoor



Global NPS Standards

A

>70% (World Class)

............................... VWo% (Bad)

Cle,arlyrated® glassdoor



NPS Across Industries

NUSAA
84%
Cosrco 78% A 0

NORDSTROM 750 >70% (World Class)

& iPhone 66%
SOUTHWEST G52%

charles SCHWAB 55%

>50% (Exceptional) NETFLIX 540,

30% (Average)

o= 7 " m m m m 5 =5 = = s s s s nnn s sfls o= os s ¥ A EoEoEEEEEEEEOEROGERGERGEGEGEGERGERGEROGEOROR

Bankof America % g0/,

HH BlaCKBeffy 1 90/0 Liberty Mutual. 1 40/0

(comcast. 4o,

HSBC <» -13%
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Client Satisfaction Trending

Client: Likelihood to Recommend Working with Primary Staffing Firm

80%

Best of
70% Staffing
Winners

60%

Best of
Staffing
Minimum

B Staffing
Industry

== Net Promoter

50%
Score ’

== Promoters 40%
0,

== Detractors 30%

20%

10%

0%

-10%

-20%

2010 2011 2012 2013 2014 2015 2016 2017 2018
SOURCE: ClearlyRated & CareerBuilder 2018
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The cost of client Detractors...

Compared to Promoters, Detractors:

* Are 56% less likely to work with your firm again.

« Decrease their spend by 14.1% (compared to the average
Promoter, who will increase spending by 8% in the coming year).

» Dedicate half as much of their overall staffing firm budget to their
primary firm.

clé/arlyrated® glassdoor



Talent Satisfaction Trending

Talent: Likelihood to Recommend Working with Primary Staffing Firm

80% the:ft_of
o affing
---------------------------- 68 .. Winners
60%
s B S0 . Best of
=== Placed Staffing
Candidate NPS®  40% Minimum

=== Applicant NPS®

- - Staffing
Industry

O% 1 1 1 1 1 1 1 1 1

-20%
-40%

-60%
2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
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The cost of talent Detractors...

Compared to Promoters, Detractors:

« Twice as likely to quit an assignment before completion.

« Nearly 3x less likely to accept a future assignment from your firm.

clé/arlyrated® glassdoor



Step 5: Address issues before they
become negative reviews.

Measure the client and talent experience.
Di

V4 asure the clent z
clearlyrated: o ueion glassdoor



Step 6: Shine a spotlight on the feedback
you receive.

2

easure the client and talent experience.

s _ .
clearlyrated: o io, glassdoor



Step 6: Shine a spotlight on the feedback
you receive.

» Social media (LinkedIn, Facebook, Instagram, and Twitter)

« Company e-newsletters

» |n-office (screensavers, wall posters, slides at company-wide meetings)
« Staff e-mail signatures

* Proposals and estimates

* Recruiting communication with job seekers

Measure the client and talent experience.
Bui

V4 the clet .
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Questions?

Eric Gregg ﬁ' . ‘i

CEO & Founder,

e oo Kevin Beaudette
; Enterprise Sales Manager,
- : “= == Glassdoor

ClearlyRated o~
"‘J f -v—\‘“
egregg@clearlyrated.com 3 L wa " Kevin.beaudette@glassdoor.com
linkedin.com/in/ericgregg — — Linkedin.com/in/kjbeaudette

!
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