
© 2020 ClearlyRated, Inc. All Rights Reserved. Net promoter, NPS, and Net Promoter Score are trademarks of Satmetrix Systems, Inc. Bain & Company, and Fred Reichheld.

Presented by:

Eric Gregg, CEO & Founder
Bridget Harper, VP of Customer Success

Best of Staffing® 2021: 
Maximizing value and a sneak 
peek at NEW features



2020 in a nutshell…



Today’s Agenda

1. Overview of current state of 
staffing industry.

2. Share latest research on impact 
of service on staffing bottom 
line.

3. Outline ClearlyRated tools 
available to help you now and 
NEW features for 2021.



Thank you to our Best of Staffing® sponsors!

Presenting Sponsor

Gold Sponsor



Best of Staffing participants stand out against the industry

FEWER THAN

2%
of all staffing 
firms earned 
client + talent

in 2020

TESTIMONIALS

179k
For firms

from clients & talent 
for outstanding 

service

SHOUT OUTS

137k
from clients & talent 

for outstanding 
individual service 

providers

=



Where the Industry is Today

And what’s in store for 
the next 6 months



The industry recovery has began, but down significantly
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ASA Staffing Index

Staffing Index Trailing 4Wks

100 
Days of

COVID-19

SOURCE: American Staffing Association Weekly Staffing Index



32%

15% 16%

23%

14%

Already
started

Q3 2020 Q4 2020 First half
2021

Second half
2021

(or later)

Two-thirds of staffing pros believe recovery this year 

SOURCE: CareerBuilder, ASA & ClearlyRated 2020

PRELIMINARY
When will 

the 
economic 
recovery 

start for our 
industry?



Measure the client and talent experience.
Build online reputation.

Differentiate on service quality. 

-7% -6% -2%
7%

24%

44%

67% 68% 71% 73%
84%

Internet
Service

Cable TV Staffing
Clients

Verizon Staffing
Placed
Talent

Airbnb Best of
Staffing
Talent

Wnners

Ritz Carlton Southwest
Airlines

Best of
Staffing
Cient

Winners

ClearlyRated

SOURCE: ClearlyRated, ASA, CareerBuilder, SatMetrix

NPS in staffing – service level in context



The ROI of Service Excellence

How to protect and grow revenue 
during an economic downturn



• 94 Firms >15% CAGR Revenue Growth

• 2013-2017 Revenue Analyzed

3.9%

26.6%

INDUSTRY SIA FASTEST

27 +

6.8x

Best of Staffing winners grow faster than the industry

ClearlyRated surveys protect more than 

$35B in staffing firm revenue.



• 143 Firms > $100M Revenue

• 2015-2017 Revenue Analyzed

49
Clients

+127%

+

+32%

2.9%
5.0%

6.6%

INDUSTRY SIA LARGEST SIA LARGEST

Best of Staffing winners grow faster than the industry



CLIENTS
The average client is worth

>$75k
in annual revenue.

Detractors are 

56% less likely
to reorder and

decrease spend by 14%
in the following year.

TALENT

1% reduction
in detractors leads to a

43 basis point

gain in staffing gross margin, 
equal to

$86k
in gross margin for a $20M 

staffing firm

STAFF
Each account manager or 

recruiter who leaves costs the 
average staffing firm

$241k
In lost revenue

What is the financial impact of service for staffing firms?



The Leaky Bucket Metaphor

Don’t set back growth
with preventable churn COVID-19

Economic
Uncertainty

Political
Uncertainty

Lack of
Responsiveness

Uneven
Quality

Poor
Communication



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Protecting revenue: Lessons from 2009 and beyond
What we 

learned in 2009
1. Client NPS went up.
2. Talent NPS was mostly 

unchanged.
3. Clients use the economy to push 

for concessions.
4. Buyers become more risk averse 

in their decisions.
5. Changes in NPS lead changes in 

financials by 6-12 months.

What (we think) is 
different in 2020

1. There is even greater uncertainty.
2. Reputation even more important 

when you can’t “be in the room”.
3. Social proof more expected as 

means of differentiation.
4. Build (and show) expertise.
5. Brand trust is critical to success 

with clients, talent and internal 
employees.

66.2% of Best of Staffing firms say they 
identified at least one at-risk account.



Get real-time feedback in front of the right field employees



Get real-time feedback in front of the right field employees



Get real-time feedback in front of the right field employees



Best of Staffing

Maximizing the value 
you already have

96.3% of ClearlyRated’s staffing clients 
say their program helps differentiate them 



ClearlyRated + Best of Staffing 12 Years Strong 

6 years
Katie Holmes and Jamie Foxx

8 months
Miley Cyrus and Liam Hemsworth

8 years
Adele and some guy who 

never really deserved Adele



ClearlyRated + Best of Staffing 12 Years Strong 

32 years
Tom Hanks and Rita Wilson

#RelationshipGoals

36 years
Denzel & Pauletta Washington



#goodnews

ClearlyRated is helping spread the #goodnews for you



POST 
TESTIMONIALS 

DIRECTLY TO 
FACEBOOK AND 

LINKEDIN

Take actions on testimonials on Facebook and LinkedIn

#goodnews



POST TESTIMONIALS 
DIRECTLY TO FACEBOOK 

AND LINKEDIN

Take actions on past testimonials on Facebook and LinkedIn

#goodnews



POST SHOUT-OUTS 
DIRECTLY TO LINKEDIN

Share the love with staff by posting shout-outs to LinkedIn

#goodnews



Use your service as a differentiator with star ratings widgets 

#socialproof



Bolster your SEO and online reputation

#socialproof



Differentiate and Acquire

Service transparency is your key to 
trust and growth post-COVID

276

Average Number of Ratings
Per Location

Google
Glassdoor

Indeed

SOURCE: Analysis of 245 staffing firm locations chosen at random from the 150 largest firms in the United States



Bolster your SEO and online reputation

#socialproof



Bolster your SEO and online reputation

#socialproof

5 steps to take today to improve your Google Search Rank
1. Ensure all your contact information is updated for your profile pages 

(address, phone, email, etc.)
2. Share ratings by location.
3. Customize your page.
4. Link back.
5. Keep your profile page reviews updated.

Bonus: Request an SEO Audit from us!



SMS distribution
*Additional Cost

70% of customers say SMS is a good way for a 
business to get their attention 
(source: flowroute)

Texting is the #1 most used way of communication 
among Americans younger than 50
(source: Gallup)

https://www.flowroute.com/press-type/flowroute-survey-finds-consumers-overwhelmingly-prefer-sms-to-email-and-voice-for-business-interactions/
https://news.gallup.com/poll/179288/new-era-communication-americans.aspx


Best of Staffing 2021

NEW Employee Survey Option



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Introducing Best of Staffing - Employee

EMPLOYEE SURVEY 
INCLUDED AT NO 

ADDITIONAL COST 
FOR 2020



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Why you should participate in Best of Staffing - Employee

Why your firm
should participate

1. A FREE basic survey for 2020.

2. Anxiety is high.

3. This is a loyalty ‘moment of truth’.
4. Disruptions to internal staff will 

effect your recovery.
5. Client + Talent satisfaction 

impacted by satisfaction of 
internal staff.

How Best of Staffing
employee survey is different

1. Simple for employees (<20 
questions).

2. Testimonials and shout-outs 
automated to help with recruiting.

3. Diversity, equity & inclusion (DEI) 
questions built in, along with key 
DEI demographics.

4. Ability to benchmark DEI vs. 
other firms (PAID version only)

5. Within Best of Staffing program.



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

10%

3%

18%

9%

19%

10%

37%

19%

I have personally witnessed
discrimination at this company.

I have been the victim of
discrimination at this company.

White Male
Non-White Male
White Female
Non-White Female

Why the survey will provide a focus on DEI

SOURCE: CareerBuilder, ASA & ClearlyRated 2020
PREL

IMINA
RY



Questions?

ERIC GREGG

CEO & Founder, ClearlyRated

egregg@clearlyrated.com

linkedin.com/in/ericgregg

BRIDGET HARPER

VP of Customer Success

bridget.harper@clearlyrated.com

linkedin.com/in/bridgetharper

97.9% of ClearlyRated’s staffing clients say 
their program delivers a positive ROI


