
The ROI of 
Service Excellence 

for PEOs

September 27th, 2018

Eric Gregg
CEO & Founder

Inavero

Anne Donovan 
President
Xenium



© 2018 Inavero, Inc. All Rights Reserved. Net promoter, NPS, and Net Promoter Score are trademarks of 
Satmetrix Systems, Inc. Bain & Company, and Fred Reichheld.

Simple, Actionable Client & Talent 
Surveys

Credible 3rd Party Award Ratings & Reviews Driven 
Directory

About Inavero



Welcome, Anne Donovan!

Anne Donovan
President
Xenium



is the bridge between 
consideration and selection.

TRUST

CONSIDERED

CHOSEN
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Trust is at a historically low level

SOURCE: Gallup Organization



Don’t get into strangers’ cars. 
Don’t meet people from the internet.

Literally summon strangers from 
the internet to get into their car.  

Invite someone you’ve never met 
to live in one of your rooms.

Only trust the advice of strangers.

Don’t let someone you don’t know into 
your house. 

Don’t trust the advice of strangers.

“I reactivated in spring 2011, filled out all 
the forms, etc. 9 months later, not one 
peep. I know, you're probably thinking 
"Yeah but maybe you are a weak 
candidate."  Maybe, but I did well with 
them in the past, have lots of experience, 
willing to do any job, etc. etc.”

1998 2018

Yet, trust in individuals has never been higher



The Ethos of Service



How can ‘service’ fit 
into a growth strategy 
for PEOs everywhere?



Employee Engagement:
A driver of service excellence



Building the bridge between 
happy employees and happy, 

engaged clients.



The role of an account 
manager from the client’s 

perspective.



Service as a metric of success



The decision journey:

Why Xenium made the 
choice to invest in 
measuring the client 
experience.



Diving deeper into NPS
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Net Promoter® Methodology

Promoters (give a rating of 9-10)

Passives (give a rating of 7-8), and

Detractors (give a rating of 0-6)

16 / 20 PROMOTERS = 80% 2 / 20 DETRACTORS = 10%

( 80% - 10% )
7 0% NPS- =



Why Net Promoter® Score?

• Directly tied to growth strategy for service firms – referrals.

• Single metric to benchmark against the industry and across other 
world-class service quality organizations. 



>70% (World Class)

>50% (Exceptional)

30% (Average)

0% (Bad)

Global NPS Standards



>70% (World Class)

>50% (Exceptional)

30% (Average)

0% (Bad)

NPS Across Industries
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Why NPS?

• Directly tied to growth strategy for service firms – referrals.

• Single metric to benchmark against the industry and across other 
world-class service quality organizations. 

• Creates service awareness and makes service quality an accessible 
goal across the organization.

• Measures loyalty behavior as a proxy for client perception – helps 
client remove their own bias about what constitutes “good” or 
“great” service.
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The Impact of NPS at Xenium



How measuring client 
satisfaction has resulted in 

meaningful impacts on 
opportunity for growth 

(and profitability).



Creating awareness for 
at-risk clients.



How client feedback can 
fuel a roadmap focused on 

improvement throughout the 
organization.



Myth: Satisfaction surveys are 
only meant to uncover things that 

aren’t working. 



Service as a Differentiator



How-to leverage client 
feedback in marketing 

and business 
development activities.



Critical Elements for Creating an 
ROI With NPS



1. Leverage NPS as a 
diagnostic tool 

CRITICAL ELEMENTS OF NPS



2. Add an extra layer of 
accountability 

“Shout Out”
Identify + celebrate service wins

Congratulations, 
Alisha!

Alisha has helped me make correct and 
informed decisions on every personnel 
move over the last six years. She is the 

best!

Gary Mortensen (testmail@192company.com) from 192 Company gave 
Alisha the following shout out:

2018

Account Type: PEO

Brand: 192 Company
Location: Philadelphia
Account Manager: Alisha

Year: 2018

PEO

CRITICAL ELEMENTS OF NPS

mailto:testemail@testemail.com


3. Find every opportunity to 
leverage client feedback

CRITICAL ELEMENTS OF NPS



Leveraging Client Feedback



4.  Create a process that 
allows you to take action on 

feedback

CRITICAL ELEMENTS OF NPS



Questions?

Eric Gregg

CEO & Founder, Inavero

egregg@inavero.com

Anne Donovan

President, Xenium

AnneD@xeniumhr.com


