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Industry Trends Driving Staffing 
Company Growth in 2018 and Beyond



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

5 Facts About Inavero
1) We measure client experience for 350+ 

staffing firms
2) We are ASA’s Staffing Satisfaction 

Survey partner
3) We will identify more than 15,000 at-

risk clients and talent this year
4) BestofStaffing.com has more than 1.4+ 

million ratings and 142,000 monthly 
user sessions

5) Inavero has more than 275 
testimonials from staffing firms on 
ClearlyRated.com



Thank you to our research sponsors 
& staffing industry partners!



TAKE ACTION

There is no perfect time. 
Start improving today. 



2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

Historically Tight Labor Market

Trend #1



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 
6

75% 

42% 

37% 

35% 

29% 

22% 

20% 

13% 

Access to high quality, 
placeable talent 

Increased competition/number 
of competitors 

An economic slowdown 

Internal staff turnover/attrition 

Rising costs 

Uncertain global economic 
conditions 

Not having the right technology 
in place 

Government regulations 

Leaders - Biggest threats facing staffing firms 

Finding talent to place is top concern, but not top initiative

SOURCE: Inavero, CareerBuilder, and ASA

78% 

76% 

57% 

52% 

44% 

44% 

36% 

32% 

New account/client acquisition 

Growing existing accounts 

Improving our clients’ 
experience with us 

Improving our candidates’ 
experience with us 

Streamlining/simplifying 
processes 

Growing internal headcount/
hiring internally 

Improving retention/rehire rate 
of placed talent 

Investing in new technology 

Leaders - Biggest initiatives in the next year 



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Availability of top talent at historical lows

SOURCE: U.S. Bureau of Labor Statistics

U.S. unemployment rate following great recession
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Many of us 
don’t 

remember 
the last time 

this 
happened



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

There are literally not enough people to fill open jobs

SOURCE: BLS Job Openings and Labor Turnover Survey
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Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Demand for flexible talent at historical highs

SOURCE: U.S. Bureau of Labor Statistics SOURCE: American Staffing Association
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Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

75%

42%
37% 35%

29%
22% 20%

Access to
placeable
candidates

Increased
competition

Economic
slowdown

Internal
staff

turnover

Rising costs Uncertain
global

economy

Not having
the right

technology

Leaving staffing firm executives in pain
This is what’s keeping staffing executives up at night

SOURCE: Inavero, CareerBuilder, and ASA



Retention of Internal Staff More Difficult Than Ever

Trend #2



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

A lesson on Net Promoter Score® (NPS)
A Net Promoter Score (NPS®) is an easily understandable metric based on 

likelihood to recommend using a company, product or service to a friend or 
colleague

WHAT
is a Net Promoter Score?

Companies often see a direct correlation between: 
Net Promoter Score, customer retention, & revenue growth

WHY
use a Net Promoter Score?

0 1 2 3 4 5 6 7 8 9 10

Detractors PromotersPassives

% Promoters % Detractors NPS

Promoters: Your firm’s strongest allies; most likely 
to promote your firm to others

Detractors: Clients at risk 
of switching firms

HOW
do we calculate Net Promoter Score?

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



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

NPS benchmarks of well-known consumer brands



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Internal staff satisfaction continues slide

SOURCE: Inavero, CareerBuilder, and ASA

66% 64% 
59% 60% 60% 58% 56% 52% 

14% 15% 15% 16% 15% 17% 16% 17% 

51% 49% 
45% 44% 45% 

41% 39% 
35% 

2011 2012 2013 2014 2015 2016 2017 2018 

Staffing Employees: Likelihood to Recommend Working for Current Staffing Firm 

Promoters Detractors Net Promoter Score® 

2018



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Competition for benefits key driver for satisfaction
87% 

54% 

47% 

44% 

41% 

41% 

29% 

22% 

18% 

14% 

12% 

Insurance plans (medical, dental, life, etc.) 

401k plan with employer match 

Flex spending/HSA option 

Maternity/Paternity leave 

Flexible work schedule (flex days, summer 
hours, etc.) 

Telecommuting/Work-from-home options 

401k plan without employer match 

Tuition reimbursement/paid continuing 
education 

On-site amenities (gym, athletic fields, yoga, 
etc.) 

Commuter benefits 

Unlimited time off 

Common benefits offered by staffing firms 

6% 
10% 

21% 

31% 

58% 

1 2 3 4 5 or more 

NPS by number of unique benefits received from staffing firm 

More Benefits = More Likely to Recommend

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

And satisfaction declines as hours increase

71%
55%

44%
36%

40 Hours
or Less

41 - 45
Hours

46 - 50
Hours

More than
50 Hours

Leadership – NPS by hours worked

50 hours
Average hours worked per week by 

staffing leadership

46 hours
Average hours worked per week by 

staffing field employees

30%
38% 32%

18%

40 Hours
or Less

41 - 45
Hours

46 - 50
Hours

More than
50 Hours

Field – NPS by hours worked

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

NPS decline puts your firm at-risk of losing top talent

2%

16%

52%

Promoters (9-10) Passives (7-8) Detractors (0-6)

% Expecting to leave their staffing firm in next 12 months by NPS

SOURCE: Inavero, CareerBuilder, and ASA



Pride and Team

Keys to Retention and Engagement



Productivity of Internal Staff
Key to Growth

Trend #3



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Allocate recruiter time efficiently to increase output

5% 3% 23% 12% 16% 10% 11% 7% 5% 5% 4% 

Receiving and 
understanding 

initial job orders

Entering job 
details into an ATS 

Searching for 
candidates

Initial candidate 
screening

Contacting 
candidates who 

meet job 
requirements

Discussing 
job/career 

opportunities with 
candidates

Interviewing 
candidates

Submitting 
candidates to 

client

Communicating 
with candidates 

prior to start 
date

Giving 
feedback/ 

touching base 
with placed 
candidates

Internal 
meetings or 

training

Other

How does a recruiter spend their day?

Opportunities for automation and efficiency gains Drivers of candidate loyalty
SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Understand what drives candidates to place more of them
25%

24%

24%

23%

22%

15%

15%

14%

13%

13%

12%

I was offered a better opportunity elsewhere

I felt overworked/burnt out

Compensation/compensation growth were not
enough

Problems with immediate manager

Poor career growth

I felt I did not fit within the company culture

Location of the office / commute to work

My schedule lacked the necessary flexibility

Benefits were not sufficient

Company’s mission/vision did not match my own

Poor skills growth

Reasons for Leaving Previous Job

56%

56%

33%

30%

24%

18%

18%

17%

14%

Benefits

Location of the office /
commute to work

Career growth potential

Company culture

Company’s reputation

What current employees say
about working there

Skills growth potential

Rewards/recognition of
a job well done

Company’s mission/vision

Most Important Aspects of a Position, After Compensation

SOURCE: Inavero and ASA



40%

14%

12%

7%

6%

6%

5%

5%

7%

They have access to jobs that I don’t

They only share jobs that
fit my skills/experience

They understand the
employment market better than I do

The job search is too much
 work to handle by myself

They help me build my skills

I don’t have the 
time to search for a job

I don’t understand the best 
way to go about a job search

They prepare me for the interview

Other

Top Reasons to Partner with Staffing or Recruitng Companies

Understanding Candidates

Expanding candidate opportunities 
and improving their employment 
prospects key to winning loyalty

SOURCE: Inavero and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

10% 24% 16% 14% 11% 8% 6% 8% 4% 

Building 
prospecting lists 

of potential clients

Cold-calling or 
emailing client 

prospects

Meeting with 
prospective 

clients

Meeting with 
existing clients

Receiving job 
orders and asking 

clarifying 
questions

Sharing job order 
details internally

Preparing 
materials for 

meetings with 
client prospects

Attending internal 
meetings or 

training

Other

How does an account manager spend their day?

Many underestimate growth from existing clients

Opportunities for automation and efficiency gains
25% on existing clients

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

51% 
percentage primary staffing firms 

capture out of the average 
companies’ total staffing firm 

budget34% 
percentage detractors dedicate of 
their total staffing budget to their 

primary firms

71% 
percentage promoters dedicate of 
their total staffing budget to their 

primary firmsClient Satisfaction = Client Share of Wallet

Many underestimate growth from existing clients

SOURCE: Inavero, CareerBuilder, and ASA



Technology is Changing How
Staffing Firms Deliver Value 

Trend #4



The Technology Challenge

While most leaders accept that a 
transformation is happening, fewer 

are giving it the strategic focus it 
will likely command

71%
of leaders agree that the 
staffing industry will be 

transformed by technology 
and/or automation

1 in 5
leaders believe that not having 
the right technology in place is 

one of the largest threats to 
their firm

But…

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Top complaints from FIELD

31% System isn’t used consistently

30% Lack of integration with other internal systems

29% Poor analytics/reporting

27% Outdated candidate data

24% Poor searching capabilities

Top complaints from LEADERS

29% Outdated candidate data

27% Lack of integration with other internal systems

27% Slow systems

26% Lacks a mobile app

25% Poor searching capabilities

28

Technology headaches differ between leadership and field

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

42%
NPS

“ahead of 
others”

5%
NPS
“on par 

with/behind 
others”

Behind 
others 
22% 

On par 
with others 

62% 

Ahead of 
others 
16% 

My primary staffing firm is _____ when it 
comes to utilizing technology 

74%
of hiring managers believe 

using up-to-date 
technology can help 

differentiate a staffing firm

67%
of hiring managers believe 

it is very or extremely 
important that their 

staffing firm use up-to-
date technology

Client perceptions of firm’s innovation key loyalty driver

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Effective technology implementation harder than it looks



Client and Candidate Expectations 
Around Service are Increasing

Trend #5



Compared to promoters, detractors are:

The cost of talent detractors…

• Twice as likely to quit an assignment before completion.

• 4x less likely to refer you to other job seekers or hiring managers.

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



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

45% 

34% 

21% 

Placed Candidate 

13% 

27% 
60% 

Applicant - Not Placed Placed -
Permanent

59%
NPS

Placed -
Temporary

4%
NPS

13% 27% 60% 
Not Placed Promoters (9-10) Passives (7-8) Detractors (0-6) 

-47%
NPS

24%
NPS

Candidate NPS for staffing firms is mixed

SOURCE: Inavero and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Pre-placement is driven by helpfulness and empathy

61% 

54% 

76% 

86% 

They worked to get to know me as a person. 

They helped me prepare for the interview. 

They set expecta9ons about how best to 
communicate with them throughout the process. 

They acknowledged they received my materials 
(applica9on, resume, etc). 

Experiences Before Being Placed by a Staffing Firm (% “Yes”) NPS “Yes” NPS “No” NPS Impact

18% -47% 65%

23% -39% 62%

11% -51% 62%

2% -34% 36%

SOURCE: Inavero and ASA

EXCEEDING 
EXPECTATIONS

MEETING 
EXPECTATIONS



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

50% 

76% 

61% 

81% 

72% 

78% 

I was given feedback and coaching throughout 
the assignment. 

Any issues were resolved in a :mely manner. 

Someone contacted me prior to the end of my 
assignment about the upcoming transi:on. 

I was treated well by the organiza:on with which 
I was placed to work. 

Any emails or phone calls were returned within 
24 hours. 

The posi:on was accurately described to me 
prior to star:ng. 

Experiences While on Most Recent Assignment (% “Yes”) NPS “Yes” NPS “No” NPS Impact

22% -36% 58%

14% -41% 55%

19% -33% 53%

8% -40% 48%

11% -35% 46%

4% -34% 38%

Candidates want support throughout the assignment

SOURCE: Inavero and ASA

EXCEEDING 
EXPECTATIONS

MEETING 
EXPECTATIONS



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

56% 

47% 50% 

39% 35% 
32% 

27% 
29% 32% 35% 

15% 14% 
20% 

21% 27% 
24% 

30% 
25% 23% 24% 

41% 
33% 30% 

18% 

8% 8% 

-3% 
4% 

9% 11% 

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 

Clients: Likelihood to Recommend Working with Current Staffing Firm 

Promoters Detractors Net Promoter Score® 

Q20. How likely would you be to recommend your primary staffing firm to a friend or colleague? 

2018

Client NPS continues to [slowly] improve

SOURCE: Inavero, CareerBuilder, and ASA



Content Clients Value

Educate clients and prospects to help 
them see your firm’s unique value

72% 

55% 

47% 

28% 

Salary data 

Hiring trends in my industry 

Recruiting best practices 

HR-related rules and  
compliance information 

Types of data a recruiter could provide that would be of value 

SOURCE: Inavero, CareerBuilder, and ASA



Competitive Differentiation Becoming
More and More Challenging

Trend #6



Quality is a perception, not a fact



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

32% 

25% 

17% 

4% 

4% 

3% 

3% 

Not enough candidates to choose from 

Poor match of candidates’ skills/experience  
to my open position 

Cost was too high 

Not responsive to inquires/questions 

Staff was not helpful/caring 

Poor customer service/experience 

Poor communication 

Detractor (0-6) reason for NPS rating 

23% 

20% 

12% 

11% 

9% 

9% 

5% 

5% 

4% 

Strong match of candidates’ skills/ 
experience to my open positions 

Very good customer service/experience 

Very responsive to inquires/questions 

Professional staff 

High level of communication 

Firm’s strong reputation 

Helpful/caring staff 

Many candidates to choose from 

Lowest cost 

Promoter (9-10) reason for NPS rating 

Candidate match and service quality drive NPS for clients

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Using a staffing firm would be…

66% Very helpful
27%  Somewhat helpful 

53% Very helpful
36%  Somewhat helpful 

50% Very helpful
35%  Somewhat helpful 

52% 

40% 

34% 

26% 

25% 

17% 

15% 

6% 

Access to candidates with the right skills 

Time to hire 

Cost/budget 

Limitations with current hiring resources 

Internal hiring processes 

Limitations with current technology 

Employment classification 

Trade policies 

Hiring managers's biggest pain points in the recruitng process 

Hiring managers believe staffing firms can alleviate pain

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

40% 

28% 

26% 

23% 

15% 

8% 

5% 

I was trying to save money 

Staffing agencies aren’t good at hiring the type 
of position I needed 

The best candidates don’t work with staffing 
agencies 

I didn't have budget to work with a staffing 
agency 

I’ve had bad experiences in the past with 
staffing agencies 

I didn’t have time to research the firms I should 
use 

I didn’t know who to use 

Key reasons for NOT working with a staffing firm 

42% 

41% 

37% 

36% 

25% 

20% 

20% 

14% 

13% 

Needed to hire someone more quickly than I 
could do on my own 

Access to candidates with specialized skills 

Had a hard time filling the position on my own 

Opportunity to gauge the candidate fit before 
hiring permanently 

More flexibility to change the number/mix of 
workers based on project load 

I didn’t have time to manage the process on my 
own 

Needed more recruiting expertise 

I always hire through a staffing agency 

I was trying to save money 

Key reasons for working with a staffing firm 

Clients want speed, skill and specialization

40% 

28% 

26% 

23% 

15% 

8% 

5% 

I was trying to save money 

Staffing agencies aren’t good at hiring the type 
of position I needed 

The best candidates don’t work with staffing 
agencies 

I didn't have budget to work with a staffing 
agency 

I’ve had bad experiences in the past with 
staffing agencies 

I didn’t have time to research the firms I should 
use 

I didn’t know who to use 

Key reasons for NOT working with a staffing firm 

42% 

41% 

37% 

36% 

25% 

20% 

20% 

14% 

13% 

Needed to hire someone more quickly than I 
could do on my own 

Access to candidates with specialized skills 

Had a hard time filling the position on my own 

Opportunity to gauge the candidate fit before 
hiring permanently 

More flexibility to change the number/mix of 
workers based on project load 

I didn’t have time to manage the process on my 
own 

Needed more recruiting expertise 

I always hire through a staffing agency 

I was trying to save money 

Key reasons for working with a staffing firm 

SOURCE: Inavero, CareerBuilder, and ASA



% that believe staffing and recruiting 
companies don’t provide a good career 

path

 % that believe it costs money to work
with a staffing and recruiting firm

% that believe staffing and recruiting 
companies are primarily for people who 

can’t find a permanent position

% that believe staffing and recruiting
companies have selfish motives

% that believe staffing and recruiting
companies are all mostly the same 55%

55%

39%

38%

37%

Candidate 
perceptions 
staffing firms 
compete with

SOURCE: Inavero and ASA



They’re Here: Generation Y Impact
On Staffing Firms Increasing

Trend #7



45

Generation Y in the Workplace

Millennials now represent the 
largest % of the U.S. workforce

5

35

29

3350

25
21

2

1994 2017

Post-Millennials

Millennials (GenY)

Gen Xers

Boomers

Silent/Greatest

SOURCE: Pew Research Center



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

50% 

20% 17% 

Millennial Gen X Baby Boomer 

I would prefer to place a job order online rather than 
talking to a recruiter by phone or in person 

(% "Strongly agree") 

59% 

21% 
15% 

Millennial Gen X Baby Boomer 

Five years from now, recruiters will play a smaller role 
in my organization’s talent acquisition process 

because of technology (% "Strongly agree") 

Millennials have different expectations for technology’s role

SOURCE: Inavero, CareerBuilder, and ASA



Trust Of Marketing & Sales
Is At An All-Time Low

Trend #8



is the bridge between 
consideration and selection.

TRUST

CONSIDERED

SELECTED



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

SOURCE: Gallup Organization

Trust is at a historically low level



Meet David.



Trust David.



Building Trust

You will never be as persuasive as 
the people who work with you. 

Help them tell your story.

What others say on your behalf

What you say about yourself

SOURCE: Inavero, CareerBuilder, and ASA

45% 43%

36%

28%
25%

10
testimonials
from similar
companies
within my
industry

4.5 out of 5
stars, with 70
ratings on an
independent,

3rd party
rating site

3rd-party
award

recognizing
service

excellence,
such as Best

of Staffing

Content on
staffing firm's

website
highlighting

service
commtments

Email fom an
account
manager

talking about
their service

process.



Role of Online Reputation 
Continues To Increase

Trend #9



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

12% 

12% 

12% 

10% 

10% 

8% 

7% 

6% 

The firm’s reputation  
within my industry 

Someone proactively  
recommended them to me 

My experience hiring with  
the firm at a previous job 

Asked people in my professional  
network for a referral 

A sales rep introduced  
themselves to me 

My experience working with the  
firm on my personal 

 job search previously 

Searched for a staffing firm online 

Asked people in my personal  
network for a referral 

Source of initial awareness of primary staffing firm 
Reputation drives awareness and selection for clients

9 in 10
Take at least one 

additional step to vet a 
firm, even if they receive a 

personal referral

1. 5 hours spent online researching (median)

2. Over half reach out to others they trust

3. 41 percent visit your website

4. 39 percent read online reviews

SOURCE: Inavero, CareerBuilder, and ASA



Online Reputation

Staffing firms have to overcome 
common misperceptions



Accuracy of your firm's online ratings/reivews in 
reflecting client/candidate experience 

56

79% 
Not Accurate 

or 
Somewhat Accurate

18% Not
accurate

61% Somewhat
accurate

21% 
Extremely
accurate

Online Reputation

Majority believe online reputation 
for their firm is less than 

completely accurate

SOURCE: Inavero, CareerBuilder, and ASA



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

55%

46%

34%

30%

22%

19%

14%

6%

A referral from a friend
or colleague

Online reviews

The company’s recruiters 
(or employees in general)

The company’s website

Testimonials from other job
candidates

Independent, 3rd-party
awards

Their affiliation with a
respected trade association

An advertisement for
the company

Trusted Sources of Information For Evaluating Staffing 
Company Quality

Reviews trusted second only to a personal referral

CANDIDATES

8x
more trusted than firm 

marketing or advertising

SOURCE: Inavero and ASA



2 in 3 candidates are 
less likely to apply to a 
job with an employer 

that has negative online 
reviews.

SOURCE: Inavero and ASA

4 in 5 candidates believe online reviews are accurate



Measure client and talent satisfaction.
Build online reputation.

Differentiate on service quality. 

Online reviews offer valuable validation for prospects

41%

67%

85% 82%

2.3 stars 3.3 stars 4.3 stars 5 stars

JOB CANDIDATE
Likelihood to engage 

with staffing firm based 
on firm’s star rating

SOURCE: Inavero and ASA

34%

57%

86%
91%

2.3 stars 3.3 stars 4.3 stars 5 stars

HIRING MANAGER
Likelihood to engage 

with staffing firm based 
on firm’s star rating

SOURCE: Inavero, CareerBuilder, and ASA



Final Thought:

People Love a Story. 
Give them One.
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Questions?

ERIC GREGG

CEO & Founder, Inavero

egregg@inavero.com

linkedin.com/in/ericgregg


