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The age of service transparency is upon us

Of prospects were 
influenced by a 

referral

70%

Of referrals do more 
research before 

engaging with firm

96%

Of referrals read 
reviews or search for a 

firm online

59%



Inavero’s program goes beyond measurement; 
accelerating Manpower’s ability to grow

Simple, Actionable Client 
and Talent Survey

Credible 
3rd-Party Award

PLUS

Ratings & Reviews 
Driven Directory

PLUS



The problem is most survey programs focus only on 
identifying service failures

EXPERIENCE

Inavero survey programs identified more 
than 6,000 dissatisfied clients in 2017



But they should ALSO be able to help you amplify the 
voices of your most passionate fans

“This firm defines what a partnership 
should be. Professional and an 
extension of our team. Nobody cares 
more than them and it shows.”

CFO – Fortune 500 Technology Co

EXPERIENCE

Inavero gathered more than 100,000 testimonials on 
behalf of their clients last year alone

EXPERIENCE

Inavero will help enhance satisfaction & 
search engine presence for 300+ staffing 

firms in 2018



And motivate your internal team to continue striving for 
excellence

“Jim always goes above and beyond, 
both for the small projects and the 
large complicated issues! I don't know 
what we would do without him!”

EXPERIENCE

Inavero shared more than 85,000 ‘shout-outs’ with clients 
last year, helping firms recognize service stars



We Speak NPS
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Early NPS Adopters

• Fielded our first NPS survey the year 
Reichheld published his first book on NPS 
(2006)

• Built the staffing industry’s first award 
program based completely on NPS

• We run more NPS programs in staffing 
than any other provider

• Our technology was built from the 
ground up with NPS at the core



Placed Talent vs Applicant NPS Benchmarks
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Client satisfaction trending
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We Speak Staffing
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Deep staffing roots

Partner with industry 
leading vendors on 
industry research

Partner with industry 
trade associations on 

industry research

Started the industry’s 
first and only NPS based 
award program in 2009!



2017 Results

68% 68%

50% 50%

21%

9%

2017
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Staffing
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2017
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Average

2017
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Staffing
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Average

Staffing industry benchmarks
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We have more staffing benchmarks than anyone

KEY DELIVERABLES COULD INCLUDE COMPARISONS BY SECTOR AND FIRM SIZE:

1. NPS Scores and Response Rate (>$500M in revenue)

2. Promoters & Detractors (>$500M in revenue)



89% 92% 91% 88% 93% 
100% 

91% 

57% 59% 
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Competitor ($1bn+) Client Office NPS

NOTE: Only offices with 10 or more responses included in analysis

KEY DELIVERABLES COULD INCLUDE COMPARISONS TO UP TO 10 COMPETITORS:

1. NPS Scores (and gain/loss from prior year)

2. Response Rate (and gain/loss from prior year)

3. Variance in scores by office

We have more staffing benchmarks than anyone



We Speak Service
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50%

75%

100%

2011 Q1 2012 Q1 2013 Q1 2014 Q1 2015 Q1 2016 Q1 2017 Q1 2018Q1

Inavero Trailing 12 Month Historical NPS
Quarterly NPS Trailing 12 Month NPS

World Class
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Since 2010….
• 2,064 reviews from our clients
• 83% NPS
• 9.3 out of 10, on average
• Less than 3% detractors

“Exceptional program, trustworthy 
data, validated results, and 
wonderful service from account 
reps.”
Staci Johnson
Roth Staffing

“Great product that continues to 
evolve, and the entire Inavero
team, at every level, certainly 
walks the talk.”
Karen Waldrop
Staffmark

“This is a product that allows 
our company to really gauge 
comments and results from our 
clients and candidates with a 
true non bias and trusted 
reporting tool.”
Bill Kasko
Frontline Source Group

We practice what we preach!



Our solution is built on dedicated service, support, and 
guidance

• Day 1 dedicated account manager 
to guide through the entire 
process

• Full service execution of entire 
survey setup and fielding process

• Survey operations team dedicated 
to smooth survey fielding and 
handling questions



ASHLEY BRICKMAN | ENGAGEMENT MANAGER | IDR, INC.
“Inavero is a phenomenal tool to let us know what we are doing well and to contune 
doing or what we need to work on. We use the 2 surveys a year and it’s fun to get 
feedback on what we can improve on, go to work and then see it listed as something we 
are doing well on the next. This has been a game changer to our level of service. Also, 
my rep Ryen is phenomenal, always patient, quick to respond AND hilarious J
#winning”

CHRISTINE HAHN-PROFFITT | VP – SALES & OPERATIONS | INTEGRITY STAFFING
“Great coaching from Ryen! She is super flexible and has great follow up. The total 
system is easy to use and provides great insight to what our customers are feeling.”

BRANDON BARBEE | RESEARCH & DEV. COORDINATOR | EXPRESS EMPLOYMENT PROFESSIONALS
“Simply the best! You continue to deliver exceptional service even as our needs increase.
Lauren goes above and beyond for us. Thank you!”

JIMMY DYCHES | MARKET RESEARCH ANALYST | TEKSYSTEMS
“Everyone I’ve ever worked with from Eric and Nathan on down has been an absolute
pleasure. I feel like more than just a customer. Ryen is my Account Manager and I could not
find anything bad to say about her if I tried."

What our clients are saying



Importance of 
Online Reputation
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Service reputation drives client 
behavior in staffing

68%

50%

36%

32%

17%

12%

Referral

Online

Past experiences

Reputation of firm

Sales rep

Marketing/Advertising

RESOURCES CLIENTS USE TO FIND STAFFING 
FIRMS

Influenced 
by 

Service 
Reputation

% OF STAFFING FIRMS WHO SAY THEY 
DIFFERENTIATE ON SERVICE

90%



79%
of staffing firms 

believe it’s important 
to have a strong 

online reputation.

80%
of staffing firms 

believe their online 
ratings/reviews are 
not ‘very accurate.’

And staffing firms struggle with how 
they are perceived



% of clients selected… % of candidates 
selected…15% 16%

30% 32%

55% 52%

Prospects want high scores AND
many reviews



How Inavero Drives 
Online Engagement
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Average of 67k/month in 2017

BestOfStaffing.com profile pages visited from Google search:
• 16,364 to staffing firm ‘A’ branded profile pages (mid 2015-2017)
• 8,498 to staffing firm ‘B’ profile pages (mid 2015-2017)

BestOfStaffing.com profile pages link hiring managers and job seekers 
directly to firm websites:
• 7,422 to staffing firm ‘A’ branded websites (mid 2015-2017)
• 4,234 to staffing firm ‘B’ website (mid 2015-2017)

Top search terms in last 28 days

Visitors to BestofStaffing.com

Client case study, ‘A’ & ‘B’

Google loves reviews, ratings & 
trusted sites



Best of Staffing® wins searches in key 
markets



Comparison on search



How Inavero Drives 
Marketing Efforts
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Internal employees and 
placed talent reviews

Needs to increase

What most firms look like



Inavero’s Best of Staffing can 
help…

… by translating ratings + 
testimonials to online 

search results.



… by qualifying placed 
talent and client 

reviews.

From Job Seekers

From Companies

Inavero’s Best of 
Staffing can help…

From Job Seekers

From Clients



How Inavero Drives 
Operations & 
Training
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Inavero survey invitations get clients to respond

Personalization and 
ensuring clients of the 

brevity of the survey are 
key to Inavero’s high 

response rates.

Our recommendation is to 
include an incentive for 

those who submit a survey

You can include up to 2 
signatures. Best practice is 
to include whoever owns 

that relationship or 
someone recognizable 

outside the firm (CEO, etc.)

15%
Avg B2B survey 
response rate

34%
Avg Inavero survey 

response rate



Measure service quality by 
region, location, area 

manager, account manager, 
service...

Inavero can help…



Identify + address 
service issues.

Inavero can help…



Reports can be downloaded for any information that is segmented, such as ‘Location', 'Brand', 
'Recruiter', or ‘Client’. The following is an example of a recruiter's report (downloads in PDF).

Inavero can help…



MyInavero Live 
Demo
Client + Talent Staffing Surveys
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Questions?
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Appendix
Talent Engagement survey 
questions and MyInavero dashboard 
screenshots
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NPS Survey: EXAMPLE

Net 
Promoter 
Score (NPS) 
question

NPS Driver 
Questions



NPS Survey: 
STANDARD CLIENT SURVEY QUESTIONS



NPS Survey: 
STANDARD TALENT SURVEY QUESTIONS



Inavero’s program powers your service differentiation

Minimal client satisfaction 
ratings display for your 

firm, missing an 
opportunity to reinforce 
commitment to service.

Of prospective clients’ 
time vetting firms is 

spent online

40%



Inavero scores enhance search results for top firms

45

Inavero helps staffing firms 
increase trust with prospective 

buyers and reinforces the 
service ethos.



And provides credible evidence of 
service quality

Star ratings and testimonials 
provide context and additional 

proof of service excellence.

Top service providers earn Best of 
Staffing credentials to help them 

stand out from competitors.



Detailed Survey 
Methodology
Client + Talent Staffing Surveys
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Study Objectives & Suggested Methodology

Page 48

OBJECTIVES

1. Survey Manpower clients and placed talent using Inavero’s methodology to 
create a valid comparison to other Inavero staffing firm NPS benchmarks (in 
aggregate).

2. Attain a valid benchmark of Manpower NPS scores compared to a subset of peer 
firms (similar in size, scope, etc.)

PROPOSED 
METHODOLGY

1. Inavero surveys Manpower clients and placed talent on a weekly, biweekly 
or monthly basis utilizing the Inavero standard methodology for staffing 
firms.

2. Detailed methodology contained in detail of proposal.

3. Inavero will provide Manpower with access to testimonials, shout outs, 
and segmented reporting by account manager, recruiter, branch and 
client.  

DELIVERABLES

1. 12 month access to MyInavero survey dashboard, including 
ability to download raw data and reports.

2. Executive summary report benchmarking Manpower data 
against 10 competitors of similar size.

a) NOTE: Competitor data will not be identifiable, but will rather be shared 
as “Competitor A”, etc.

b) NOTE: Competitors will not be identified within the body of the report, 
but key criteria will be shared (revenue, scope, etc.)



The age of service transparency is upon us

Of prospects were 
influenced by a 

referral

70%

Of referrals do more 
research before 

engaging with firm

96%

Of referrals read 
reviews or search for a 

firm online

59%



Talent Engagement survey questions



Talent Engagement survey questions



Talent Engagement survey questions



MyInavero - Dashboard

Survey Resources
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MyInavero – Survey Results, Overall

Breakdown of NPS  
and Response

NPS

Response Rate

Key pain-points in a client
– a/c manager relationship
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MyInavero – Survey Results, Overall

Identify which  
parts of the  
business are  

thriving and those  
that need  

improvement
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MyInavero – Survey Results, Segmented

Feedback specific to a/c  
manager or recruiter
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MyInavero – Survey Results, Segmented

Reporting available for  
downloading

Utilize those  
responses and  
identify any  

trending feedback.

Grab testimonials  
and shout outs for  

your business  
proposals and  

marketing material.
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MyInavero – Survey Results, Issue response level

Receive real time e-
mail alerts for  

detractor responses  
(0-6 NPS). Control  
who receives these  
alerts and respond  

within 24hrs.
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MyInavero – Survey Results, Issue response level

Be 8 steps ahead by  
identifying the issue  

and creating a
resolution before 

reaching out to the
respondent within  

24 hrs.

All of the  
respondents contact  
information can be  

found here.

Quickly view how  
the respondent has  
rated your service  

over the last  
number of surveys.
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MyInavero – Survey Results, Personnel & Firm Level

Use these shout outs to celebrate internal  
personnel who are recognized for their  
consistent, awesome work. They can be  

automatically shared via e-mail alert  
company wide or directed to whoever is  

managing the program.

Take these testimonials and immediately  
use in business proposals, marketing  

initiatives and proof that your business is a  
leader for service, knowledge and expertise  

in the industry.

60



MyInavero – Survey Reports

Reports can be downloaded for any information that is segmented, such as ‘Location', 'Brand', 
'Recruiter', or ‘Client’. The following is an example of a recruiter's report (downloads in PDF).

1

2

3
61



MyInavero – Survey Reports

Reporting continued…

4
5

62
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