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About the research
Background: The State of the Staffing Professional study is a research project presented by ClearlyRated, 
CareerBuilder and the American Staffing Association

Objective: Research identifies key trends and performance benchmarks for the staffing industry

• What are staffing professionals currently most worried about?

• How do staffing firm employees spend their time? 

• How do staffing firms attract and retain top talent for their internal operations? 

Cohort: The 2018 State of the Staffing Professional Report surveyed 

• 681 internal staffing or recruiting firm employees completed the survey

• The survey was fielded between August 15 and August 27, 2018   



Context

Tight labor market top of 
mind for staffing leaders
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There are literally not enough people to fill open jobs

SOURCE: BLS Job Openings and Labor Turnover Survey
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And a career in recruiting is not always top of mind for grads

Future Fireman Future DoctorFuture Recruiter

IMAGE NOT FOUND



Placing talent and retaining internal staff amongst top threats

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 

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018

More than 1 in 3 staffing 
firm leaders list internal 
staff turnover and attrition 
as a top threat



Employee Satisfaction Trends



Attrition in sales & recruiting is significant for most firms

SOURCE: American Staffing Association Staffing Operations Benchmarking Survey

29%
TURNOVER

Sales & Recruiting Employees



Don’t confuse your brand with your logo

YOUR LOGO

YOUR BRAND



Net Promoter® Methodology
How likely are you to recommend our firm to a friend or colleague?

0 1 2 3 4 5 6 7 8 9 10

Extremely likelyNot at all likely

DETRACTORS PASSIVES PROMOTERS

Net 
Promoter® 

Score
% 

Promoters
% 

Detractors

"Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related emoticons are registered trademarks 
of Bain & Company, Inc., Fred Reichheld and Satmetrix Systems, Inc."



NPS of staffing firm employees is trending down

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® 

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



NPS decline puts your firm at risk of losing top talent
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How Can Staffing Firms Attract 
and Retain Top Talent Internally



Compensation drives selection of a staffing firm for internal staff

SOURCE: American Staffing Association Workforce Monitor

65%
54% 54%

48% 44%
39%

Wage
potential

Starting pay Benefits Work-life
balance

Company
locaton

Schedule
flexibility

Most important areas when considering an 
internal job at staffing firm



But balance and flexibility drive retention

SOURCE: American Staffing Association Workforce Monitor

49% 44% 40%

Work-life balance Schedule flexibility Wage potential

Most important areas driving retention of 
internal staff



Don't require your workforce to put in more than 50 hours a 
week - staff appropriately

71% 

55% 

44% 

21% 

47% 

40 Hours or Less 41 - 45 Hours 46 - 50 Hours 51 - 55 Hours More than 55 
Hours 

30% 
38% 

32% 

12% 
23% 

40 Hours or Less 41 - 45 Hours 46 - 50 Hours 51 - 55 Hours More than 55 
Hours 

Field – NPS by hours workedLeadership – 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

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



Compete on benefits

6% 
10% 

21% 

31% 

58% 

1 2 3 4 5 or more 

NPS by number of unique benefits received from staffing firm 

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 

More Benefits
 = More Likely to Recommend

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



Prioritize training and coaching

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



Leadership is paramount to retention of staff



But so is the team’s commitment to each other



Ask Yourself These Questions…

Do you often find you or your staff are sending emails after work hours? 

2 Have you considered resources that help boost productivity? 

3 Are you taking advantage of all available resources to help train your staff? 

1



How Employees Spend Their Time 
Impacts Engagement and Growth



How does a recruiter spend their day?

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

Opportunities for automation and efficiency gains Drivers of employee engagement
(+ candidate loyalty!)

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



Employee NPS correlated to perception of engagement 
with job seekers and candidates

Recruiters - How well do you get to know the 
candidates you place? 

57%
very well

43% 
somewhat/ 

not well

37%
recruiter

NPS

28% 
recruiter

NPS

Non-Recruiters - How well do your firm's 
recruiters get to know the candidates they place? 

58% 
non-

recruiter
NPS

52% 
very well

48% 
somewhat 
/not well

13%
non-

recruiter
NPS

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



How does an account manager spend their day

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018

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

Opportunities for automation 
and efficiency gains Drivers of client loyalty

Driver of 
employee NPS



Technology Will Play a Critical Role in 
Addressing Top Threats to Staffing Firms



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 

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018

Staffing leaders biggest threats



Technology is heavily leveraged in the recruiting process

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018

45% 

40% 

38% 

23% 

21% 

18% 

Matching technology to match open jobs to 
potential candidates 

Search of multiple 3rd party resume 
databases within a single search bar 

Video/online interviewing 

Automatically update candidate profiles with 
data from the open web 

Next generation search technology (e.g., 
natural language/semantic searching) 

Automatically populate email drip campaigns 
with relevant candidates 

Technology used in the recruiting process 

23%
of staffing firms are 

using 3 or more of the 
listed recruitment 

technologies



Leadership and field agree that ATS 
is top priority for investment

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018

36%

28%

21%

17%

12%

15%

26%

25%

24%

18%

13%

12%

Applicant Tracking System (ATS)

Job boards

Social Media site(s) (e.g. LinkedIn, Facebook,
Twitter, etc.)

Career site(s)

3rd party Resume Database/Candidate
Sourcing Platform

Customer Relationship Management (CRM)
System

Technology most in need of improvement to increase value

Leadership
Field Level

31% 

19% 

15% 

8% 

7% 

6% 

Applicant Tracking System (ATS) 

Social Media site(s) (e.g. LinkedIn, Facebook, 
Twitter, etc.) 

Job boards 

Career site(s) 

Customer Relationship Management (CRM) 
System 

3rd party Resume Database/Candidate 
Sourcing Platform 

Most valuable technology used by staffing firms  



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 

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018

To address turnover, prioritize 
investments that improve 
employee efficiency! 

Staffing leaders biggest threats



Field employees have different technological headaches 
than leadership

Top complaints from FIELD

29% Outdated candidate data

27% Lack of integration with other internal systems

27% Slow systems

26% Lacks a mobile app

25% Poor searching capabilities

Top complaints from LEADERS

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

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



Ask Yourself These Questions…

Have you mapped out your recruiters/account managers day to day? 

2 Are you helping your teams maximize their time so they can have thoughtful 
conversations during the interview process? 

3 Have you thought about automating your current processes? 

1



There’s a High Risk to Complacency 
in Your Technological Roadmap



The Technology 
Challenge

While most leaders 
accept that a 

transformation is 
happening, fewer are 
giving it the strategic 

focus it deserves

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: ClearlyRated, CareerBuilder, ASA - 2018



Client perceptions of firm’s technological innovation 
is a key driver Of loyalty

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 

SOURCE: ClearlyRated, CareerBuilder, and ASA



Millennials have different expectation for technology’s role

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") 

SOURCE: ClearlyRated, CareerBuilder, ASA - 2018



Millennials now represent the largest generation 
in the U.S. labor force



Demographics are 
Changing

Looking in the mirror 
may distort what your 
team really wants and 

needs



Ask Yourself These Questions…

How has your value proposition adapted to account for technology when finding 
recruiters to join your team? 

2 Does your process and technology support how your buyers want to buy?

3 Do you have diversity in your workforce to reflect the markets you serve?

1
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Start a Conversation:

Eric Gregg
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www.linkedin.com/in/ericgregg/

Chris Skerrett
chris.skerret@careerbuilder.com

www.linkedin.com/in/chris-skerrett-17b5555/


