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Let’s address my current workplace reality...
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Thank you to our Best of Staffing® sponsors!

Presenting Sponsor

CAREERBUILDER

Gold Sponsor
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About ClearlyRated

clgarlyrated®

Est. 2003

Focus on professional
service providers since
2007

We believe it's good
business to place client
satisfaction at the heart
of your growth strategy.
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BEST/ BEST

—of

Staffing’ Staﬁlng‘
CLIENT | TALENI

SATISFACTION SATISFAC
20207 — 202

Annual award program for
client and talent service.

Recognizes firms that
have demonstrated
exceptional service

quality based exclusively
on ratings provided by
their clients and talents.

Launched July 2018

Online service provider
directory that translates
client and talent
satisfaction scores into
online ratings and
testimonials.

Measure the client and candidate experience.
Build online reputation.
Differentiate on service quality.



nd client service

" /
1= o —

“
S

- -




Differentiation is

earned, not assumed.

54% of buyers think
that all staffing firms
are mostly the same.

clé/arlyratedw

20,000

staffing firm providers in the U.S.



Measure the Client and Talent Experience with
Net Promoter® Score

How likely are you to recommend our firm to a friend or colleague?

Not at all likely

Extremely likely

T —— N

DETRACTORS PASSIVES PROMOTERS

Net
Promoter® — % = %
Score - Promoters Detractors

Clea rly rated® "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."




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.

clgarlyrated®



Global NPS Standards

N

>70% (World Class)

............................... VWo% (Bad)
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NPS Across Industries
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Why Net Promoter® Score?

- Directly tied to growth strategy for service firms —-

* Single metric to _against the industry and across other
world-class service quality organizations.

» Creates service - and makes service quality an_
goal across the organization.

+ Measures loyalty behavior as & proxy for client perception - helps

client remove their own bias about what constitutes “good” or “great”
service.

clgarlyrated®



Staffing Industry — Client NPS® Benchmark

60%
50%
V — Promoters
40%
— — Passives
30%
. _ \< = Detractors
0,
20% —— Client NPS®
10%
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-10%

2015 2016 2017 2018 2019

SOURCE: ClearlyRated, CareerBuilder, ASA 2019

Measure the client and candidate experience.

, Build online reputation.
Clea rly rated® Differentiate on service quality.



Best of Staffing® - Client winners versus the industry

BEST
Staj’]‘m/g"‘

CLIENT

SATISFACTION
— 2020

-2%
|
Industry NPS  Best of Staffing  World-class  Best of Staffing

Minimum Service Client Average

SOURCE: ClearlyRated 2019, 2020

cIe’arIyrated@



Best of Staffing® Eligibility Requirements

Choose at least 3 consecutive months
over the past 12 months

Provide a list of 100% of clients who were billed
for services and/or 100% of talent who placed on
assignment during the timeframe.

Must receive a 20% response rate and at
least 15 responses, OR a minimum of
250 responses

BEST/

o]

Achieve an NPS® of 50% or higher i—tf:fg'ﬁﬁTg

SATISFACTION SATISFACTION
2020
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Meet today’s panelists!

Celeste Bottorff Scott Morefield Marian Brady
Chief Marketing Officer Director of Marketing Marketing Communications Manager
Hire Dynamics Luttrell Staffing Group Sterling Engineering
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Changing dynamics in the industry

Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Celeste Bottorff
Chief Marketing Officer
Hire Dynamics

clgarlyrated‘“

Differentiation from the inside out



Scott Morefield
Director of Marketing
Luttrell Staffing Group

!

4
clearlyrated

Building a team worth talking about



Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Treating employees as partners



How Best of Staffing® helps firms
differentiate on service

cIe/arIyrated®



2020 Best of Staffing winners were
announced on February 4t

BEST,

_O_f ./

Staffing’ | Staffing*
CLIENT TALENT

SATISFACTION SATISFACTION

2020 2020
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How Best of Staffing® Works

Send Online — h . Get Feedback in — Capture Testimonials &
° Survey l “-ll’ Real-Time G Critical Issues

INTERNAL PATH / \ EXTERNAL PATH

R ! Get real-time email alerts Earn Best of Staffing® Award
Hold team accountable — Tell your story with
manage issues through star ratings and testimonials
resolution on ClearlyRated.com
(assign, update, track)
Winners market their award to
2 Retain key accounts and increase interest among WIRN.
celebrate super star buyers, job seekers, and i= 1 i
employees internally peers i
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Best of Staffing - Client winners versus the industry

cIe’arIyrated@

-2%
|
Industry NPS  Best of Staffing  World-class

Minimum Service

SOURCE: ClearlyRated 2019, 2020

Best of Staffing
Client Average

BEST
Staj’]‘m/g"‘

CLIENT

SATISFACTION
— 2020
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FIND

Hire Dynamics
of DULUTH, GA

Client Login

COMPANY AWARDS

11 YEAR WINNER

11 YEAR WINNER

Hew did they win?




Use responses to grow your business

cl‘e'arlyrated‘“




Star Ratings Feature

OVERALL CLIENT RATING

c Ratings Details

4.7 based on 404 ratings

OVERALL TALENT RATING

: Ratings Details

4.5 based on 1,919 ratings

Hﬁ%bwmmms

Great Jobs @ Great People

cIe’arIyrated@

OVERALL CLIENT RATING

c Ratings Details

4.7 based on 170 ratings

OVERALL TALENT RATING

‘ Ratings Details

4.4 based on 1,211 ratings

o)
LU ReLL

STAFFING GROUP

OVERALL CLIENT RATING

E Ratings Details

4.7 based on 81 ratings

OVERALL TALENT RATING

E Ratings Details

4.7 based on 113 ratings

STERLING

ENGINEERING

Measure the client and candidate experience.
Build online reputation.
Differentiate on service quality.



Recognize service leaders internally

Lauren is the absolute best and is
always available to assist with our
request! She's patient, and truly
treats us like a valued client.
Thanks for everything, Lauren!

Always responsive; always human;
genuinely interested in our
experience with ClearlyRated.

You're the best, Bridget! Always
going above and beyond for us.

£

clearlyrated

Ryen, has always been responsive
and positive to work with! Always
feel | can reach out to her with
questions. | don't usually need to
because all the emails that are sent
before - which is amazing!

Zita was always "on" responding
promptly with exactly the
information | needed

Emilie has been more than great
throughout the entire process. She
has been thorough about what
steps to take and has helped me
with all questions | had.



Celeste Bottorff
Chief Marketing Officer
Hire Dynamics
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Measuring mission with NPS® metric



Scott Morefield
Director of Marketing
Luttrell Staffing Group
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Recognizing service leaders internally



“People like to be associated with a winner”

Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Continuing improvement over perfectionist
thinking

cIe/arIyrated®



Benefits of identifying Detractors

cIe’arIyrated@

Customer Loyalty

Service Recovery Paradox

Customer with service failure
and successful recovery

Customer without
service failure

T

Service failure

«— Service recovery

Time



Scott Morefield
Director of Marketing
Luttrell Staffing Group
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Improving NPS by reducing Detractor
responses



Knowing where the team “falls down”
makes it that much easier for them to pick
back up

Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Surveys are a
powerful vehicle for
getting honest
feedback from more
of your clients and
candidates.

Z

clé/arlyrated®

69%

69% of clients of B2B 59% say they are more
service providers say likely to be candid with
they are more likely to their feedback in an
take the time to provide online survey than
feedback through a in-person.
survey than in-person.

SOURCE: ClearlyRated 2018




Celeste Bottorff
Chief Marketing Officer
Hire Dynamics

cIe’arIyrated‘“‘

Leveraging service recovery to explode
myths and build loyalty
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We’re all neighbors

/
Measure the client and candidate experience.

v ® Build onli tation.
C I ea r | y rated ) Differenti:tle ocr)wns:tr;?v:’:;):jallci)t;.



Impact of referrals on decision making

Trusted Sources of Information For Evaluating Staffing
Company Quality

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 they've worked with Candidates trust

online reviews
Independent, 3rd-party awards

the company has earned 8
Their affiliation with a X
respected trade association More than an

An advertisement for advertisement for
the company the company

B Trusted ™ Most Trusted

cIe’arIyrated@

SOURCE: ClearlyRated, Glassdoor, ASA 2018



Helping clients find the value

Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Millennials now represent the largest cohort of final
decision makers when it comes to selecting a staffing firm

Resources or methods clients use to help
vet their primary staffing firms

Final decision makers by generation

Read reviews of the staffing
firm online

Online

Asked people in my

professional network for a

Millennials referral

Went to the staffing firm’s
website to read about them

Online

The firm’s reputation within
my industry

Gen X

Searched for the staffing firm
online

Online

Asked people in my personal
network for a referral

Baby

Boomers My experience hiring with the
firm at a previous job

)
£ Researched them on their

’ = X ) 18%
N SI social media pages I
clearlyrated
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Scott Morefield
Director of Marketing
Luttrell Staffing Group
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Selling to a younger generation



Celeste Bottorff
Chief Marketing Officer
Hire Dynamics

cIe’arIyrated‘“‘

Lessons learned about online reputation
and client decisions



How online reputation can facilitate
firm growth

cIe/arIyrated®



Client satisfaction during the buyer journey

Most persuasive factors in demonstrating the unique value of a staffing firm

Satisfaction scores from their current clients
Testimonials from their current clients
Satisfaction scores from people they have
placed

Online ratings/reviews from a credible 3rd
party site

Testimonials from people they have placed

18%

33%
27%

6% 24%

6% 21%

37%

Research on hiring trends in your industry
Awards earned for service quality

Research on hiring best practices
Industry/technical certifications

Thought leadership research

Affiliation with a respected trade association
Research on salary trends in your industry
Awards earned for employee satisfaction
Awards earned for firm performance
Thought leadership content

p Active sharing of advice on social media sites

4
clearlyrated

17%

17%
6% 16%
5% 16%

14%

14%

4% 13%

4% 1%

10%

2%

S% IO

®Top Ranked ™ Total Mentions

SOURCE: ClearlyRated, CareerBuilder, ASA 2019




Hiring managers are motivated by online ratings & reviews

Likelihood of engaging with a staffing or recruiting firm with
the following combination of reviews (% "Likely")

= &

57%
34%
2.3 out of 5 Stars 3.3 out of 5 Stars 4.3 out of 5 Stars 5 out of 5 Stars
) ¢ ¢ Kowkark ). 866 Kows ) 0. 0. 6 6K ). 6.6.6 6§

SOURCE: ClearlyRated, CareerBuilder, ASA 2018

Measure the client and candidate experience.

, Build online reputation.
Clea rly rated® Differentiate on service quality.



Job seekers will seek out online ratings and reviews

83%

8X ‘l

.8 6 8 SN

QI

Candidates trust online reviews of a 83% of candidates say that staffing firm
staffing firm 8x more than an reviews have an impact on their decision
advertisement for the firm. to accept a job offer.

Source: 2018 Candidate Influence Report

Measure the client and candidate experience.

, Build online reputation.
Clea rly rated® Differenti:t; on slervice Lc;uallity.



Approaches to building online reputation
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Balancing growth and client service
excellence

cIe/arIyrated®



Growth & account expansion are top of mind for staffing
leaders

Biggest initiatives at staffing firms according to leadership

New account/client acquisition

Growing existing accounts

Improving our clients’ experience with us
Improving our candidates’ experience with us
Streamlining/simplifying processes

Improving retention/rehire rate of placed talent
Growing internal headcount/hiring internally
Investing in new technology

Expanding into other sectors/verticals

Expanding reach/growth into other geographies

Utilizing workforce analytics and data
in our processes

Clearlyrated SOURCE: ClearlyRated, CareerBuilder, ASA 2019



Empowering internal staff with technology

Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Scott Morefield
Director of Marketing
Luttrell Staffing Group
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Vetting technology investments to ensure
value



Celeste Bottorff
Chief Marketing Officer
Hire Dynamics
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Scaling excellence and brand reputation



Client fit as the not-so-secret sauce to
delivering amazing client service

cIe/arIyrated®



Scott Morefield
Director of Marketing
Luttrell Staffing Group

cl‘e'arlyrated‘“

Client service starts before you ever engage
a prospect



Disconnect between firm threats and firm initiatives

Biggest threats facing staffing firms

H] eadership ®Field Level

72%
Access to high quality, placeable talent .
57%

An economic slowdown

Increased competition/number of competitors

Access to talent ranks
as top firm threat

Internal staff turnover/attrition

Yet...

Rising costs Growth & account

expansion rank as top
initiatives set by
leadership

Government regulations

Not having the right technology in place

Uncertain global economic conditions

Clearlyrated SOURCE: ClearlyRated, CareerBuilder, ASA 2019



Focus on strengths

Marian Brady
Marketing Comm. Manager
Sterling Engineering
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Celeste Bottorff
Chief Marketing Officer
Hire Dynamics

clgarlyrated‘“

Avoid the downward spiral



The world Is a very strange place right now

Remember:

* Check in with your people.
* Practice empathy.
« Build relationships that last a lifetime.
« Think about how to help one another.
/
4
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This is a human issue first.

Measure the client and candidate experience.
Build online reputation.
Differentiate on service quality.



Questions?
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