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Perspective: Leveraging Buyer and Job 
Candidate Trends to Outplace Your Competition

Eric A. Gregg
Chief Executive Officer

Inavero

Thursday, Oct. 27, 11:15 a.m.–12:30 p.m.

Don’t Forget to Rate the Workshops on 
the ASA Staffing World App

1. Click Session Descriptions on 
App homepage

2. Choose session to rate

3. Click “Rate Session” clipboard 
icon

Don’t forget to hit submit at the 
end!

To download the app, search for ASA 
Staffing World in the iTunes store or 

Google Play store.
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Nobody’s perfect…

“There’s no chance the iPhone 
is going to get any significant 
market share. No chance.”

Steve Ballmer, Former Microsoft CEO 2007

1. COMPETITION PRESSURE REACHING PEAK FOR THE INDUSTRY

2. TECHNOLOGY INVESTMENT EXPECTED TO INCREASE

3. VMS IS HERE TO STAY – AND LIKELY TO GROW

4. DATA IS THE MOST EFFECTIVE SALES WEAPON

5. FIRMS ARE MAXIMIZING THEIR SALES FUNNEL EFFECTIVENESS

6. TURNOVER OF FIELD STAFF IS REACHING A CRITICAL POINT

7. SERVICE TRANSPARENCY WILL BE DEMANDED BY CLIENTS & 
TALENT

8. FIRMS ARE REFOCUSING ON RETENTION AND ACCOUNT GROWTH 
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5. FIRMS ARE MAXIMIZING THEIR SALES FUNNEL EFFECTIVENESS

6. TURNOVER OF FIELD STAFF IS  REACHING A CRITICAL POINT

7. SERVICE TRANSPARENCY WILL BE DEMANDED BY CLIENTS & TALENT

8. FIRMS ARE REFOCUSING ON RETENTION AND ACCOUNT GROWTH 
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Winter Isn’t Coming – At Least Not Yet…
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The Story of our Industry Growth – A Matter of Perspective
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With Industry Growth 
Slowing (or Stalling) 
Individual Firms Are Starting 
to Feel the Squeeze

55%

59%

40%

50%

60%

70%

80%

Q1 2013 Q2 2013 Q3 2013 Q4 2013 Q1 2014 Q2 2014 Q3 2014 Q4 2014 Q1 2015 Q2 2015 Q3 2015 Q4 2015 Q1 2016 Q2 2016

% of Staffing Firms Improving Revenue & Margin YoY

% Improved Margin (Trailing 4qtrs) % Grew Revenue (Trailing 4qtrs)

SOURCE: ASA Staffing Employment & Sales Survey
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What keeps staffing firm executives up at night?

75%

47%

45%

33%

32%

29%

24%

Access to high quality,
placeable talent

Rising costs

Increased
competition/number…

Internal staff
turnover/attrition

Government
regulations

Health care issues
(ACA)

A weakening US
economy

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Where is the Focus?
87%

78%

50%

46%

41%

39%

37%

33%

New account/client
acquisition

Growing existing accounts

Improving our client’s 
experience with us

Improving our candidate’s 
experience with us

Streamlining/simplifying
processes

Improving retention/rehire
rate of placed talent

Investing in new technology

Expanding reach/growth into
other geographies

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report

1 . COMPETITION PRESSURE REACHING PEAK FOR THE INDUSTRY

2. TECHNOLOGY INVESTMENT EXPECTED TO 
INCREASE

3 . VMS IS  HERE TO STAY – AND LIKELY TO GROW

4. DATA IS  THE MOST EFFECTIVE SALES WEAPON

5. FIRMS ARE MAXIMIZING THEIR SALES FUNNEL EFFECTIVENESS

6. TURNOVER OF FIELD STAFF IS  REACHING A CRITICAL POINT

7. SERVICE TRANSPARENCY WILL BE DEMANDED BY CLIENTS & TALENT

8. FIRMS ARE REFOCUSING ON RETENTION AND ACCOUNT GROWTH 
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18% 48% 33%

Where is your firm in the staffing industry technology race?

Ahead of 
Competition

Behind 
Competition

On Par with Competition84% Believe it 
hurts their 
business

84%Believe it 
helps their 
business

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report

14

Technology investment is expected to continue to 
increase in 2017

67%

61%

50%

27%

21%

Missed revenue
opportunities

Losing out on high
quality talent

Less efficient than
other firms

Losing accounts

Competitive
disadvantage

Negative Impact of Lagging the Industry in Technology

100%0% 73% Increased Investment Vs. 5 Years Ago

99% Expect Same or Increased Investment in 2017

47%

42%

32%

31%

31%

17%

17%

28%

17%

11%

Improved recruiter…

Candidate search…

Mobile optimization

Talent…

Job boards

Currently Investing Investing in Next 12 Months

Most Popular Areas of Technology Investment

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Technology empowers candidates in the process, but only 
if the human element isn’t lost

Average job candidate uses 16different resources, during the 

job search

• Overall process has improved

• Applications are easier to 
complete

• Mobile applications have 
improved

• Automated job alerts 
improved

• Responsiveness has declined

• Negative decline in human 
interaction

• Applications have gotten longer

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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The majority of staffing firms submit candidates through 
VMS – but that doesn’t mean they are happy

76%

% of Firms Who Submit 
Candidates Through VMS

30%

% of Average Firm’s Revenue 
Obtained through VMS 

Placements

50%

% of Firms Where VMS 
Revenue is Growing

SOURCE: Bullhorn & Inavero 2016 Survey of VMS Best Practices

18

4% Extremely Satisfied

16% Extremely Dissatisfied

Finding satisfaction with VMS harder than finding Waldo

SOURCE: Bullhorn & Inavero 2016 Survey of VMS Best Practices
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Lack of hiring manager contact drives dissatisfaction with VMS

SOURCE: Bullhorn & Inavero 2016 Survey of VMS Best Practices

93%
of staffing 

professionals prefer 
direct contact with 

hiring managers 

Percentage of staffing 
professionals who prefer hiring 

manager contact

Strongly Prefer
(84%)

Somewhat Prefer 
(9%)

No Preference (6%)

Prefer no Contact 
(1%)

20

Focus on what is in your control – the process

SOURCE: Bullhorn & Inavero 2016 Survey of VMS Best Practices

Source & screen (48%)

Asking job order clarifying questions(10%)
Receiving/routing orders (9%)

Entering Details in ATS(9%)
Formatting candidate submissions(9%)

Submitting candidates to VMS (9%)
Tracking VMS Metrics(6%)

42%

1 . COMPETITION PRESSURE REACHING PEAK FOR THE INDUSTRY

2. TECHNOLOGY INVESTMENT EXPECTED TO INCREASE

3. VMS IS  HERE TO STAY – AND LIKELY TO GROW

4. DATA IS THE MOST EFFECTIVE SALES 
WEAPON

5 . F IRMS ARE MAXIMIZING THEIR SALES FUNNEL EFFECTIVENESS

6. TURNOVER OF FIELD STAFF IS  REACHING A CRITICAL POINT

7. SERVICE TRANSPARENCY WILL BE DEMANDED BY CLIENTS & TALENT

8. FIRMS ARE REFOCUSING ON RETENTION AND ACCOUNT GROWTH 
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A bad prediction…
“If excessive smoking actually plays 
a role in the production of lung 
cancer, it seems to be a minor one." 

W.C. Heuper, National Cancer Institute 1954

A (hopefully) better prediction…
“Data and educational content will be the 
most important weapon in a staffing sales 

person’s arsenal.”

23

“Data is the new oil….”
Clive Humby, Mathematician and 

architect of Tesco’s Clubcard 2006

“….It’s valuable, but if unrefined it 
cannot really be used. It has to be 
changed into gas, plastic, chemicals, 
etc to create a valuable entity that 
drives profitable activity; so must data 
be broken down, analyzed for it to 
have value.”

24

If you aren’t using data to help sell, you are falling behind

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report

59% 

59% 

48% 

45% 

39% 

26% 

0% 40% 80% 

Supply/demand data on market

Salary/data guides

emails/newsletters with 
current market trends

Market trends shared by social 
media

Thought leadership research

Webinars on market 
trends/conditions

Thought Leadership Most Utilized by Staffing Firms
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Referrals are king for client acquisition – but is your 
online reputation helping or hurting you?

51% 

31% 

30% 

29% 

28% 

27% 

24% 

23% 

16% 

13% 

9% 

8% 

7% 

5% 

0% 50% 

Professional network referral 

Firm’s reputa on within the industry 

Staffing firm’s website 

Searched for the staffing firm online 

Hired firm at a previous job 

Online reviews 

Personal network referral 

Proac ve recommenda on 

Worked with firm on personal job search 

Firm's sales rep 

Social media 

Online ads 

Industry tradeshows and events 

Tradi onal media ads 

Resources Used to Find and Select Primary Staffing Firm 

62%
Still Vet Your Firm Online: 

40% Staffing firm’s website

37% Online reviews

35% Online search

11% Social Media

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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The sales funnel for staffing firms

118 connects/week/AM50 calls 155 calls

25th Percentile 75th PercentileAverage

7 meetings4 10

25th Percentile 75th PercentileAverage

4 job orders2 5

25th Percentile 75th PercentileAverage

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Many firms overlook the most efficient way to increase their 
funnel

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report

Vs.

Expand the Funnel Fatten the Funnel
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On average, one-third of internal sales & recruiting staff 
turn over annually

ENJOY 
PEERS

OPTIMISM

SOURCE: ASA Staffing Operations Benchmark Survey & CareerBuilder & Inavero 2015 Staffing Advantage Report
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But this is Your Brand

BlendIT STAFFING

This is Your Logo

32

There is a direct line between tenure and service.

SOURCE: ASA Staffing Operations Benchmark Survey

TENURE 7 YRS (Avg) 10 YRS (Avg)
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5. FIRMS ARE MAXIMIZING THEIR SALES FUNNEL EFFECTIVENESS

6. TURNOVER OF FIELD STAFF IS  REACHING A CRITICAL POINT

7. SERVICE TRANSPARENCY WILL BE DEMANDED 
BY CLIENTS & TALENT

8 . FIRMS ARE REFOCUSING ON RETENTION AND ACCOUNT GROWTH 
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A bad prediction…

“I think there is a world market 
for maybe five computers." 

Thomas Watson, IBM 1943

A (hopefully) better prediction…

“Within 5 years, reviews will be the currency 
with which we prove our trustworthiness and 

the skill of the talent we place.”

35

Times are changing. Are you?

36

89% of executives believe their primary 
basis of competition is customer experience.

A 5% increase in retention rate, can increase 
profit by 25% to 95%.

80% of companies surveyed said that they 
offer superior customer service, but only 8% 
of their customers agreed with them.

[In the age of customer obsession], companies 
will shift from focusing on acquisition to 
obsessing about lost customers.
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How the staffing industry measures service quality
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

Staffing firms see a direct correlation between: 
Net Promoter Score, retention, & referrals.

Is a Net Promoter Score?

WHAT

Use a Net Promoter Score?

WHY

HOW
Is Net Promoter Score 

calculated?

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: At risk 
of leaving your firm

Net 
Promoter 
Score®

38

So what’s a good NPS?

>70% (Worldclass)

>50% (Exceptional)

30% (Average)

0% (Bad)

62%

10%

54%

14%

35%

-1%

84%

-13%

66%

19%

11%

78%

55%

29%

75%

39

Client satisfaction recovers (slightly) from 2015 low

41%
33% 30%

18%

8% 8%

-3%
4%

-20%

0%

20%

40%

60%

2009 2010 2011 2012 2013 2014 2015 2016

Clients: Likelihood to Recommend Working with Primary Staffing Firm

Promoters Detractors Net Promoter Score®

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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The candidate experience remains steady, with very 
slight declines

-30%

21%

‐60%

‐40%

‐20%

0%

20%

40%

2009 2010 2011 2012 2013 2014 2015 2016

Candidates:	Likelihood	to	Recommend	Working	with	Primary	
Staffing	Firm

  Applicant NPS®   Placed Candidate NPS®

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Loyalty (NPS) decays over the span of an assignment

30%

19%

14%

6%

1 month or less 2-6 months More than 6
months

End of
Assignment

Length of Time on Assignment

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Building trust is key to attracting talent to your firm

Used a 
staffing firm

21%

Staffing Firm Usage by 
Job Candidates

TRUST

Recruiters (14%)

Advertising(12%)

Testimonials  (27%)

Referrals (76%)

Past Experiences (59%)

Firm’s Website (41%)

Online Reviews (37%)

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Maximizing the Satisfaction of Staffing Industry Clients

Ask questions to clarify the 
needs of the position

Follow up on your requests 
or issues within 24 hours

Set realistic expectations 
about any potential open 
positions

Pre-Submission

+84%

+57%

+56%

Candidates submitted 
were a good culture fit   

Candidates submitted 
matched the position’s 
specifications

Candidate’s unique 
qualifications were shared

Submission

+65%

+61%

+59%

Checked in at least 
monthly throughout the 
assignment

Resolved any issues of the 
placed talent within 24 
hours

Debriefed on placed 
talent’s performance at 
end of assignment

Post-Placement

+62%

+60%

+55%

Impacting Satisfaction Throughout the Process

Gap between NPS when action occurs versus NPS when action does not occur

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Really Good Recruiters are Proactive, Skilled & Responsive

• Be extremely responsive

• Provide multiple candidates to choose from

• Be proactive

• Find talent they can’t find

• Be trustworthy

• Be slow to respond

• Be aggressive with your suggestions

• Misrepresent your talent

• Underemphasize industry-specific 
trends

• Underemphasize culture fit

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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81% 
work with 

more than 1 
staffing firm

Share of Wallet – The Untapped Growth Engine for Your Firm

59%  Better access to qualified talent

59%  If one firm can’t fill order, another probably can

45%  Broader industry experience

Top Reasons for Working with 
More than One Firm

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report

47

Stop flushing money down the toilet with your placed talent

74% aren’t rehired post-assignment end.

Nearly 20% have an issue while on assignment.

45%
39%

25%
20%

14%
14%

Assignment misrepresented

Assignment ended unexpectedly

Mistreated by company where…

Company wasn't ready for me…

Was paid the incorrect amount

Check was late

Top Issues Talent Have While on Assignment

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Mistakes aren’t the issue – it’s the recovery (or lack thereof)!

Resolved 
38%

Unresolved 
62%

‘Very Satisfied’ with Speed of Recovery: 32%

‘Very Satisfied’ with Outcome of Recovery: 24%

38%

38%

34%

22%

4%

Told everyone I know
about the issue

Left the assignment

Quit working with the
staffing firm

Discouraged others
from using the firm

Left a negative review
(Glassdoor, etc.)

SOURCE: CareerBuilder & Inavero 2016 Staffing Advantage Report
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Speed and Outcome are of Equal Importance

4/27/2016

8/3/2016
(98 days later)

QUESTIONS?

1 . COMPETITION PRESSURE REACHING PEAK FOR THE INDUSTRY
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5. FIRMS ARE MAXIMIZING THEIR SALES FUNNEL EFFECTIVENESS

6. TURNOVER OF FIELD STAFF IS  REACHING A CRITICAL POINT

7. SERVICE TRANSPARENCY WILL BE DEMANDED BY CLIENTS & TALENT

8. FIRMS ARE REFOCUSING ON RETENTION AND ACCOUNT GROWTH 

Don’t Forget to Rate the Workshops on 
the ASA Staffing World App

1. Click Session Descriptions on 
App homepage

2. Choose session to rate

3. Click “Rate Session” clipboard 
icon

Don’t forget to hit submit at the 
end!

To download the app, search for ASA 
Staffing World in the iTunes store or 

Google Play store.
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Thank You for Attending

Eric A. Gregg

Chief Executive Officer

Inavero


