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Recruitment CRM 

The modern era of business performance revolves around the 

development of profitable customer relationships. As the forces of 

change and commoditisation continue to accelerate, recruitment 

companies are finding that their most valuable differentiator is 

long-term client loyalty and the revenue it generates. 

 

In an increasingly competitive marketplace, recruitment companies 

are developing closer relationships with their clients and provide a 

highly tailored and exclusive service by placing the best-fit 

candidates. 

 

Recruitment consultants are constantly under fire for sending 

clients inappropriate CVs or misunderstanding their requirements. 

And in an increasingly uncertain economic climate it is more 

important than ever that companies make the right recruitment 

choice. This in turn brings added pressure to ensure recruitment 

consultants understand their clients and get it right ð first time. 

 

By focusing the recruitment processes around your clientõs 

requirements and embracing a customer relationship management 

strategy, the benefits are obvious. But to do this you need to 

employ the right strategy, aided with the right customer centric 

recruitment solution to bring about these benefits.  

 

Many recruitment software vendors today tout solutions that 

include everything from CV reading to candidate tracking and 

client management. Each of these can, no doubt, be important to 

any recruitment business. However, to truly embrace a customer 

focused strategy, these features need to be based around 

customer relationship management. But just as companiesõ 

priorities change from business to business, so do their 

requirements from a CRM strategy and solution and so do their 

ways of measuring ROI vary.  

 

Put simply, itõs a matter of whatõs important to each company, 

marketplace and management team. For most recruitment 

consultancies, revenue growth, sales effectiveness and customer 

loyalty are top priorities. The people most responsible for 

generating revenues and fostering customer loyalty are 

recruitment consultants.  

 

So, youõd expect recruitment systems to be designed and 

implemented in such a way as to make the companyõs recruitment 

consultants more effective. Right? Well, not always. 

 

When implementing solutions into Recruitment companies, the 

ROI received is as varied as each businessõ processes, but the 

success and ROI areas usually falls into one of the following areas: 

 

Making more time to sell ð raising the top line. 

Improve productivity, streamlined administration and fewer 

errors (which leads to happier customers). 

Better targeted, more efficient marketing ð managing your 

pipeline better.  

Sales Focussed CRM 



A recent ROI study from IDC, "The Financial Impact of CRM" 

illustrates this tendency and found that:  

 

Companies are generating high ROI from CRM 

Few firms have to wait long for payback on their CRM 

investments ñ almost all achieve payback in less than three 

years, and many do so in a year or less. 

Benefits from increased productivity and business-process 

enhancements significantly exceed any technology-related 

savings. 

 

However, measuring the ROI on CRM solutions can be complex as 

there are many tangible and intangible benefits that will result from a 

successful implementation. CRM will deliver many business benefits 

which will ultimately raise the organisationõs top line. 

The measurable results will include: 

 

Enhanced sales productivity  from the streamlined processes 

and increased levels of automation in the sales process. 

Automatic email responses to enquiries, automatic reminders 

to perform follow up calls, managing customer and candidate 

details centrally will all improve productivity and performance.  

Lower cost of sale  through improved productivity and lower 

administration costs. 

Increased numbers of sales leads  from the additional time 

the recruitment consultants will have to generate sales leads. 

Shorter recruitment processes  aided by better knowledge of 

your clients and intelligent matching of candidates to 

vacancies. 

Improved closure rates  which come from better customer 

relationships and a better understanding of your customers 

requirements. 

Improved client satisfaction  and client retention.  

 

The in-direct or intangible benefits that will follow include:  

 

Stronger, more profitable relationships with your customer 

which come from better performance, and a better 

understanding of their needs. 

Better insight into your business  through strong reporting 

and analysis toolsets. 

Increase your customer touch  by using the strong 

automation and workflow capabilities, you can provide your 

clients and candidates with the ôAmazonõ experience to keep 

them informed of the recruitment process, every step of the 

way. 

Measuring ROI 

 

òThough not listed as an 

asset on most balance 

sheets, the customer base is 

the most important asset a 

company possesses.ó 

Steve Skinner, President,  

Peppers & Rogers Group  

ñA 5% improvement in 

customer retention can 

enhance profit by up to 

85%.ó 

Reichheld (1996)  

 



 

In a recent survey by CAP Ventures Inc., nearly 90% of 

organisations that have measured ROI-based CRM objectives 

have found that CRM solutions are meeting their goals. 

Additionally, about 70% said that their CRM initiatives exceeded 

their original expectations. 

 

Benchmark studies reveal that CRM applications account for: 

 

Revenue increases of up to 41% per sales person  

 

Decreased sales cycles of over 24%  

 

Lead conversion rate improvements of over 300% 

 

Customer Retention improvements of 27%  

 

Decreased sales and marketing costs of 23% 

  

Improved profit margins of over 2%  

 

 

Translating these figures into a positive ROI for recruitment 

organisations, using conservative salary and commission rates, 

placing one extra candidate per month would yield a payback 

period of 5 months, resulting in an ROI in one year of 280%. 

(These figures are based on a typical 10-user implementation of 

the Crimson Recruitment CRM solution and salary/commission 

rates of £30k and 15% respectively.) 

 

However, some of the direct benefits can only be measured 

accurately when compared to the performance of the business 

prior to the implementation, which isnõt always possible. For 

instance, can you answer the following questions: 

 

What does each sales lead cost? 

 

How long does it take to ôprocessõ a new candidate? 

 

Can you produce accurate reporting of your current sales 

pipeline? 

 

Who are your most profitable clients? 

 

How effective is your marketing spend? 

 

So in addition to bringing the direct and indirect benefits, a 

further ROI will include better visibility over the business and 

the performance of your recruitment consultants using the 

Business Intelligence capabilities of a CRM solution. 

Measuring ROI 


