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If you’re like most independent staffing / consulting 
company owners, you’ve put your heart and soul 
into your business. So when it comes to choosing 
a provider or partner to help with a specific 
aspect of your business – be it insurance, payroll 
processing, funding, accounting, or more – it can 
be tough to build the trust you need to be able to 
comfortably and confidently hand over the reigns. 

So how do you choose a new provider – one that 
will be a partner and not just another vendor? 

After over 25+ years of serving the staffing industry, 
we’ve come to know that it’s not contracts or rates 
that determine the success of a partnership. It’s about 
relationships and trust. That’s why when you see 
information about Tricom, you’ll often see characters 
that represent actual staff members. We pride ourselves 
on our team and the job they do. A sense of pride, a 
focus on service, and the importance of expertise (both 
having it and sharing it) are consistent values among 
everyone who works at Tricom. That’s why it’s important 
to look at how a prospective provider runs his or her 
own business to know if their way of doing business, 
their company culture, and business philosophy 
will mesh with yours. It’s often those aspects of the 
relationship that make a provider become a true partner. 

We’ve broken it down to four key aspects of a 
company’s culture that can help you determine if that 
provider is a good fit for your staffing company. 

1. Expertise
It’s great if the head of the accounting firm you’re 
looking to do business with has a bachelor’s degree in 
accounting and is a CPA. But what about the people 
who will actually be working on your account? It’s 
good to know how many years of experience each 
of your specific team members have, or any other 
relevant industry experience. Also, what certifications, 
degrees or additional training do they have? How 

often is training updated to keep them up to date 
on changes to industry standards or legislation? 

Another important aspect in terms of expertise is 
how well they share their knowledge with you, the 
client. If you’re working with an insurance company, 
what new laws or rules are important for you to be 
aware of so that you can be sure you have proper 
coverage? This is especially important in light of the 
Affordable Care Act. Do they have a means to keep 
you informed or is the onus on you to keep abreast of 
the insurance industry (in addition to staffing)? Things 
such as online resources, email updates, webinars, 
and more are great resources to help you stay current 
on changes that could impact your business. 
 
In addition to expertise within their field,  
how well do they know the staffing  
industry? Let’s face it, staffing is  
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unique in that it tends to be ahead of the economic 
curve – staffing rebounded from the recession before 
the general economy, but it also went into the recession  
before the rest of the economy, as well. Companies that 
work with staffing understand the unique highs and 
lows, challenges and opportunities. They are better 
able to be there with the resources you need when it’s 
time to weather the storm or when times are great. 

2. Checks and Balances 
“That’s a job done!”  
is not how the saying  
goes. “That’s a job  
well done!” is how it’s  
supposed to be. But how  
do you know if a job is being  
done or done well by a provider?  
Your provider should have a system in  
place to see how they’re doing. This could  
take the form of customer surveys and internal  
audits to make sure that things are being done 
correctly. These audits should happen on a frequent 
basis – not just once a year – to ensure that any errors 
are caught quickly and corrected immediately. 

They should also have a system in place to ensure 
the information you are supplying is correct as well. 
For example, Tricom does payroll processing, but 
we do more than just process the payroll information 
we receive. We have built a system of checks and 
balances which includes 40 to 50 flags to catch errors 
in payroll information submitted by our clients. For 
example, when payroll is being processed and an 
employee was submitted with 400 hours for a week, 
that’s a red flag. The payroll would need to be checked 
and approved before processing would be allowed. 
These checks and balances ensure a higher level of 
accuracy, which leads to employee satisfaction.

3. Transparency
It’s great if they’re checking their work, but your provider 
also needs to be upfront about when mistakes are made 
and what happens to correct them. How do you find 
out if an error has been made? Do they share reports, 
and if so, how easy are those reports to read and 
understand? How quickly are errors corrected? Is there 
a procedure in place to ensure it doesn’t happen again? 

You can also talk about transparency in terms of 
access to information and staff. Who is actually doing 
the work for your account? How easily can you speak 
to upper management such as the CEO, CFO, head 
of Customer Service and others? Do they return 
phone calls or respond to emails? Let’s face it. How 
management treats clients sets the tone for the entire 
company. Which brings us to point number four: 

4. Customer Service 
Yes, we know. Everyone says they have 

“great customer service.” But what does 
that really mean? No one says they 

have “adequate” or “poor” customer 
service, yet we can probably 

cite many examples of when 
we’ve experienced it. 

Great customer service 

involves people who are professional, courteous, and 
kind. Yet it’s more than that. So how do you judge 
customer service, especially before you sign on as 
a client? How do you know if a company supports 
and nourishes a culture of customer service? 

Find out if they have written procedures in place as 
to what happens when you call or email. Is there a 
designated response time (i.e. calls returned within 
one hour or less)? Do they have procedures and 
backups for when someone is out of the office? 
How many hours a day is someone available to help 
with questions or requests? Are their employees 
empowered to make decisions and answer 
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questions? If not, what is the decision-making 
procedure and how long does it take? This can 
impact the provider’s ability to support your needs. 

Talk to the people you will actually be working with. 
What steps do they take to learn about you and your 
business – especially as a new client – so they know 
how best to serve your needs? For example, Tricom 
has a new client coordinator who works with every 
new client to help ensure that the onboarding process 
goes smoothly. We create detailed processing notes 
for each client with all their business information 
so nearly anyone could step in to process.  This 
ensures we have all necessary information, regardless 
of the circumstances. With our applicant tracking 
software solution, we have IT support specifically 
for onboarding, training, questions, troubleshooting 
and problem solving. She’s there whenever a client 
has a question, runs into an issue or just needs 
some reassuring that things are going smoothly. 

The bottom line when it comes to customer service 
is that the company as a whole should act with 
integrity. They should do what is right (and not just 
what is easy). That means looking for ways to help 
make your life easier, even if it means more work for 

them. They should be focused on the success of your 
business and not just on their own bottom line. 

So, how do you learn about these 
aspects of a prospective provider’s 
business before signing on? 

Ask lots of questions. We’ve listed some 
of the top ones to consider: 

 • How do they handle the onboarding  
  process and transition? 

 • Who will be working on your account  
  and what is their experience or  
  credentials? Can you speak with them?

 • What are their internal procedures to  
  ensure things are done correctly, and if  
  not, corrected and resolved for the future? 

 • How, as a client, will you know about these issues? 

 • Do they have procedures in place for  
  response times, access to management,  
  what to do when someone is out of the office? 

 • What is their process for making  
  decisions that impact your business? 

 • How would they describe their company’s  
  culture? Can you visit and see for yourself? 

 • What is their client retention rate? 

If there’s one thing we’ve learned after 25+ years 
of partnering with staffing companies, it’s that if 
companies are not going to be upfront about these 
answers now, when you’re deciding to do business 
with them, they’re never going to be. These are all 
the aspects of a business that can have a huge 
impact on the relationship, but that aren’t covered 
in a contract or encompassed by a rate. However, 
they can make a huge difference in whether or not 
you’ve signed on to a provider, or a real partner 
who is focused on helping you succeed.
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Julie Ann Blazei is a 24-year veteran of the 
staffing industry and President/CEO of Tricom, 

a leading resource to the staffing industry 
since the company was founded in 1989. Visit 

www.tricom.com for more information.
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