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Customer story

Data from Greenhouse candidate survey  
inspires thoughtful conversations
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hiring process
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The challenge

Rejected candidates felt  
like they were being left  
in the dark

Greenhouse solution

Extend Momentive’s culture 
of feedback to candidates 
who didn’t receive an offer

Momentive applies candidate feedback to transform their hiring process
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About Momentive 

As the maker of SurveyMonkey, Momentive weaves together more than 

20 years of experience with data derived from billions of real questions 

and responses. Today, this 1,600-person company offers enterprise 

solutions under three product brands: Momentive, GetFeedback and 

SurveyMonkey. These intuitive, people-centric products help industry 

leaders quickly and confidently make important decisions, take action 

and achieve tangible results. 

Molly Smith is the Senior Manager of Global Recruiting Operations  

and Maddy McGillivray is a Recruiting Operations Specialist at 

Momentive. Together, they share the story of how Momentive’s 

recruiting team realized candidates were hungry for feedback and how 

they decided to extend their culture of feedback to candidates who 

didn’t receive an offer. 

The challenge

Rejected candidates felt like they were being left in the dark

#Feedbackisfuel powers Momentive’s culture and stands strong 

as a pillar next to their five company values. The recruiting team 

was already sending out surveys through Greenhouse to collect 

quantitative and qualitative feedback from candidates. But there  

was a disconnect when it came to reciprocation.  

“The constant comment we heard from candidates 

was, ‘I never got any feedback. I wanted it, but 

wasn’t given any.’”

Molly Smith
Senior Manager of Global Recruiting Operations at Momentive

Momentive applies candidate feedback to transform their hiring process
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According to Molly, “Candidates were turning that around on us, 

saying, ‘You’re a survey company. You preach feedback, but when I 

asked for it, you didn’t give it to me.’” Once they started investigating, 

Molly and Maddy learned that 60% of candidates said that receiving 

feedback during the interview process – even if they didn’t receive 

an offer – would make them more likely to apply again. This led them 

to explore how they could create a systematic approach to providing 

feedback for candidates who did not receive an offer.  

The solution

Extend Momentive’s culture of feedback to candidates  

who didn’t receive an offer

Candidates were showing that they were hungry for feedback, which 

caught the attention of the recruiting team at Momentive. And, Molly 

says, they also saw providing feedback as an opportunity to build 

Momentive’s talent brand. “Word of mouth is really important. You talk 

to your friends and colleagues about experiences you have, so we view 

this as really positive for our brand.”  

To start the program, they began by diving into their own candidate 

experience reports in Greenhouse as well as external research to see 

what was happening in the industry. Maddy says, “What we found is 

“If you’re spending 6 to 10 hours in an interview 

process and you’re not walking away with a 

piece of concrete feedback about how you could 

perform better the next time, that’s not very 

helpful. You might feel like you haven’t made very 

good use of your time.”

Molly Smith
Senior Manager of Global Recruiting Operations at Momentive

Momentive applies candidate feedback to transform their hiring process
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that most places aren’t providing feedback. In this market, we saw this 

as an opportunity to stand out from the rest.” After getting the green 

light from the legal team, they put together a pilot team of recruiters to 

test out the process and develop best practices and guidelines. They 

also worked closely with the learning and development team to train 

recruiters in giving feedback effectively. Once they’d run a successful 

pilot for three months, they rolled out the program to all recruiters. Now 

every recruiter at Momentive offers a feedback call to any candidate 

who is rejected after a first-round or panel interview. 

The results

A valuable experience for candidates

Providing feedback has several benefits, explains Molly. In addition to 

creating a positive impression of Momentive and helping candidates 

improve, it lays the foundation for future communication with 

promising candidates: “It creates an avenue for us to stay in contact 

with candidates who maybe just weren’t quite there yet, but could be 

someone that we would want to revisit in the future.” 

To measure the success of the program, Momentive added questions 

to their candidate experience survey to learn whether the recruiter 

offered to provide feedback and if so, how valuable it was. So far, 

the overwhelming majority – 75% of candidates – say the feedback 

they’ve received has been extremely or very valuable. They’ve also 

started asking whether the candidate is likely to apply for another role 

at Momentive in the future to get a better sense of the connection 

between feedback and their talent brand. The result was an impressive 

91% of candidates indicating that they would indeed reapply for another 

role at Momentive. 

Maddy says recruiters will often share feedback they hear from 

candidates in real time. “They’ll say just how rare it is to receive 

specific feedback, so that’s something they really appreciate.”  

The Momentive team also collects comments like these in the 

candidate survey:

Momentive applies candidate feedback to transform their hiring process
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Molly Smith
Senior Manager of Global Recruiting Operations at Momentive

“It feels like we’re raising the bar for the experience 
that Momentive is providing our candidates, while 
also raising our caliber of recruiters and what we 
expect from our team members.”

“Overall a tremendous experience. I really enjoyed meeting with the 

team and my recruiter was truly a great partner throughout the journey. 

I also wanted to highlight the post-loop feedback – this was such a 

surprise and a rarity in a world where recruiters are very tight-lipped. 

Thanks again!”

“I have to honestly say that I am extremely impressed with your 

recruitment process. I am impressed with how I was kept in the loop 

during and especially afterward with the feedback from my recruiter. 

It’s unfortunate that I wasn’t selected, however the reasons were valid 

and I am going to work on those areas.”

A culture of continuous improvement for the recruiting team

Giving helpful and relevant feedback is a gift that keeps on giving. 

Recruiters who develop this skill today help build Momentive’s talent 

brand and create a positive candidate experience, but it goes beyond 

that. Having the ability to deliver feedback in an empathetic, effective 

manner is a skill that can benefit recruiters throughout their careers. 

Molly recognizes that it’s not always easy. That’s why she encourages 

everyone on her team to share their experiences and takeaways. 

“Ultimately, it helps them feel more confident when they hear how 

other people are approaching questions or scenarios,” she explains. 

“We don’t just want to hear the positive things. We also want to know 

if there’s a candidate who takes it really hard. It’s really tough for that 

person at the moment of the call, but everyone else is able to learn  

from it.”

Momentive applies candidate feedback to transform their hiring process



Greenhouse is the hiring software company. 

We help businesses become great at hiring 

through our powerful hiring approach, complete 

suite of software and services, and large partner 

ecosystem – so businesses can hire for what’s next. 

To learn more, visit

greenhouse.io


