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Greatest Challenges 2022

Supply Chain Inflation Talent
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E‘E\N_E¢\LL Source: Storis — 2022 Home Furnishings Retail Industry Trend Guide



The Crisis

Freight Volume Freight Rates Driver Pool
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New Fleet
Spike
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Driver Compensation
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ost Per Click

Facebook

$12.00
$11.00
$10.00

$15.00
$14.00

$13.00
$9.00

$8.00
$7.00
$6.00

$12.00

$11.00

$10.00

.
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Cost Per Lead

$20.00
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| ead-to-Hire Ratio

Apr-2021 Jul-2021 Jan-2022
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Experience Economy




What happens when
yvou exceed expectations?

Disloyal Neutral Loyal
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REILLY Source: Customer Contact Council



What happens when
yvou exceed expectations?

Disloyal Neutral Loyal
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Positive
WoM
259, Negative
Service
Experience
0%

Positive
Service
Experience

Negative
WoM

(65%)
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rWhen looking for a job, what'’s the

MOST important way to research a
fleet? J




Big*wow” moments!

_ N

Disloyal Neutral Loyal
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What MORE LOYAL

drives ‘
disloyalty? NEUTRAL

MORE DISLOYAL

Source: Customer Contact Council
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Experience == Expectations
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Which is the
most important
factor in
choosing a fleet
to drive for?
J

Consistent pay  Reputation for driver Consistent Health
treatment hometime insurance/benefits
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f $1,000,000,0007?

3 Clicks

1]

\
$100,000,000,000 L
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Focus Reduces Effort
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Fast hiring: UPS to hire 100,000, many Find the Friction

in 30 minutes or less

Besides packages, UPS is promising to deliver something else fast: job offers

M 1. Go through yourself
2. Ask your recruiters
3. Ask drivers

ups
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Call Status

.
20,000
Calls F

. Listening In wd%%
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Answered B Unaswered
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If a carrier iIs trying to recruit you,
how do you prefer for them to reach
out? J




Accessibility Reduces Effort
Focus Reduces Effort
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Required from Customer Made by Customer

of Total Impact of Total Impact
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#H1l

r Have you ever decided to quit a job
(immediately or later) based on the
orientation process? J

83%

J



Looking for
my next gig!
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Customer Effort Score

+18.5%




Training Affects Emotion
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Dear Hank Seeker,

Recruiter 6. <Recruiter_6._101009_73681071@delivery.tenstreet. com> Unsubscribe

tome -

We wanted to get back with you regarding an online application you began submitting recently. If you're still in the market for a great new driving job, we'd love to have you finish things up at:

Drivers Apply Here

Technicians Apply Here

Looking forward to hearing from youl

Thank you,

RANDALL
@ REILLY



LEGO Service

i0ome =

CUSTOMER SERVICE

Call us 1oll-free
LEGO®E Shop: (8007 453-46852
Customer Service: (BOD) B35-<4386

Or tind oLl mode on LEGD comy/serdce

Dear John,

Thanks for getting in touch with us and providing that information! I am so sorry that you are
missing bag 14 from your Mos Eisley Cantina! This must be the work of Lord Vader.

Fear not, for I have hired Han to get that bag right out to you. Your order number is
3012390866 and will be arriving in the next 7-10 days (or less the 12 parsecs).
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Personalization Affects Emotion
Training Affects Emotion

RANDALL
REILLY







® Yes

® No, but | should have

Have you ever No
turned down a job

because the pay
didn’t make sense?

i RANDALL
REILLY




® Yes
® No

Do you feel like you Not sure
can accurately
predict what you’ll

get paid next
week?

i RANDALL
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Listening In wi%,

BY RANDALL REILLY

Buster MoIris
“Lie Training” &

View more comments...
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Narrow your results

Select all that apply to find
reviewers similar to you.

Life Changes

Prior year tax prep

Married life

Own a home

Own a business

Student

Awesome Experience

September 27, 2021 SpesdyStream

Everything was smooth and great. Turbotax really made my life easy.

Review of TurboTax

Married

Rent

Has kids

Conversion Rate

4 30%




Trust Creates Simplicity
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The 4 C's of a diamond?

AAAAAAA
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AVAYA - O
o Carat
‘v, e Color
e Clarity

DE BEERS GROUP
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Decision Framework

5 Ts for the Professional Driver Experience

TALENT

TRUCKS o Long Heels S o TECHNOLOGY

EESY
O ReLy



Enablement Creates Simplicity

Trust Creates Simplicity
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|s the effort you're asking,
worth the experience you're offering?



| feel loyal to my fleet because...




“The y consistently do the
ittle things well

— Jeff - RR Driver Advisory Board
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Reduce Effort Affect Emotion Create Simplicity

Nyl Ny
86
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North Star+

AAAAAAA
LLLLLL

Be thiﬁSthoice!




RANDALL
.-J REILLY

We are the growth platform for vital industries such as transportation, construction and
agriculture. Through a combination of people and technology, we give our clients unique
capabilities to sell to and serve their end customers better. We create better relationships,
better insights, and better results in sales, recruiting and other essential services that drive
sustainable growth for our clients.

For more information, visit: www.randallreilly.com.

Seth Becker
sethbecker@randallreilly.com

205-248-1146


mailto:sethbecker@randall-reilly.com
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