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Greatest Challenges 2022

Supply Chain Inflation Talent

Source: Storis – 2022 Home Furnishings Retail Industry Trend Guide



The Crisis

Freight Volume Freight Rates

$
Driver Pool
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Driver Job Posts



Driver Compensation



Cost Per Click

Search Facebook



Cost Per Lead



Lead-to-Hire Ratio



Advertising Cost Per Hire
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Experience Economy

Expectations



What happens when 
you exceed expectations?

Disloyal Neutral Loyal

Source: Customer Contact Council



What happens when 
you exceed expectations?

Disloyal Neutral Loyal

Source: Customer Contact Council
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When looking for a job, what’s the 
MOST important way to research a 

fleet?

#1



Big “wow” moments!

Disloyal Neutral Loyal

Source: Customer Contact Council



NEUTRAL

MORE LOYAL

MORE DISLOYAL

1x

4x

What 
drives  
disloyalty?

Effort

Source: Customer Contact Council



Reduce EffortEESY



EESY



EESY



Experience Expectations

EESY



Which is the 
most important 

factor in 
choosing a fleet 

to drive for? 

EESY



$1,000,000,000?

3 Clicks

$100,000,000,000



Focus Reduces Effort

EESY



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

Find the Friction

EESY



20,000
Calls

BY RANDALL REILLY

EESY



If a carrier is trying to recruit you, 
how do you prefer for them to reach 

out?

#1

EESY



Focus Reduces Effort
Accessibility Reduces Effort

EESY



Customer Effort

Exertion
Required from Customer

34.6%
of Total Impact

Interpretation
Made by Customer

65.4%
of Total Impact

Source: Customer Contact Council



Affect EmotionEESY



Have you ever decided to quit a job 
(immediately or later) based on the 

orientation process?

#1

EESY

83%



EESY

Job Board Email Voicemail Text Total

A 98 33 7 138

B 83 30 4 117

C 74 15 9 98

D 49 24 16 89

E 55 26 6 87

Looking for 
my next gig!



Customer Effort Score

18.5%

EESY



Training Affects Emotion

EESY



Dear Hank Seeker,

EESY



EESY



Training Affects Emotion

EESY

Personalization Affects Emotion



Create SimplicityEESY



Have you ever 
turned down a job 
because the pay 

didn’t make sense?

EESY



Do you feel like you 
can accurately 

predict what you’ll 
get paid next 

week?

EESY



BY RANDALL REILLY

EESY



30%
Conversion Rate

EESY



Trust Creates Simplicity

EESY



The 4 C’s of a diamond?

● Cut
● Carat

● Clarity
● Color

EESY



Decision Framework

EESY



Trust Creates Simplicity

EESY

Enablement Creates Simplicity



Is the effort you’re asking,
worth the experience you’re offering?



I feel loyal to my fleet because…

#1

35%
I don’t



They consistently do the 
little things well.  

– Jeff - RR Driver Advisory Board

EESY



Create SimplicityReduce Effort Affect Emotion



North Star

Be the EESY Choice!



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

	Slide Number 1
	Greatest Challenges 2022
	The Crisis
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Reduce Effort
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Slide Number 31
	Affect Emotion
	Slide Number 33
	Slide Number 34
	Slide Number 35
	Slide Number 36
	Dear Hank Seeker,
	Slide Number 38
	Slide Number 39
	Create Simplicity
	Slide Number 41
	Slide Number 42
	Slide Number 43
	Slide Number 44
	Slide Number 45
	The 4 C’s of a diamond?
	Decision Framework
	Slide Number 48
	Slide Number 49
	Slide Number 50
	Slide Number 51
	Slide Number 52
	North Star
	Slide Number 54

