
RFX | REFE Scales‌
Dispatching Via Innovative
Outsourcing Solution‌

3PL firm turns to
innovative approach‌
to staffing as a key to
managing smart growth‌

CASE‌STUDY‌

CUSTOMER‌
RFX | REFE, Houston, Texas-based expert third-
party logistics and shipping provider‌ with asset-
based division and contracted carriers provides a
wide range of services to a diverse customer base.‌

CHALLENGE‌
Managing growth smartly while excelling at
customer service in a fast-paced and competitive
business environment.‌

SOLUTION‌
Implement scalable outsourcing to support fleet
operations with highly trained dispatchers and
other back-office staff.‌

“Running on Trust”‌ is the motto of ‌RFX | Refrigerated Food
Express (REFE)‌. Since 1952, it’s been delivering
transportation solutions driven by uncompromising
attention to customer service and reliability.‌

It has grown from its launch as RFX, which stands for
Refrigerated Food Express, hauling temperature-controlled
loads into a multifaceted logistics provider that offers
asset-based solutions as well as third-party brokerage
services through multiple modes. These include moving
truckload, LTL, refrigerated, port drayage, hot-shot, flatbed,
and heavy hauls as well as ISO tank container and
intermodal loads.‌

RFX | REFE creates customized shipping and logistics
solutions that flex with the business needs of its customers.
When partnering with RFX, customers can access the full-
scale capabilities and capacity of its asset-based division,
REFE. The combined operation handles everything for
customers from complex shipping and logistics solutions
to supplying dedicated drivers and a wide range of
trucking equipment.‌
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“‌L‌everaging BPO solutions helps ‌improve profitability by
reducing costs, improving operational efficiency‌,
enhancing customer satisfaction, and increasing the
recruitment and retention of dr‌ivers, mechanics, and
knowledge workers like dispatchers.‌

F‌inding enough experienced dispatchers— and ones
available for all the hours that the 3PL needs them— is a
tough road to travel, according to Nolan. ‌“We looked into
BPO for staffing dispatchers because we were having a
hard time just trying to interview people. On top of that, it’s
hard to draw in people near our offices who are willing to
drive to the office every day and execute the workload
that's required.”‌

He adds that, ‌“It’s also ‌expensive to onboard entry-level
workers‌ only for them to figure out they don’t like the job
and quit. On top of that, freight moves 24/7-- but ‌not a lot
of candidates want to work night or weekend shifts.”‌

Actively managing growth is a strongly held tenet at RFX |
REFE. The 3PL provider recognizes that—even after over ‌70
years in business‌-- its growth must keep pace with the
dynamics of its logistics and trucking customers.‌

Dealing with the ‌pressure of overcapacity is a growing
concern for logistics and fleet operators‌ alike whenever
the road transport market is buffeted by rising costs
coupled with softening freight demand. In such an
environment, managing growth requires sharper focus on
rightsizing fleet operations and ensuring flexibility to react
quickly to opportunities.‌

Nolan says a ‌key challenge to providing top-notch
customer service‌ is securing highly trained and motivated
dispatchers. And doing so on a highly scalable basis to
keep pace with customer demand and service
requirements.‌

The Challenge‌

“We aim to grow in a smart way,” says Ryan Nolan, Chief
Capacity & Sales Officer of RFX | REFE. “What we want is a
healthy business. Scaling recklessly is a recipe for
disaster. Building sustainable revenues is a focal point,
but managing costs is as critical as ever.”‌

“‌

“We’re very tech-forward,” ‌he says. ‌“That’s led
us to becoming experienced with business-
process outsourcing [BPO] services to help us fill
open positions more efficiently than traditional
recruitment approaches.”‌

“‌
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Haulmate.com‌
info@haulmate.com‌

404-480-2825‌

The whole point of outsourcing business processes in
logistics and trucking is to ‌hand off tedious and time-
consuming back-office functions— especially
dispatching-- to an outside firm‌ that has the expertise
and staffing in place to complete these tasks correctly and
cost-effectively for you.‌

Nolan says that ‌Haulmate Founder & CEO Govind Bhatt‌i
understands the freight business from the perspectives of
a driver, 3PL, broker, and carrier.‌

RFX | REFE mostly relies on Haulmate staff to cover night
shifts, eliminating the whole issue of finding and keeping
dispatchers to work those hours. Nolan says ‌another
advantage is that Haulmate is set up to quickly onboard
dispatchers and other knowledge workers.‌ ‌“Once we
determine we need to add heads, within a week and a half
we have people who are ready to go for us. That’s more
than soon enough— that’s way less time than it takes us
just to set up interviews with outside applicants.”‌

Nolan considers ‌“the agility that Govind and his team have
in adding, subtracting, and backfilling staffers to go with
our flow”‌ to be ‌one of Haulmate’s biggest advantages‌

“We find that Haulmate’s people are not only experts at
their jobs,”‌ he says.‌ “They also want to do an excellent job
and to be excellent resources for our customers. They’re
doing a fabulous job for us. We couldn't be happier.”‌

The Solution‌

 ‌“Going in, I was comfortable knowing that Govind’s
deeply rooted in the industry. He came to BPO services
from a career path that included driving long-haul
truckload and working in the back office of a trucking
company. He’s also partnered with brokers to help them
secure consistent capacity moving freight inbound and
outbound from California.”‌

He adds that “Govind understands even the hardest
type of freight, which in my opinion is cross-country
produce runs. Those are up to 20 stops, drivers count
cases, and you have to line up retail delivery
appointments 2,500 miles away. It’s tough work and
having that under Govind’s belt means he’s a BPO
provider who understands the truckload industry.”‌

“‌
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Reach out to‌ ‌Haulmate‌ to learn more
about our better way to ‌find, hire,‌
‌train, and retain‌ the knowledge-

worker staff your ‌dispatch and back-‌
‌office operations require‌ for ‌expert‌

‌and scalable coverage, 24/7‌.‌
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