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Dear Mr. Tinney,

Re: JOBehaviors Results
 

History:  Our company NWT is 100% owner operator.  We operate 70 trucks in the eastern half of the US.  Prior to subscribing to JOBehaviors program we had problems on several fronts.  
 

1. Customer service was suffering.  It was not unusual to have customer complaints about an individual violating safety rules at the customer or consignees location.  It was not unusual to have drivers become confrontational with personnel at these locations also. 
 

2. We manage a centralized dispatch here in Nashville.  From my office I can hear the interaction in the dispatch group.  It was an every day occurrence to hear debate between the dispatchers and the drivers.  This became a huge distraction and waste of precious time.  
 

3. Safety and compliance was not acceptable.  We were recording a high percent of fraudulent logs.  Maintenance was not being done properly and the commitment to improvement did not exist in all cases.
 

4. Generally speaking, I decided that something must change.  I could no longer accept sub-standard behavior from these drivers.  There was every excuse given for these short comings, but I simply do not believe that there are no professional drivers left.  On the contrary, I believe that most drivers are professional and want to do the right thing, given the proper motivation.
 

Let's fast forward to September 2009.  After long discussions with Mark Tinney of JOBehaviors, I made the decision to subscribe to his program and see what happens.  One of the hardest steps in the process was to get buy in from my staff.  For whatever reason, they viewed this as an obstacle to recruiting.  I considered it a retention tool that helped recruiting.  I decided that we would only hire drivers that scored a 4 or 5 on the assessment, however we did establish a process to deal with exceptions. I think it is important to note that the assessment is only one data point, but when done in the front end of the process, eliminates some of those who won't likely meet the other criteria anyway.
 

Today we have seen many changes, all of which are positive.  I credit this to several factors, but the most influential is the JOBehaviors approach to selecting drivers.  
 

1. It is very rare that we have a confrontational conversation in dispatch.  The dispatchers openly boast about the good group of drivers they work with.  The feeling of teamwork is noticed by everyone.
2. Our fraudulent log problem is so minimal that we rarely talk about it, although we measure it often.
3. As of today 12-22-10, we have not had a reportable - chargeable accident during 2010. 
4. Customer problems happen seldom and are usually due to a breakdown or being late for an loading appointment.  Personally, I would prefer that a truck is late to load that to violate HOS rules or drive unsafely to pickup on time.  I don't remember the last incident of a driver being confrontational with a shipper or consignee.  
5. Productivity has improved, including miles per week, less empty miles, more loads per week.  All of this equals more revenue to the truck.
 

I will end with a short recap of a recent trip I personally made.  I was out 5 full days and visited as many of our customers as possible each day. My mission was to get first hand feedback from our customers regarding service, communication, and driver behavior.  I came back absolutely delighted.  Without exception the feedback was that our drivers behave well on their property.  Attention to safety rules was brought up several times unsolicited. I was surprised that some of the customers knew the drivers on a first name basis.  
 

NWT has come a long way in the past several years.  We think we are well prepared for CSA 2010.  I am certain that a large part of our progress is due to using JOBehaviors assessment as a tool for hiring.  Our position is that "if you can not work safely and commit to customer service, then you can't work with NWT."  We have had to terminate many drivers that failed to get on board. As with anything, it takes commitment and consistency to achieve positive results.
 

 

 

Craig S. O'Rourke
Corporate Logistics Trucking Manager
LP Building Products
414 Union Street, Suite 2000
Nashville, TN 37219
615-986-5721 - Office
615-594-4512 - Mobile
Craig.ORourke@LPCorp.com
“Ninety-nine percent of the failures come from people who have the habit of making excuses."
George Washington Carver
