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Customer Service Resource Tools

« With Capacity tightening and opportunities
growing freight choices become more
Important regarding:

— Productivity

— Driver acceptance as a factor in retention
— Operational “fit”

— Cost containment

—“Critical Importance” —Maximized
profit/margin

At Metropolitan we “truly” care!



Customer Service Resource Tools
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« Factors in choice
— Revenue
— Cost
— Time

« All three

* Major fa our
— Toll cost

* Fuel surcharge differences require a way to
level the playing field when comparing
customers/lanes 3

At Metropolitan we “truly” care!




Customer Service Resource Tools
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— Comparisons important when measuring

— Customers

— Lanes

— State to point
basis a IS

— Brokera stomer
basis

— Brokerage margin vs company truck yield on
same customer/lane

At Metropolitan we “truly” care!



Customer Service Resource Tools

—Solution - 4 Categories of the
Metropolitan “Lane Reports”

 State to State Lane Comparison

* Customer Lane Report
(Company)

*Brokerage Lane Report
Combined Lane Report

At Metropolitan we “truly” care!



METROPOLITAN STATE TO
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METROPOLITAN CUSTOMER
VALUE ANALYSIS
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Customer Service Resource Tools

Resource used within customer service for freight choices for
a number of years allowing best choices, however recently
toll costing has been added.

Major resource regarding pricing new business as it
becomes easy to see high, low and average rates by lane
and by customer

Important resource from a management perspective as
evaluation of existing business becomes much easier to
analyze

Direction from management to customer service becomes
easier to provide and makes choices clearer for rank and file
to accept as choices become less emotional and more

analytical. g
At Metropolitan we “truly” care!



Customer Service Resource Tools

» Currently.in programming to make
this entire process more automated
for our personnel by developing an
Intra-net process for accessing the
iInformation vs the current version of
reference within customer service.

» 2 Key factors prioritizing based on
yleld and rev/mile, w/fuel, w/o tolls.

At Metropolitan we “truly” care!



