
How we empower our CSR’s to 
make profitability decisions

The journey from order 
Taken To decision maker
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Where we began

18 months ago we began a relationship with 
KSM Transport Advisors to assist with Network 
Profitability analysis

At that time we determined that our CSR’s had 
no visibility into customer pricing or 
profitability 

Our CSR’s did a great job working with 
customers to ensure that their needs were met 
with regard to notifications on delivery timing, 
accessorial charges and other various 
customer requirements but had no idea of the 
profitability of the customer for that specific 
lane
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The initial phase

As we began this relationship we had to transition our 
organization from focusing simply on rate per mile to 

overall yield of that delivery which encompasses many 
other factors including: transit time, dwell time and 

deadhead miles

The first 6-9 months required working through the data 
from Netwise to develop reports and assist the 
organization in understanding what they were telling 
us.
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The intermediate phase

Once senior management was comfortable in understanding 
the terminology and reports at a high level through monthly 
reviews of data we began to roll out this information to 
operational management.

We would invite, planning, customer service and operations 
managers to attend our monthly network profitability review 
meetings to begin to be exposed to the data that we were 
reviewing and to begin to ask questions.  

Our network analyst would then meet with each of those 
departments individually to develop specific dashboards that 
they felt would assist them in interpreting the data that they 
were being presented in a much more granular format specific 
to their function.
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Where we are today

Now that management from each department is fully engaged and 
understands the process of network profitability analysis that we 
have developed we have rolled this out to specifically the 
customer service group to begin to assist them in making 
customer profitability decisions.

Our network analyst meets with each individual customer service 
representative to discuss customer specific profitability results for 
the areas that they manage and gives them the tools to prioritize 
acceptance of customer loads based on profitability for that lane.

He also discusses with them specific customer issues that impact 
those yields such as excessive transit time requirements and delay 
times at specific delivery locations so that the CSR’s can work with 
their customer contacts to develop solutions and drive future 
yields for that specific delivery.
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Items discussed in reviews

The monthly network analysis profitability discussion focuses on 
the following areas:

• Overall network yield improvement
• Trailing four week load counts
• Trailing four week LOH
• Yield by LOH stratified by 1-100,101-200, 201-300, etc up to 

900+
• Improvement in network delay hours and MPH
• Weekly repower statistics stratified by single repowers and 2+
• Customer rankings by number of loads and revenue for the 4 

week period with visibility into yield, blended RPM compared 
to blended MRI, LOH, average DH miles and average delay 
hours

• We also look at the same information for our top 25 lanes
• We look at top 15 and bottom 15 customers and lanes

based solely on yield with minimum of 28 loads in a 
week period as well as top 15 oversold and undersold
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Monthly Key Takeaways

Each month as part of the network profitability discussion we 
develop takeaways that specific individuals or departments are 
tasked with tackling each month.

In subsequent months we review key takeaways and the progress 
that we are making in improving those issues until they are 
resolved and removed from the follow up list.

Since the inception of this program we have seen a 10% 
improvement in our overall network yield.
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