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Social Media 
Make an impact. 



How do I incorporate  

Social Media in Sales &  

Customer Service efforts? 

Á Listen 

 - Monitor for sales opportunities, 

 accolades and complaints 

 

Á Engage 

 - Create customer communication 

 opportunities through Linked In groups, 

 company Facebook page and You Tube 

 channel 

 

Á Grow 

 - Grow your following through a blog 

 and customized social network pages 

 

 



Social Media Must-Haves 

Á Proactive vs Reactive Approach 

 - If youôre not monitoring ï you canôt 

 answer your critics or those promoting

 ñuntruthsò 

 

Á Content Strategy ï 90/10 Rule 

 - Use your company blog, Facebook 

 page, Linked In page and Twitter handle 

 to educate customers and potential 

 customers on important topics ï i.e. 

 load securement, technology, etc. 

 

Á Have a Plan 

 - Donôt just create a page and walk away 

 

 



Questions about how social media 

can impact your customer service/sales team? 

Mitch Hixon, VP of Sales 

615-372-3988 (direct line) 
Mitch.Hixon@acs-inc.com 



 

Committed to Innovation 

 

 



Committed to Innovation  
Both inside and outside the cab. 

© 2010 PeopleNet All Rights Reserved - CONFIDENTIAL 



Fleet management applications that drive 

efficiency and ROI 

© 2010 PeopleNet All Rights Reserved - CONFIDENTIAL 

» Real-time reporting dashboards 

» Comparative KPI  reporting 

» Configurable to meet user needs 

» Custom data access supports integration 



Fleets experiencing innovation everyday 

with PeopleNet onboard. 

© 2010 PeopleNet All Rights Reserved - CONFIDENTIAL 

http://www.boc.com/index.asp
http://www.boc.com/index.asp


http://www.ccjinnovators.com/
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Saia Customer Service Indicators 
 
Á Launched CSIs over 10 years ago 

Á Evolution of program: 

Extensive market research 

Review of current systems 

Á What customers told us 

Á Customer Service Indicators ï Initial Index 

On-time Delivery 

Pick-up Performance 

Claims-free Delivery 

Claims Settled < 30 Days 

Invoicing Accuracy 

Proof of Delivery 
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Pick-up Performance PU 

POD Turnaround PT 

On-time Delivery OD 

Claims Free CF 

Claims Settled 30 Days CS 

Invoicing Accuracy IA 

A better companyé 
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99.6%

97.0%

99.6%

97.1%

99.6%

99.9%

99.1%

100.0%

100.0%

99.1%

100.0%

99.9%

93% 94% 95% 96% 97% 98% 99% 100%

POD

Invoice Accuracy

Claims Settled

Claims-free Service

On-time Delivery

Pick-up Performance

2010 2010 Goal

A better companyé 
 

Á 75% overall improvement in defects  

80% decrease in Claims Settled < 30 Days defects 

55% decrease in On-time Delivery defects 

Á CSIs became foundation for all company segments 

Á Long-term strategic benefit 
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 The Challenge To Continuously Improve 

 

Á Not losing focus on what you have 

Á Research as ongoing component 

Proprietary 

Secondary 

Á Embrace change 

Spotting the opportunity 
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 CSI Evolution:  Why Exception-free Delivery 

 

Á What were customerôs saying 

What they didnôt need anymore 

What new metrics did they require 

Á Itôs not always easy 

 

 

 

 

CCJ Innovators Webinar: Improving Results 

5 



X
tr

e
m

e
 P

e
rf

o
rm

a
n

c
e
 

CSI Evolution:  Why Exception-free Delivery? 
 

Á This March, introduced newest CSI = Exception-free Delivery 

Á Began developing metric nearly two years ago 

ī Initially used metric to measure just chemical shipments 

ī Expanded it to include all shipments moving through system 

Á Builds on Claims-free Service metric 

Á Measures percent of shipments delivered without a noted exception 

Exception is any freight that suffered damage during loading, unloading, 
or in transit; or shows a shortage or overage 

Á Assures that our goal is to deliver shipments in the same condition 

  they picked up in 

 

Saia delivered 98.6% of shipments                                              
Exception-Free in Q1 2011 
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 Accountability 

 

Á When an exception occursé  we know what to do:   

Make sure you have an audit trail: 

Å Use scanning system to track shipment through distribution chain 

Å Ability to pinpoint exactly where an exception occurred 

Å Managers can then work with the specific employee on proper freight                       
handling techniques 

Á Key segments for success: 

Technology 

Individual instruction / counseling 

Positive reinforcement 

Á To mitigate exceptions, dock supervisors inspect each load prior to 

   close 

Á Re-work loads with employees - coaching opportunity 

Á Utilize blocking and bracing, logistic posts, and airbags 
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 Building a partnership . . . . . 

 
                         Internally and Externally 
 

Á CSIs were designed to: 

Improve service 

Allow for real collaboration between: 

ÅOperations and Sales 

ÅCarrier and Customer 

ÅCustomers and Their Customers 
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 Going Forward 

 

Á Adherence to this strategy will: 

Force continuous improvement 

Encourage long-term partnerships with customers 

Á Support with good communication 

īPublish results regularly 

īProvide information by specific locations 

Á Allows every employee at company to play a part 

Á Builds a culture of: 

īAccountability 

īResponsiveness 

īDesire for excellence 

īPride 
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Thanks!  



PRODUCTS 
Premium Synthetic and Semi-Synthetics. One provides twice the OEM drain 
intervals and the other also includes fuel economy of up to 4% 
PROCESSES 
We meet with and  your people to understand your operations and show how 
we can reduce your overall lubricants spend and free up maintenance hours 
PEOPLE 
Team of 13 Field Engineers 



CASTROL ELIXION 
Proven up to 4% Fuel Savings 
Extended Drain to 50,000 miles 

CASTROL HYPURON 
Extended Drain to 2X OEM Recommended 

CASTROL PYROPLEX ES 
The only grease proven to work for 50,000 
miles 



FOR MORE INFORMATION 
Call: 1 800 255 4417 
Email: info@castrol.com 
Web: www.castrol.com/HD 
gary.leveton@bp.com 

mailto:info@castrol.com
http://www.castrol.com/HD


Thomas Bray 

Senior Editor, Transportation Management 

800-558-5011 x-2863 

transporteditors@jjkeller.com 


