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Emergency Roa

What you need to know

ven with the best maintained equipnent,

breakdowns and the need

for roadside

assistance will inevitably occur. Because driver

and vehicle downtime is expensive, drivers and

vehicles need to get back on the road quickly
and cost effectively, with minimal disruption to fleet operations.

Some fleets handle emergency roadside assis-
tance in-house. Others outsource this function to
third parties that specialize in one-stop solutions for
breakdown and emergency roadside assistance.

Third-party services tend to offer 24/7 support

every day of the year through a toll-free tele-
phone number or Internet access. They handle
everything through integrated services that
address the entire vehicle breakdown process
- from diagnosis to vendor management and

billing. They also monitor the progress of every
event by following up with the driver/dispatch/
maintenance function and service provider until
the repair or service is completed.

PROCESS
MANAGEMENT

“The goal of getting trucks back on the road
as quickly and safely as possible hasn't changed,
but the process of managing breakdowns today
is much different than it was just 10 years ago,”
observes Jason Manuel, national sales manager
for InterStar North America, a provider of main-
tenance and repair solutions for the commercial
trucking industry.

Providing accurate information to the breakdown service helps ensure the technician heads out to the exact location with the
right parts, tools and equipment. Photo courtesy of Goodyear
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dside Assistance

about managing vehicle breakdowns

“When a driver needs to get off the highway
because of a vehicle problem, the first priority
is to find out exactly where he or she is,” he
says. “Determining a precise location 10 years
ago meant the driver had to pull out a paper
map, get on the CB to get help from other driv-
ers or walk up and down the highway to find a
mile marker post.”

“The road atlases and simple mapping soft-
ware of the not-too-distant past has quickly
given way to more accurate GPS, online loca-
tor software and real-time tracking of fl eet
assets,” adds Don Darden, executive director,
communications, for Bridgestone Americas,
which operates the Bridgestone Bandag T ire

By David A. Kolman

It's important to take control of the
process from the outset and fully
understand what the charges are going

to be upfiront.

Solutions Emergency Road Service program.
“Technology has also allowed us to monitor
calls more efficiently and shorten the downtime
associated with breakdowns. It has enabled the
tracking and reporting of breakdown informa-
tion to become actionable and allow fl eets to
make more data driven decisions.”

By setting up
vehicle profiles,
a fleet can state
preferences and
requirements

for replacement
parts and repairs
to assure that
service is provid-
ed in line with its
predetermined
business rules.
Photo courtesy of
FleetNet America

Individuals
selected to man
breakdown call
centers and
serve as incident
coordinators are
carefully chosen
and receive con-
tinuous training.
Photo courtesy of
FleetNet America

Nowadays, drivers can instantly determine their
location with assistance from satellite platforms
and GPS-enabled devices, Manuel says. Modern
breakdown call centers often utilize advanced
mapping solutions to help locate the driver and
the closest mobile or drive-in repair facility.

“Taking less time to determine the break-
down location and problem reduces the
amount of time the vehicle sits on the side of
the road,” he says.

COMMUNICATION
INTEGRATION

The expanding use of the latest in commu-
nication and computer technology enables a
smooth, seamless flow of information between
fleet and maintenance systems to enable
breakdown services to become true part-
ners with their customers, says Heather Holt,
director of marketing for FleetNet America,
a third-party vendor management company
that coordinates emergency roadside service
and maintenance management service for
commercial equipment.

“The integration with the satellite communi-
cations providers allow drivers to communicate
breakdown needs in the same manner they
use to communicate with dispatch, eliminating
the need for traditional phone calls,” she says.

Some new in-cab offerings actually monitor
engine fault codes and transmit them to fl eet
managers and breakdown companies, notes
Manuel of InterStar North America.

By way of example, national less-than-
truckload motor carrier Old Dominion Freight
uses PeopleNet’s real-time engine monitor -
ing to enable FleetNet America to proactively
manage its fl eet maintenance and reduce
maintenance costs.

Continued on page 10
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PeopleNet is the leading provider of inno-
vative and integrated onboard computing
and mobile communications systems for fl eet
management.

PeopleNet's Vehicle Management applica-
tion collects fault code information from the
vehicles’ ECM (electronic control module) and
sends the data to FleetNet over the PeopleNet
network, FleetNet America’s Holts explains.
FleetNet interprets the data and immediately
contacts and instructs the driver of the vehicle
with the fault code alarm to pull over and park
the vehicle. The usual result is minor repair
costs, compared to a component or engine fail-
ure that might have occurred if attention to the
problem had been deferred until later.

In setting things up, Old Dominion mainte-
nance department identified urgent fault codes
that could result in catastrophic engine failure
and should be sent to FleetNet America imme-
diately: high temperature, low coolant, low oil
pressure and high oil temperature.

“The fault code gives FleetNet America
a better idea of what’ s needed,” says Old
Dominion director of field maintenance Tom
Newby. “The last thing we want to do is have
a technician dispatched to the truck only to
learn that it can’t be fixed at roadside and will
need a tow. It's all about better visibility and
analysis that will keep our maintenance costs
and vehicle/driver downtime in check.”

FOLLOW UP

Technology also allows more thorough follow
up, and helps to ensure that emergency road-

.TO comdl.n o

Accidents happen but that doesn’t mean you can’t take control.
Find out of why fleets call INA Towing Network, operated by
InterStar North America, for towing and recovery management.

¢ 24/7 National Towing & Accident Recovery
¥ Reduced Towing Costs & Liability Exposure

¥ Online Towing Management & Reporting
4« Mediation For Non-Consensual Tows

Visit www.fleetmag.com/einquiry and enter 6
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Are you in control of the
breakdown process?

Once a vehicle is “down,” the roll time clock starts ticking, says Karen Piccolomini, the manager
for RoadSquad, a comprehensive roadside service program. Take control of the process from the
very beginning. Make sure your expectations are clear about how you want to be kept apprised of

the situation.

“The true extent of the roadside problem isn’t ascertained until the technician arrives roadside,”
she says. “There may be more damage than previously anticipated, or the problem may be

different than what was originally communicated.

“Is it possible to make a temporary repair so you can get the truck to its home terminal where a
permanent repair can be made? Or does the truck require a permanent fix immediately?

“You're going to want to know all this information so you can make a decision on the best
course of action. Make it very clear to your service provider who at your company has the

authority to approve a specific course of action.”

THE DETAILS

When it comes to providing details to the service provider, the more complete and accurate the

better, says Piccolomini.

“One mile of highway often looks the same as any other, so if you have the vehicle’s latitudes
and longitudes, provide it so the service provider isnt wasting time looking for that vehicle.
Providing accurate information will ensure the technician is spending time affecting an efficient,
quality repair, not wasting time riding around in search of a downed vehicle.”

Such actions will set up the road call for success from the start, with the technician heading
out to the truck with the right parts, tools and equipment, eliminating the need for return trips or
parts runs, she says. “Communication is always a challenge and a lot of times, it's a breakdown in
communication that causes unnecessary problems related to the road call.”

side assistance events are tracked throughout
the process, says Clive Guest, emergency road
services manager for Michelin, which designs,
manufactures and sells tires for every type of
vehicle. There is direct communication with
service technicians, and customers have
the opportunity to see their events online or
receive a detailed monthly report to improve
their tracking and decision-making.

Using the latest in communication and
computer technology for rapid roadside assis-
tance, each and every call can be tracked in
real-time and that information is easily available
to fleet managers, adds Michael Stevens, direc-
tor of Goodyear fleetHQ, Goodyear’s portfolio of
business solutions, which includes tire-related
emergency road-assistance service. That allows
fleet to make better business decisions.

Graphs and spreadsheets can be emailed
monthly, quarterly or yearly , giving detailed
information about a fleet's equipment, Holt of
FleetNet adds. Failures can be sorted, grouped
and layered in many ways, such as by loca-
tion, customer size and type of operation, and
equipment make and model. “With this infor -
mation, customers can prevent future break-
downs by changing their engine parameters
and spec’ing their equipment differently.”

With the use of VMRS (\ehicle Maintenance
Reporting  Standards), some breakdown
service providers, like FleetNet America, are
able to apply costs to emergency roadside
events more precisely across all vehicle types.
“Customers will benefit through more detailed
analysis of their maintenance costs which will

give them more control over their expenses,”
says Holt.

Developed by the Technology & Maintenance
Council, VMRS is a standard coding conven-
tion for universally tracking equipment and
maintenance costs and functions.

VENDOR SELECTION

In general, breakdown services interview
prospective vendors before being brought
online as service providers. They may even
contact current customers of these vendors to
obtain further reference information.

Selection of vendors to handle events
depends on several factors, says FleetNet’ s
Holt. “As an example, it is obviously best for
a warranty repair to be handled by a provider
that is authorized by the OEM to handle such
repairs. Likewise, it is best for an event with
windshield issues to be handled by a supplier
specializing in windshield repair rather that by
a general vendor. FleetNet matches the right
provider with the desired service on a case-
by-case basis.”

Each vendor is ranked in FleetNet's system
based on price, downtime, quality of work, etc.
This enables the company to continually moni-
tor the quality of its vendor network.

InterStar qualifies and monitors service
vendors on several levels, including price,
timeliness and quality of workmanship, says
the company’s Manuel. “We have managed
hundreds of thousands of breakdowns over the
years so we have the data necessary to deter-
mine average costs and repair times for many



Cover Story

types of services. Once we begin using a new
vendor we're able to monitor their performance
compared to other vendors in their area.”

Michelin ONCall, the company’ s 24-hour
emergency road service, has a focus on the
Michelin  Commercial Service Network, a
franchise network of commercial tire dealers,
as part of its nationwide coverage. “Network
dealers must adhere to rigorous certifi cation
standards, as well as undergo an audit process
to ensure the highest level of service and prod-
uct availability so that feets can maximize their
vehicles uptime,” says Michelin's Guest.

With the Bridgestone Bandag Tire Solutions
Emergency Road Service, all servicing deal-
ers must be approved before being added to
the emergency network, says the company’ s
Darden. Field audits and corporate reviews of
both existing and new applicants also occur .
Feedback from drivers, fl eets and the road
service dispatch department is collected and
reviewed as well.

INCIDENT
COORDINATORS

Individuals selected to man breakdown call
centers and serve as incident coordinators are
carefully selected. For Michelin ONCall, each
person undergoes intensive initial and continu-
ous training, ranging from phone technique to
vehicle knowledge, says Guest of Michelin.

“Our incident coordinators, receive regu-
lar training related to new types of trucking
equipment and industry best practices,” says
InterStar's Manuel. “Many of our employees
have prior experience as heavy duty mechan-
ics or as fleet maintenance managers and they
provide knowledge and guidance for the entire
team. New hires typically have industry experi-
ence and require several months of training
before managing complex incidents.”

The call center personnel for Bridgestone
Bandag Tire Solutions Emergency Road
Service are all in-house Bridgestone person-
nel that are extensively trained in not only
breakdown management, but are skilled in
new tire, retread and vehicle knowledge, says
Bridgestone’s Darden. The service looks for
individuals who have exceptional customer
service skills, plus strong case management
and problem resolution skills.

FleetNet's employees are mechanically
trained and experienced, says the compa-
ny’s Holt. Its in-house training department is
responsible for mechanical training and pass-
ing along the latest OEM industry updates and
equipment/component configurations, cover-
ing all Class 3 through Class 8 vehicles.

VEHICLE PROFILES

Typically, when a fl eet registers with an
emergency roadside assistance program it is
able to create profiles for its vehicles, stating
preferences and requirements for replace-
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Because towing and recovery services are often needed in a hurry, the choice of a
company to properly handle the work is often left to chance.
Photo courtesy of FleetNet America

questions to ask before
deciding upon a towing

company

Since towing, recovery and transport services are often needed in a hurry or on an emergency
basis, the choice of a company to handle this work is often left to chance.

To find the right reputable company for the job, review your needs and ask the company
some probing questions, recommends Terry Humelsine of WreckMaster, the largest training
organization in the world for the towing industry. In 1991, it developed that industry’s first
certification program to classify the skill level of the towing and recovery operator.

Among the questions to ask service provider, he says, are:

1. Can the company provide the specific type of service you are requesting?

2. Does the company have a proven track record of experience for the specific type of

service you are requesting?

w

Does the company have the latest or most up-to-date towing, transport or recovery

equipment to successfully handle your request for service without causing damage to

your vehicle?

i

providing the service requested?

Does the company have professionally trained and certified operators that will be

5. Does the company presently have the proper types and sufficient amounts of insurance

to provide the service being requested?

~N o

ment parts, such as tires and other services
and repairs, to expedite the process. This
allows for service to be provided in line with
predetermined business rules from the fleet,
says Michelin’s Guest.

Bridgestone Bandag T ire Solutions
Emergency Road Service’ s customized
profile for customers contains standard
contact and authorization information, such
as e-mail, contact numbers, authorized

approvers, etc., says Darden of Bridgestone.

Can the company provide you with a certificate of insurance before handling the job?
Can the company accommodate your requests in a timely manner?

Fleets also have the ability to specify and
customize which Bridgestone, Firestone and
Bandag products they prefer by axle and
wheel position, and are allowed to customize
preferred vendors and any unigue services
pertinent to their needs.

“Because customers can establish servic-
ing preferences for their trucks in their opera-
tor portfolios, fleets or owner-operators can
simply tell the fl eetHQ agent to follow their
established preferences and the agent imme-



diately knows what type, brand and size of tire is need-
ed for replacement,” Goodyear feetHQ's Stevens says.
“That saves operators the hassle of making several
calls to find a location that's open, or a tire dealer with
the right tires in stock.”

“Every fleet is unique so it is important to build
custom profiles with preference and guidelines for
each fleet,” says InterStar's Manuel. “Some fleets prefer
new tires, others prefer retreads. Some fleets prefer to
have major repairs handled on the side of the road and
others prefer to have the units towed to a facility . It's
all a matter of preference that is built into the fl eet’s
custom profile.”

“Customized handling instructions for customers
are necessary and range from the necessity of specif-
ic personnel allowed to make authorizations regard-
ing repairs to their authorization limits on tires, towing
and other needs,” FleetNet's Holt adds. Other handling
instructions include purchase order requirements, nation-
al tire accounts utilization, downtime requirements, etc.

REQUISITE SERVICES

When searching for a third-party breakdown program,
the first thing a fleet should do is document all of their
current breakdown processes, advises InterStar s
Manuel. Gather and document national tire account
numbers and contact lists of the personnel who are
going to be able to approve repair services.

“The next step is to review the sales literature and
websites of popular breakdown companies, narrow the
list to the two or three most intriguing,” he says. “Schedule
meetings or phone conferences to fi nd out what the
provider can do for you and what costs are involved.”

Some discerning questions to ask a potential break-
down provider, says Manual, are:

e Will you be able to use your national tire accounts

to purchase tires in an emergency situation?

e Are there any monthly or annual fees to join as a

fleet customer?

e What type of contract or service agreement is

involved with becoming a fleet customer?

e How will warranty situations be handled?

e What methods of payment are accepted?

e What types of services are provided? (T ire,

mechanical, towing, accident recovery, etc.)

e Does the provider offer service at your terminal or

just roadside emergency service?

e (Can the company provide you with fl eet refer-

ences to vouch for its service?

RATING SYSTEMS

When considering a roadside service provider that
best meets an organization’s needs, Karen Piccolomini,
manager for RoadSquad, a comprehensive roadside
service program, recommends developing a ratings
system that reflects what you're looking for in a provider
“It doesn’t have to be complex or in-depth. It can be as
simple as 1, 2, 3. One, they're a preferred supplierTwo,
they're a secondary choice. Three, they're a provider
that’s performed poorly in the past.”

A next step is to take a hard look at each service
providers’ reputation, she says. “Do your research. Call

around. Find out what their roadside capabilities are.”
Continued Page 14

Want to get into the
breakdown

business?

If you're thinking about adding breakdown/
emergency road service, members of the
WheelTime Network offer some advice.

First, realize that emergency road service
equates to unplanned service events. Second,
the management of the program needs to be
handled differently than just as an extension
of the shop. Third, the program should be
able to service problems within a 30-mile
radius and handle all types of vehicle and
engine repairs.

WheelTime is a professional truck care and
service network that offers support through
its WheelTime Quality Truck Care Network with
more than 30 training facilities and nearly
200 service centers located across the U.S.
and Canada.

KEY MEASURES
The WheelTime members suggest considering

the criteria a major national fleet uses to rate

its emergency breakdown service providers.

e Did the service provider meet their ETA? The
ability to respond quickly is crucial as the
vehicle and driver are unproductive sitting
on the side of the road.

e Did the service provider get the truck
running/performing the required tasks?

The best case scenario from the customer’s
perspective: If it's feasible and safe to do

s0, get the truck up and running in lieu of
towing it into a shop.

e Was the customer satisfied with the
service? This could encompass many things,
including safety, professionalism, expertise
and speed.

TIMELY SERVICES

Another major concern is the speed
of the response/transaction, say the
WheelTime members. That means being able
to talk to a live person who can coordinate
getting someone to the customer soon
after they call, and of course, the speed
of arriving on the scene to get the vehicle
back up and running.

There is also the speed of being able to
operate like a shop on the side of the road,
the members say. This encompasses taking
payment, providing an invoice and so on,
along with having the ability to make the
repair by having the right parts at all times
of day.

Additionally, there needs to be a
commitment to having well-equipped road
service vehicles and manning them with
qualified technicians, say the WheelTime
members. Technicians need to be able to
work independently from both management
and other employees. They should have total
truck experience and be able to work at a
journeymen level - probably amounting to 7
to 9 years of trade experience.
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locations so our service
trucks were already
outfitted for road
repairs.”

Road service accounts
for about 20 percent of
Advanced Maintenance’s
business, mostly to
national and regional
haulers passing through
the company’s service
area. It also responds to
calls for RV road service.

The emergency
breakdown service “is a
successful and profitable
part of our service,”
Holman notes. Response
calls have also brought us
many regular customers.”

Each of Advanced
Maintenance’s 10
locations has 3-5 mobile
vehicles. The trucks and
technicians are equipped
to handle just about
any issue. There is a
dedicated duty manager
who answers and handles
all calls.

“No one likes to have
a breakdown away from
the home location,” says
Holman. “Its stressful
for the driver and the
company. We try and
keep the stresses down,
getting the unit back on
the road in the shortest
time possible, and in a
safe operational mode.

“Doing this increases
the chances that we'll
be the first call on the
next call, and that's
good business.”




It's also important to learn about the quality of
a provider’s technicians, points out Piccolomini.
“Do they have the expertise to repair a blown tire
or are they limited to fi xing a flat? Do the tech-
nicians have the equipment and training needed
to conduct remote diagnostic work? Do they have
proper ASE certification? If they do, what is the
average certification for that provider? Are their
technicians trained in roadside safety?”

An additional consideration is the service
provider’s service trucks, she adds. “Do they have
the number of trucks and technicians needed to
handle the inevitable uptick in business during
extreme weather conditions — both hot and cold?
Are they set up with safety in mind? Do they have
quality equipment on board?

“How the service truck is equipped is a big part of
an efficient and safe repair.”

FleetNet's Holt says companies should consider
the 10 Commandments of Outsourcing by Assistant
Professor Robert J Eder Il of the University of Wisconsin-
Milwaukee when considering outsourcing transportation
needs and “approach carefully.”

1. Develop a strategy for outsourcing.

Establish a rigorous provider selection process.
Clearly define expectations.
Develop a good contract.
Establish sound policies and procedures.
Identify and avoid potential points of friction.
Communicate effectively with your partner.
Measure performance and communicate
results.

9. Motivate and reward the provider.
10. Be a good partner.

SERVICE RATES

Naturally, rates are a big issue with breakdown services.

Many emergency breakdown programs have
service providers in their network that have pre-
determined, negotiated service rates, as well as
consistent or guaranteed pricing throughout the
country so fleets can avoid “surprises” on the road
and know what to expect ahead of time. Some
programs charge a dispatch, incident, enrollment
or membership fee.

®NOUAWN

Emergency
roadside
assistance is
about man-
aging the
situation to

a customer’s
unique speci-
fications and
getting the
vehicle back
on the road as
quickly and
safely as pos-
sible. Photo
courtesy of

|

Payment options for actual repair services vary
Authorization protocols can be specifi cally defined to
suit a fleet's business needs.

“When you make that phone call for roadside
assistance, before hanging up, make sure you under
stand what you'll be charged,” advises RoadSquad’s
Piccolomini. “Many providers charge more after 5
p.m. and on weekends and holidays. There might be
a call-out fee.”

Find out if the service has a two-hour minimum,
she says. “That two-hour minimum is going to hurt if
you're only 10 miles from the provider with a simple
out-of-fuel situation.

“Make sure you understand what they're going to
charge you and there won't be any hidden fees that will
cause you concern later on.”

GOOD INFORMATION

“Emergency roadside assistance is about manag-
ing the event or situation to the customer ’s unique
specifications,” says Holt of FleetNet. That is about
giving the customer the data and information to make
effective management decisions about their fl eet
and equipment, and that encompasses a number of
elements, including:

e Flexibility in offering a full line of solutions
allowing customers the ability to customize a
program to fit their specific needs.

e Transparency in managing the events and
allowing customers’ management to see
“where the money is going” through such tech-
nologies as interactive secured web environ-
ments, interfaces with customer maintenance
software and in-house business software, etc.

e Constant communication to keep customers
informed on what is happening at each stage of
the event through text messaging, web access,
e-mail alerts, etc.

e Accessibility to pertinent information which can
be analyzed by customers to gain insight into
ways to prevent future breakdowns.

“The cost ratio of breakdown maintenance to
preventive maintenance is 4:1, Holt points out.
“Therefore, proactively managing your maintenance
will save you money in the long run.”
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