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Stifel had no involvement in the preparation of this presentation and, 
accordingly, makes no representation or warranty as to the accuracy or 
completeness of any of the information or data included therein and 
expressly disclaims any and all liability relating to or resulting from use 
of this presentation.
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How we gather feedback:

● Prompt drivers weekly to share anonymous feedback.

● 90 second experience for drivers to share open-ended 

feedback.

● Link to share feedback is always live.

● Feedback is continuously reviewed using keyword and 

sentiment analysis.

● Feedback is categorized into 12 standardized themes.
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Why we gather feedback this way:

● Surveys create bias.

● Open-ended feedback shows what drivers want to 

discuss.

● Feedback has to be addressed at the speed of 

business.

● Doing nothing with feedback is toxic. We have to close 

the feedback loop.

5



Comments 

● The average comment is 224 characters long.

● That’s about as long as a tweet.

● However, some drivers have a lot on their mind.

● Our longest comment was over 9k characters long.

● That’s the equivalent of 3 full single-spaced pages of 

text!
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How feedback is shared with carriers:
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How feedback is measured by carriers:
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How we close the feedback loop:

● Address urgent issues individually with drivers.

● Act on feedback to improve your company.

● Show empathy by responding to drivers weekly in 

fleet-wide broadcast message.
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Communication is good.

Change is better.
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Top Trends in 2019 Driver Feedback
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Profile of the industry:

● Average driver age 55 years old

● 95% use smartphones daily

● 89% average annual driver turnover

● 50K+ driver shortage
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Profile of drivers sharing feedback:

● All drivers work with carriers with 60+ trucks.

● Mix of dry van, reefer, tanker, intermodal, flatbed, and 

expedited freight.

● 77% Company Drivers

● 23% Owner Operators

13



2019 Summary Statistics:

● 39.8K Comments

● 16.3K Distinct Drivers

● 55 Distinct Companies

● 297 Average Drivers Engaged per Company
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Comment Volume by Month

In summer months comment volume is nearly twice as high as in winter 
months. Indicating a possible annual cycle for driver feedback.
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Total Comments by Themes

N
um

be
r o

f C
om

m
en

ts

Logistics is the most frequently mentioned theme across the industry. One 
quarter of all comments are about logistics, but positivity tends to be 
particularly low for this theme.
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Themes by Rate of Urgency
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Though typically a low volume theme, safety is an issue with a high 
density of retention opportunities. As seen above, comments in the safety 
theme are twice as likely to be deemed urgent.
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Comments by Sentiment

Companies often express concerns that feedback will be exclusively 
negative, but our data shows that ~30% of all comments are positive. 
Many drivers love what they do and are excited to share that information.
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Creating a Praise Theme

● Capturing the positivity 
drivers feel towards their 
company.

● Sentiment is the 
message.

● “All Good” is the most 
common expression.

● Drivers mentioned that 
they “love” their job or 
company ≈2k times!
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Top 5 Feedback Themes

1. Logistics

2. Equipment

3. People

4. Pay

5. Communication
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Percentage of Comments by Theme
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There is a substantial divide between high frequency themes and low 
frequency themes. High frequency themes tend to be relatively stable 
throughout the year and tend to cluster around the 20% line. Low 
frequency themes are typically below 5%.



Company Average Driver Satisfaction

Average Satisfaction Rating
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Companies experience a wide range of levels of driver satisfaction, 
with large companies experiencing slightly lower levels, on average.
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Driver Satisfaction by Theme
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With regards to themes, driver satisfaction remains relatively 
stable throughout the year. Some variation can be seen among 
themes, but it is low compared to other factors.
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Driver Comment Positivity
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Percentage of Positive Comments

Companies experience a wide range of rates of positive feedback, 
with larger companies experiencing slightly lower rates, on average.
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Driver Positivity by Theme
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Unlike driver satisfaction, the percentage of positive comments 
exhibits a lot of variation between themes, as well as peaks and 
valleys within particular themes.



Highlights of Important Themes
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Logistics
27



Logistics

● Sitting and Waiting

● No loads / Slow freight

● Nights and Weekends

● Bad information

● 20% of comments also 
mention “pay”

28



Mentioned Wait Times by Duration
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Around 20% of the comments in the logistics theme mention long wait 
times. When an exact time is mentioned, we see over half report 
delays of 4 hours or more.



Equipment
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Equipment

● Time spent in the shop

● Cost of maintenance

● Governing speed

● Dirty Trucks/Trailers

● Electronic Equipment

● 20% of comments also 
mention “logistics”
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People
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People

● Most positive theme

● Drivers are quick to 
recognize staff in 
positive ways.

● Problematic staff 
increases retention 
issues.

● Empathy for personal 
challenges.
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Pay
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Pay

● Less about pay rate and 
more about prompt and 
accurate payments.

● Setting proper 
expectations. 

● Bonuses need to be 
achievable and honored.

● Detention pay and time 
spent sitting and waiting.
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Communication
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Communication

● Drivers want to talk, but 
they need someone to 
pick up the phone.

● Repercussions for 
disrespectful support 
staff.

● Transparency on large 
company decisions.

● Follow ups are essential.  
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Tips for 2020
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Tips for 2020

1. Logistics

Concerns about logistics are pervasive among drivers. 
Sitting and waiting is one of the most difficult things for 
them to do. They expect companies to keep them 
rolling. Resolving long delays at problematic 
shipping/receiving locations will make the biggest 
impact on driver satisfaction.
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Tips for 2020

2.  Equipment

Good, safe, clean equipment is an important point of 
pride for many drivers. There are many ways 
companies can ensure that the driver’s equipment 
continues to be something they can be proud of. It can 
be as simple as making truck washes more available 
or helping reluctant drivers adapt to new technology 
through robust training programs.
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Tips for 2020

3.  People

You have great people! Celebrate them publicly and 
often. Recognize the good work of great drivers. But 
also, help these great drivers recognize the good work 
of others. Amplify their positive messages through 
internal channels and company programs.
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Tips for 2020

4.  Pay

Be sure to set proper expectations for new drivers. 
Retention problems early in the partnership frequently 
stem from misaligned expectations. Prompt and 
accurate payment solves much of the rest.
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Tips for 2020

5.  Communication

Drivers have a wealth of experience and operational 
knowledge. They appreciate being a part of the higher 
level decision-making. Include them in the process as 
early as possible and update them on progress 
regularly.
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Conclusion
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Conclusion
45

In 2019, WorkHound helped companies retain over 
eight thousand drivers across the industry. 

Our platform empowers companies to blend open-ended driver 
feedback with analytics to create meaningful insights and make 
data-driven decisions. The WorkHound approach to open-ended 
feedback enables companies to gain insight outside their starting 
assumptions and focus on what is really important to drivers. 

With WorkHound’s help companies are able to close the feedback loop, 
creating the virtuous cycle of information that is essential to healthy 
organizations working to maintain high levels of worker satisfaction.



Thank you!
Questions? Please contact: 

Max Farrell, CEO
max@workhound.com

Paul Castronova, Strategic Projects Manager
paul@workhound.com
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Appendix
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Miles
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Miles

● “Need more miles”

● Persistent lack of miles 
leads to drivers looking 
at other opportunities.

● Long stretches OTR 
have personal costs.

● Drivers with plenty of 
miles express a lot of 
gratitude.

49



Home Time
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Home Time

● Family is the top priority.

● Missing important home 
time appointments have 
a devastating impact on 
driver morale. 

● Accommodations for 
family emergencies 
create loyal drivers.

● Prioritize home time 
when planning loads.
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Benefits
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Benefits

● Health care is a 
frequent concern. 
Drivers want insurance.

● They also want 401ks 
and vacation pay.

● “A thankless job”.
The lack of benefits is 
often seen as unfair. 

● Companies that offer 
benefits stand out.
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Safety
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Safety

● High urgency issues. 

● Creating a safety 
culture requires lots of 
communication.

● Incentives work, if clear 
and consistent.

● Behaviors must match 
messaging.
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Training
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Training

● Largely positive, low 
urgency comments.

● Consistency between 
orientation and on the job 
experience.

● Misinformation about pay 
destroys trust.

● A good relationship with 
trainer is key.
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