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The top driver priorities during the pandemic
Third Analysis: April 1-15

Actions taken by carriers regarding 
driver feedback, feat. Brian 
Matthews, American Central 
Transport

Recommendations on tackling 
communications during the 
pandemic
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Driver 
Feedback:

Where does it 
come from?
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• As early as February 2020, drivers 
began to leave unprompted feedback 

about COVID-19
• More than 29% of all comments in 

March related to COVID-19
• The number of COVID-19 comments 

sent to WorkHound between 4/1 & 
4/15 has already exceeded the entire 

month of March

“Tell us the good, the 
bad, and the ugly"
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Does this 

company have 
my back?
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•Pay
•Morale
•Sanitation
•Risk
•Planning
•Work
•Necessities
•Benefits
•Denial

COVID-19
Comment 
Breakdown
By Themes:
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“I wish our bosses would see these 
dark days and not only say “good 
work,” but put at least more cent 

per mile in such days… “Good job” 
is not enough when things in stores 
are now expensive. I wish you look 

into that...”

26% - Pay 

Truck drivers are considered an 
essential part of our supply chain 
and economy, but drivers feel that 
their compensation does not 
accurately reflect their essential 
status.
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“Just listened to the announcement 
on the pay change through the 

pandemic and once again I am so 
grateful… Thank you for once again 
taking care of me and my family…”

26% - Pay

Drivers also communicate 
gratitude for carriers that act with
financial support. 

This has included bonuses and 
reimbursements for cleaning 
supplies. 
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Optimism - 78% of Morale Comments 
“I just want to take time to thank you all for 

doing your best right now to take care of your 
employees! I know these are uneasy times, 

but I know you all are trying your best to help 
us all survive. Thank you for your efforts.”

21% - Morale

Pessimism - 22% of Morale Comments 
“...they have done a fine job to protect office 

workers, but nothing with the drivers, and they 
say the drivers can be replaced if they get 

sick, but the office people are more important. 
We should all be equal.”
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“No face mask or gloves for the 
drivers... Only one tiny bottle to wash 
our hands was given, and only if you 
went through an inspection lane at a 
terminal. How much is our lives and 
our families worth? Very disturbing.”

19% - Sanitation:

Drivers want to know that 
their companies are taking 
extra precautions to ensure 
that their equipment is safe 
and sanitized.
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“Worried about going into the 
hotspots where covid19 is rampant. 
Don't need to take anything home to 

my family and to top it off I have 
sleep apnea and I've smoked for the 
last 27 yrs, so I'm at a greater risk.”

17% - Risk

Drivers sharing this sentiment 
have concerns for themselves, 
their families, and their fellow 
drivers that are part of the at-
risk population.
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“I was wondering if there is any way 
to be tested for the virus before I go 
home. I'm not sick, but my wife has 
an underlying condition and if she 

gets the virus it would kill her, and I 
couldn't live with that.”

16% Planning:

These drivers express frustrations 
that their company has not been 
forthcoming with information, or 
isn’t taking effective measures to 
prevent the spread of the virus.
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“Was great till the covid-19 
set in, and now no work ”

12% - Work

Drivers sharing this feedback
understand that the situation is 
uncertain and want some 
assurance they will still have a 
job in the future as they see 
carriers furlough office staff 
and fellow drivers.
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"Truck stop restaurants are 
being closed. This puts a 

large strain on drivers' health 
and wellbeing if we can not 

eat, we can not operate 
efficiently."

3% - Necessities

These drivers are looking to 
their companies for guidance 
on how to meet their needs 
while ensuring the rest of 
America stays fed.
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“Giving every driver a paid 
week off during a crisis 
shows your true colors.”

2% - Benefits

With the threat of potential illness 
being so prevalent, the minds of 
many drivers turn to the benefits 
their companies offer.

“I am upset that our 
company used the excuse of 
Covid-19 as a reason to stop 
the company match on our 

401k”
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“…everyone is freaking out 
about this stupid 

coronavirus."

0% - Denial

Initially comprising about 4% 
of COVID-19 comments by 
Mid-March, comments 
expressing Denial that the 
virus is a serious threat have 
dropped to zero in mid-April.
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Actions taken by 
carriers 

regarding driver 
feedback
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•Recommended CDC 
& WHO Guidelines

•Kept drivers updated 
on federal regulations
•Offered sanitization 
resources for trucks

At the very least:
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•Defined a clear statement about 
your company’s expectations if a 

driver gets sick
•Adapted company sick leave policy

•Offered hazard pay
•Offered to “help”

Going above and beyond:
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•Driver Feedback
•Maintaining a Culture of 

Communication
•Pay Bonus
•Time off

American Central 
Transport
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Take Control

Communication 
Advice
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Employees will remember 
how their employers 
handled COVID-19.

How will you be 
remembered?

Be the calm in the chaos
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If we don’t 
address the 
rumor mill, 

someone else 
will.
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•Communicate early and often, 
especially as things change

•Share stories from customers 
who are relying on drivers

•Show the actions you’re taking to 
keep drivers healthy

Be Proactive
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•Be explicit about the security 
of your business. If it’s great, 
tell them. If it’s not great, let 

them know what you’re doing 
to improve it.

•Communicate clear action 
about your steps to properly 
sanitize and protect drivers 

within your control.
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•Clearly communicate why office 
staff is working from home and 

that it’s meant to keep 
everyone healthy and working 

for the effectiveness of the 
drivers.

•Make sure to triple-check the 
status of a driver’s drop 

location to alleviate concerns 
about shutdowns.
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•Communicate how FMCSA & 
DOT changes are affecting 

drivers
•Clearly communicate what you 

know about retirement plans 
and direct drivers to the 

appropriate place if they have 
serious concerns
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Communicate Empathy:
Show drivers you are listening, 
working to get better, and that 

their voice matters. 

32



33



Learn More

Max Farrell
CEO and Co-Founder at WorkHound
max@workhound.com

Thank you!
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Brian Matthews
VP of Operations at ACT
bmatthews@americancentral.com

http://workhound.com
http://workhound.com

