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Welcome to the Dispatch Desk

This book is designed like a great practice coach: it explains the idea, shows the workflow,
gives you a realistic task, and then asks you to teach the skill back. You do not need
trucking experience to begin.

THE LEARNER'S PROMISE

| will protect safety, tell the truth, label uncertainty, respect authority boundaries, and leave clear
records.

How to use each chapter

1. Preview Read the objective, warm-up, vocabulary, and chapter road.

2. Learn Study the explanations, examples, diagrams, and desk cards.

3. Practice Run the Al role-play without asking for hints during the attempt.

4. Debrief Separate facts, estimates, assumptions, decisions, and next actions.

5. Repeat Correct one weak behavior and run the same situation again.

6. Teach back Explain the skill in your own words. If you can teach it, you probably understand it.

IMPORTANT EDUCATION NOTE

This manual is training material, not legal, safety, tax, employment, routing, or regulatory advice. Rules
and company procedures vary. Young learners should study with a qualified adult instructor and should
not perform regulated work unless legally eligible and properly supervised.

TRUCK DISPATCH Al PRACTICE MANUAL 2



Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

Big Picture: One Load From Start to
Finish

The chapters follow the movement of information as much as the movement of freight.
Every arrow should produce a verified fact, authorized decision, communication, or record.

THE LOAD LIFE CYCLE

Qualify Confirm Track Close

Find Negotiate Dispatch Deliver

WHO IS IN THE CONVERSATION?

DRIVER DISPATCHER BROKER

RECEIVER

The dispatcher connects facts, people, timing, and authorized decisions.

CORE QUESTION

What is the safest, most truthful, authorized next action based on verified information?

TRUCK DISPATCH Al PRACTICE MANUAL 3



Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

Contents

How to use each chapter . . . . . . . . . . L e e e e e e e e e 2

Chapter 1: Dispatch Foundations & The Load LifeCycle . . . . . . . . . . . . ... .11

1. Dispatching Isa Control Job . . . . . . . . . . . . 12
2. Meet the Freight Team . . . . . . . . L e e e e e e e e 12
3. The Load Life Cycle . . . . . . . . e e e e e e e e e e 13
4. Facts, Estimates, and Assumptions . . . . . . . . . L L L e e e e 13
5. The Dispatcher's Priority Stack . . . . . . . . . . . e e e e e e e e 14
6. Using Al as a Practice Partner . . . . . . . . . . . e e e e e e e e e e 14
7. Foundation Challenge . . . . . . . . . . . L e 14

Chapter 2: Broker Communication Simulator . . . . . . . . . .. .. ... ... ..16

1. Why Broker Communication Matters . . . . . . . . . L e e e e e e 17
2. Broker Call Preparation . . . . . . . . . . e e e e e e e e e e e e 17
3. The Broker Call Workflow . . . . . . . . . . . . e e e 18
4. Asking Better QUESLIONS . . . . . . . L L e e e e e e e e e e 18
5. Broker Role-Play: Beginner to Intermediate . . . . . . . . . . . . .o 19
6. Broker Objections and Difficult Conversations . . . . . . . . . . . . . . e e 20
7. Rate Discussion Practice . . . . . . . . . . e 20
8. Sample Broker Conversations and Notes . . . . . . . . . . . . e e e e e 21
9. Common Broker-Call Mistakes . . . . . . . . . . e 21
10. Broker Communication Scorecard . . . . . . . . . . ..o e e e e 22
11. Chapter Challenge . . . . . . . . . . e e e e e e e e e e 23

Chapter 3: Driver CommunicationSimulator . . . . . . . . . . . .. ... ......24

1. The Dispatcher-Driver Relationship . . . . . . . . . . . . . . . 25
2. The Driver Update Call . . . . . . . e e e e e e e e e 25
3. Communication During Routine Operations . . . . . . . . . . . . . . e e e e e e e e 26
4. Delays and Missed TiMiNG . . . . . . . . . . . . oL e e e e e 26
5. Safety, Compliance, and Escalation . . . . . . . . . . . L e e e e e e e 27

TRUCK DISPATCH Al PRACTICE MANUAL 4



Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

6. Difficult Driver Conversations . . . . . . . . . . L e e 28
7. Problem-Solving Simulations . . . . . . . . L L e e e e e e e e e 28
8. Sample Conversations and Dispatch Notes . . . . . . . . . . . . . . . . . e 29
9. Common Driver Communication Mistakes . . . . . . . . . ... 29
10. Driver Communication Scorecard . . . . . . . . . . L L e e e e 30
11. Chapter Challenge . . . . . . . . . e e e e e e e 31

Chapter 4: Load Evaluation & Feasibility . . . . ... ... ... ..........34

1. A Good Rate Does Not Guaranteea Good Load . . . . . . . . . . . . . . . e 35
2. The Four-Gate Load Check . . . . . . . . . . . . . e e e 35
3. Build the Total-Miles Picture . . . . . . . . . . . . . . e e e 35
4. Timing Feasibility . . . . . . . . e 36
5.Commercial Fit . . . . . . . . L e e e e 36
6. Missing-Information Decision . . . . . . . . . L e e e e e e e e e 36
7. Load Evaluation Worksheet . . . . . . . . . . . L e e 37
8. Chapter Challenge . . . . . . . . . e e e e e e e e e e e e 37

Chapter 5: Rate Negotiation & Commercial Communication . . . . . . . . . . . . . .38

1. What Rate Negotiation Really Is . . . . . . . . . . . . e e e e 39
2. Prepare Before You Negotiate . . . . . . . . . . . . L e 39
3. Establishing a Negotiation Position . . . . . . . . . . . . . e e e e e e 40
4. The Negotiation Conversation . . . . . . . . . . . . e e e e e e e e e 40
5. Handling Broker Objections . . . . . . . . . . . . e e e 41
6. Negotiating Without Deception . . . . . . . . . . . e e e e e e e e e e 42
7. Negotiation Scenarios . . . . . . . . L L e e e e e e e 42
8. Sample Conversation and Documentation . . . . . . . . . . L e e e 43
9. Common Negotiation Mistakes . . . . . . . . . L e e e e e e e e e e 43
10. Rate Negotiation Scorecard . . . . . . . . . . L e e e e e e e e 44
11. Chapter Challenge . . . . . . . . . . L e 45

Chapter 6: Dispatch Planning & Load Execution . . . . . . . . . . . . . . .. .. . .46

TRUCK DISPATCH Al PRACTICE MANUAL 5




Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

1. From Accepted Load to Active Dispatch . . . . . . . . . . . .. 47
2. The Dispatch Plan . . . . . . . e e e e e e e e 47
3. Dispatching the Driver . . . . . . . . . e e e e e e e e e e 48
4. Pre-Pickup Verification . . . . . . . . L e e 48
5. Monitoring the Load . . . . . . . . L e e e e e e e s e 49
6. Managing Exceplions . . . . . . . L L e e e e e e e e e 50
7. Managing Multiple Loads . . . . . . . . L L e e e 50
8. Sample Execution Record . . . . . . . . L e e e e e e e e e 51
9. Common Execution Mistakes . . . . . . . . L L e e e 51
10. Dispatch Execution Scorecard . . . . . . . . . . L L e e 52
11. Chapter Challenge . . . . . . . 0 e e e e e e s 53

Chapter 7: Tracking, Status Updates & Exception Management . . . . . . . . . . . .56

1. What Tracking Really Means . . . . . . . . . . . . e e e e e e e e e e 57
2. The Status Picture . . . . . . . . . . . o e e 57
3. Building a Tracking Routine . . . . . . . . . L e e e e e e e e 58
4. ETA and Timing Discipline . . . . . . . . . . e e e e e e e e e e e e 58
5. Exception Identification . . . . . . . . L L L e e e 59
6. Exception Response Workflow . . . . . . . . L e e e e e e e e 60
7. Communicating Status Changes . . . . . . . . . . e e e e e e e e 60
8. Multiple Exceptions and Priorities . . . . . . . . . . .. e e e 61
9. Common Tracking Mistakes . . . . . . . . . . e e e e e e e e e 62
10. Tracking & Exception Scorecard . . . . . . . . . . . e e e e e e e e e e 62
11. Chapter Challenge . . . . . . . . . . L e 63

Chapter 8: Documentation, Recordkeeping & Dispatch Office Procedures . . . . . .65

1. Why Dispatch Documentation Matters . . . . . . . . . . L e e e e 66
2. The Basic Dispatch Record . . . . . . . . . . . . e e e e e e e e e 66
3. Facts, Estimates, and Assumptions . . . . . . . . . L L L L e e e e 67
4. Communication Records . . . . . . . . .. e e e e 67
5. Documents and Supporting Records . . . . . . . . . L e e e e e e e e e e 68

TRUCK DISPATCH Al PRACTICE MANUAL 6




Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

6. Closing aload . . . . . . . . .. e e e 68
7. Recordkeeping and Compliance AwWareness . . . . . . . . .« . 0 o e e e e e e e e e e e e e e 69
8. Dispatch Office Workflow . . . . . . . . . . e e e e e 70
9. Common Documentation Mistakes . . . . . . . . . L L L e 70
10. Documentation Scorecard . . . . . . . . L L L L L e e e e e e e 71
11. Chapter Challenge . . . . . . . . . e e e e e e e 72

Chapter 9: Broker, Shipper & Receiver Communication . . . . . . . . . . .. ... .74

1. Communication Is an Operational Skill . . . . . . . . . . . . . 75
2. Know Who You Are Talking TO . . . . . . . . 0 o e e e e e e e e e e e e e e 75
3. The Professional Call Structure . . . . . . . . . . . . . . e e 76
4. Asking Better QUEeSLiONS . . . . . . . L L e e e e e e e e e e e 76
5. Broker Communication . . . . . . . . . L L e e e 77
6. Shipper and Receiver Communication . . . . . . . . . . . e e e e e e e e e 78
7. Difficult Conversations . . . . . . . . L L e e e e 78
8. Communication, Confirmation & Documentation . . . . . . . . . . . . ... Lo 79
9. Common Communication Mistakes . . . . . . . . . . L e 79
10. Communication Scorecard . . . . . . . .. L L e e 80
11. Chapter Challenge . . . . . . . . e e e e e e e e e e e 81

Chapter 10: Driver Management, Performance & Professional Relationships . . . . . 83

1. The Dispatcher-Driver Relationship . . . . . . . . . . . . . e e e e 84
2. The Driver Dispatch Brief . . . . . . . . . . . . e e 84
3. Supporting the Driver During the Load . . . . . . . . . . . . e e e e e e e e 85
4. Driver Updates and Status Discipline . . . . . . . . . L e e e e e 85
5. Coaching Without Creating Conflict . . . . . . . . . . . . . . . . 86
6. Handling Driver Objections . . . . . . . . . L e e e e e e e e e e e e e 87
7. Performance, Accountability & Escalation . . . . . . . . . .. L L e e e e 87
8. Driver Relationships Under Pressure . . . . . . . . . 0 0 0 0 e e e e e e e e e e e 88
9. Common Driver-Management Mistakes . . . . . . . . . L L L e e e e e e 88

TRUCK DISPATCH Al PRACTICE MANUAL 7




Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

10. Driver Management Scorecard . . . . . . . . . . e e e e e e e e 89

11. Chapter Challenge . . . . . . . 0 e e e e e e e 90

Chapter 11: Safety, Compliance & Hours-Of-Service Awareness . . . . . . + + + « » .92

1. The Dispatcher's Compliance Role . . . . . . . . . . . . . e e e e e e e e 93
2. Hours-of-Service AWareness . . . . . . . . . . . i e e e e e e 93
3. Safety vs. Schedule Pressure . . . . . . . . L e e e e e e e e e 93
4. Recognizing Compliance Red Flags . . . . . . . . . . . . e e e e e e e e 94
5. Equipment and Safety Concerns . . . . . . . L L e e e e e e e 95
6. Records, ELDs and Truthful Documentation . . . . . . . . . . . . . . . . 96
7. Compliance Escalation . . . . . . . L L e e e e e e e e e 96
8. Legal Research and Al Boundaries . . . . . . . . . . e e e e e e e e 97
9. Common Safety & Compliance Mistakes . . . . . . . . . . L e e e e e e 97
10. Safety & Compliance Scorecard . . . . . . . . . . e e e e e e e e e e e 98
11. Chapter Challenge . . . . . . . . . . e e 99

Chapter 12: Load Planning, Routing & Appointment Management . . . . . . . . . .101

1. Planning the Movement . . . . . . . . L e e e e e e e e e 102
2. Pickup and Delivery Appointment Management . . . . . . . . . . . .. L. e e e e e e 102
3. Route Planning AWareness . . . . . . . . . . . . e e e e e e 103
4. Time Zones and Scheduling . . . . . . . . . L L e e e e e e e 103
5. Planning With Driver Constraints . . . . . . . . . . . . . e e e e e e e e 104
6. Appointment Recovery . . . . . . . . . L e e e e e e e 104
7. Multi-Load Planning . . . . . . L e e e e e e e e e e e 105
8. Common Planning Mistakes . . . . . . . . . . e e e e e e e e e e 106
9. Planning Scorecard . . . . . . . . Lo e e e e e 106
10. Practical Al Prompt Library . . . . . . . . e e e e e e e e e e e e 107
11. Chapter Challenge . . . . . . . . . e e e e e e e e e e 107

Appendix A: MasterDesk Cards . . . . . « « « & 4 4 4 4 4 s s s s s s s ... 110

Appendix B: Printable PracticeSheets . . . . . . . . . . . . . ... ... .....111

TRUCK DISPATCH Al PRACTICE MANUAL 8




Student Edition BEHLOL MERCHANTS - DISPATCHING DIVISION

Appendix C: Student Glossary . . . . . . & & & i it h h h e e e e e e e e e e e s 114
Appendix D: Answer and CoachingGuide . . . . . . . . . . « « &« « v v & & & &« & =« 115
Appendix E: Safety Notes and Official Sources . . . . . . . . . . . .+« ¢« v v ¢« . 116

TRUCK DISPATCH Al PRACTICE MANUAL 9



PART 1

FOUNDATIONS AND
CONVERSATION

CHAPTERS 1-3

Understand the operation, then practice clear broker and driver communication.



CHAPTER 1 | EDITORIAL BRIDGE LESSON

DISPATCH FOUNDATIONS & THE
LOAD LIFE CYCLE

A beginner-friendly map of people, information, decisions, safety, and records

OBJECTIVE Understand the dispatcher's role, the freight team, the life cycle of a load, and the difference
between facts, estimates, and assumptions.
WARM-UP If a dispatcher makes a fast decision using one wrong fact, what could happen next?
\YIOCABULAR dispatcher ¢ motor carrier * broker ¢ shipper ¢ receiver ¢ load
Verify Communicate Improve
‘ 2 3 4 5 ‘
See

Decide Document
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1. Dispatching Is a Control Job

Truck dispatching connects people, information, time, and decisions. A dispatcher helps the motor carrier
move freight by gathering accurate facts, coordinating authorized parties, monitoring progress, and
documenting what happens.

The best dispatcher is not the person who talks the fastest. It is the person who can build a reliable
picture of the load and choose the correct next action.

The Four Responsibilities

Responsibility Student-friendly meaning

Know Collect and verify the facts.

Plan Connect the truck, driver, route, time, and load requirements.
Communicate Give the right person the right information at the right time.
Record Leave a clear trail of decisions, commitments, and follow-up.

Safety Boundary

SAFETY BOUNDARY

A dispatcher does not pressure a driver to break a safety rule, falsify a record, or operate equipment the
driver reports as unsafe. Stop, verify, and escalate through the carrier's approved process.

2. Meet the Freight Team

WHO IS IN THE CONVERSATION?

DRIVER DISPATCHER BROKER

RECEIVER

The dispatcher connects facts, people, timing, and authorized decisions.

Motor carrier Operates the truck under its authority and policies.

Driver Safely operates the vehicle and reports real conditions.

Dispatcher Coordinates facts, communication, planning, and records for the carrier.

Broker Arranges transportation between a shipper/customer and an authorized carrier.
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Shipper Provides the freight at origin.

Receiver Accepts the freight at destination.

Professional Boundary

PROFESSIONAL BOUNDARY

Authority matters. A learner should never assume permission to accept a load, change an appointment,
agree to a charge, or represent another company. Follow written company procedures and escalate
unclear authority.

3. The Load Life Cycle

THE LOAD LIFE CYCLE

Qualify Confirm Track Close

—0—0—0—0—0—0—

Find Negotiate Dispatch Deliver

Every stage creates an output for the next stage. Qualification produces verified facts. Negotiation
produces an accepted or rejected position. Confirmation produces written terms. Dispatch produces a
driver brief. Tracking produces current status. Closeout produces complete records.

Key Habit

Before acting, ask: What do | know? What is still unknown? Who has authority? What must happen next?

4. Facts, Estimates, and Assumptions

Fact The rate confirmation lists pickup at 08:00 Central. Record it and verify changes.
Estimate '(I)'gleoc(j)rlver estimates arrival between 07:30 and Label it as an estimate and update it.
Assumption = Traffic should be light. Do not present it as fact; verify what can be verified.

Practice Rule

PRACTICE RULE

Use labels when uncertainty matters: confirmed, reported, estimated, pending, or unknown.
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5. The Dispatcher's Priority Stack

WHEN PRIORITIES COMPETE

1 SAFETY AND LAW
2 VERIFIED FACTS

3 CLEAR COMMITMENTS
4 SPEED AND CONVENIENCE

A schedule never outranks a genuine safety or compliance concern.

Good service matters, but it must be built on safe operations, truthful information, and clear
commitments. Speed is useful only after those foundations are protected.

6. Using Al as a Practice Partner

Al can act as a broker, driver, shipper, receiver, or trainer in a simulation. It can create practice cases,
hide information until you ask the right question, and score your communication.

Al Practice Rule

Al output can be wrong or incomplete. Do not use it as live load data, legal advice, route authority, HOS
verification, or permission to make a commitment. Never paste confidential customer, driver, rate,
credential, or personal information into an unapproved system.

Starter Simulation

STARTER SIMULATION

Act as a dispatch trainer. Give me a beginner dry-van load scenario with five missing facts. Do not coach
me while | ask questions. When | say STOP, list the facts | verified, the facts | missed, any assumptions |
made, and one skill to repeat.

7. Foundation Challenge

Draw the load life cycle from memory. For every stage, name one fact to verify, one person to
communicate with, and one record to create.

Pass Target

PASS TARGET

You can explain the roles, the load life cycle, the difference between facts and assumptions, and the
safety-first priority stack without notes.

TEACH IT BACK

TRUCK DISPATCH Al PRACTICE MANUAL 14
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In 60 seconds, explain the dispatcher's job without using the words 'just book loads.' Include one safety
boundary and one documentation habit.

TRUCK DISPATCH Al PRACTICE MANUAL 15




CHAPTER 2

BROKER COMMUNICATION
SIMULATOR

A practical simulation guide for professional broker communication

OBJECTIVE Develop the communication habits required to handle broker conversations clearly,
professionally, and consistently.

WARM-UP What three facts would you want before saying yes to a broker?
VOCABULAR qualify « commodity ¢ appointment ¢ rate confirmation  counteroffer
Y
Call Confirm Document

® z s : s B

Prepare Question Close
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1. Why Broker Communication Matters

Broker communication is one of the dispatcher's most frequent operational activities. A broker
conversation may involve a new load, missing information, appointment details, rate discussion, status
updates, or a problem affecting a shipment.

The dispatcher's job during a broker conversation is not simply to say yes or no. The dispatcher must
establish facts, determine whether the opportunity fits the truck and operation, communicate
professionally, and leave the conversation with a clear understanding of what happens next.

Primary Objectives
Identify the correct load and shipment details.

e Ask questions in an organized sequence.

e Avoid assumptions or unsupported commitments.
 Communicate the carrier's position professionally.

e Confirm important information before ending the call.
» Create useful notes for follow-up.

Professional Standard

A strong broker call is controlled without being aggressive. The dispatcher should sound prepared, listen
carefully, and avoid wasting the broker's time.

Al Practice Rule

During simulations, do not ask Al what you should say. Make the call yourself first. Use Al as the broker
and use the feedback phase to improve.

2. Broker Call Preparation

Good calls usually begin before the phone rings. The dispatcher should know what information is needed
and what operational limitations matter.

Before the Call

o e

Equipment What equipment is available and suitable?

Location Where is the truck and what is its realistic availability?

Timing What pickup and delivery windows can be met?

Operational limits Are there known restrictions or commitments?

Objective What information must be confirmed before considering the load?

Call Preparation Rule

Do not negotiate a load you do not understand. First establish the facts. Negotiation comes after
qualification.

TRUCK DISPATCH Al PRACTICE MANUAL 17
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Al Preparation Prompt

Al PREPARATION PROMPT

Act as my dispatch trainer. Give me a load situation and ask me to prepare for a broker call. Do not give
me the questions. After | create my call plan, evaluate whether | identified the major information
categories that need verification.

Practice Drill

Set a timer for three minutes. Review a simulated load posting and write the questions you would ask
before calling the broker.

3. The Broker Call Workflow

Use a consistent sequence so important information is not lost when the broker is busy.

Six-Step Workflow

1. Identify - Confirm the load and introduce yourself professionally.
Qualify - Establish the shipment facts and requirements.

Clarify - Resolve missing or conflicting information.

Discuss - Address availability, fit, and commercial terms as appropriate.
Confirm - Repeat critical details before closing.

o g s~ w

Document - Record the result and next action.

Question Categories

Category Examples of Information to Establish

Shipment Commodity, pieces, weight, dimensions, special requirements.

Locations Pickup and delivery locations and relevant facility information.

Timing Pickup date/time, delivery date/time, appointment or receiving requirements.
Equipment Equipment type and any specific capability or requirement.

Commercial Offered rate and applicable agreed terms.

Documentation Rate confirmation and other required paperwork or instructions.

Not every load requires the same questions. The dispatcher should adapt to the shipment and company
procedures.

4. Asking Better Questions

The quality of a broker call depends heavily on the quality of the questions. Good questions are specific,
relevant, and sequenced logically.

Weak vs. Strong

'Is everything good?' 'Are there any special loading, unloading, or handling requirements?'

'When is delivery?' 'What is the delivery date and appointment window?'
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'How heavy is it?' 'What is the confirmed shipment weight?'
'Where is it going?' 'What is the exact delivery location and receiving requirement?’

'Is there flexibility in the offered rate based on the shipment requirements and available

] o
Can you do better? capacity?"

Avoid Interrogation Style

AVOID INTERROGATION STYLE

Questions should sound like a professional conversation, not a checklist being read mechanically. Group
related questions and listen to the answer before moving on.

Al Drill

Act as a broker. | will ask questions about a load. Do not volunteer information unless the broker would
naturally provide it. After | say STOP, identify questions | missed and questions that were unnecessary.

5. Broker Role-Play: Beginner to Intermediate

Simulation 1 - Cooperative Broker

SIMULATION 1 - COOPERATIVE BROKER

Prompt: 'Act as a cooperative freight broker offering a realistic dry-van load. | am the dispatcher. Stay in
character. Give me information when | ask. Do not coach me. | must qualify the load before deciding
whether to proceed.’

Simulation 2 - Busy Broker

SIMULATION 2 - BUSY BROKER

Prompt: 'Act as a busy but professional broker. Answer briefly and expect me to ask organized questions.
If I ask an unclear question, ask me to clarify rather than solving the problem for me.'

Simulation 3 - Missing Information

SIMULATION 3 - MISSING INFORMATION

Prompt: 'Act as a broker whose load information is incomplete. Do not intentionally deceive me. Reveal
missing facts only when | ask the appropriate question. Evaluate whether | recognized the gaps.'

Learning Objective

The learner should demonstrate control, not speed. A short call that misses important information is not a
successful call.
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6. Broker Objections and Difficult Conversations

A broker may reject a request, say another carrier can do the load for less, be unable to provide an
immediate answer, or challenge the dispatcher's position. Professional communication should remain
calm and factual.

Common Situations

e 'l have another carrier willing to take it at this rate.’
e 'That is the best rate available.'

e 'l need an answer right now.'

e 'The details are on the posting.'

e 'Send me your truck information first.'

Practice Objective

The learner should respond without arguing, exaggerating market conditions, making false claims, or
committing the carrier to something not authorized.

Difficult Broker Prompt

DIFFICULT BROKER PROMPT

Act as a professional broker who challenges my requests and has limited time. Stay realistic and
courteous. Do not give me hints. Test whether | can remain organized, ask relevant questions, and close
professionally even when the answer is no.

Recovery Phrase

A useful recovery technique is to acknowledge the broker's position, ask one focused question, and state
the next action clearly.

7. Rate Discussion Practice

Rate discussions should occur after the dispatcher understands the load. The purpose of practice is to
develop professional negotiation behavior, not to teach manipulation.

Rate Conversation Sequence

e Confirm the load facts.

* |ldentify the operational requirements.

e Understand the offered rate.

e Determine whether the load fits the carrier's objective and authority to negotiate.
* Make a professional counterproposal if appropriate.

e Confirm the final position and next step.

Al Rate Simulation

Al RATE SIMULATION

Act as a freight broker offering a realistic load and initial rate. | am the dispatcher. Do not tell me what
rate | should request. Challenge my counteroffer professionally. After the simulation, evaluate my
preparation, professionalism, reasoning, and closing.
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Do Not Practice

 Inventing competing offers.

* Misrepresenting truck location or availability.
* Making commitments without authority.

e Threatening or insulting the broker.

e Treating an unverified market claim as fact.

Practice Target

PRACTICE TARGET

The learner should be able to disagree professionally and leave the conversation clear about what was
accepted, rejected, or still pending.

8. Sample Broker Conversations and Notes

Example: Qualification

Dispatcher: 'I'm calling about the load from Dallas to Houston. Before we discuss availability, I'd like to
confirm the pickup window, delivery appointment, equipment requirement, shipment weight, and any
special handling instructions.’

Broker: 'Pickup is tomorrow morning. Delivery is scheduled for the following afternoon. It is standard dry
freight.'

Dispatcher: 'Thank you. Please confirm the exact pickup and delivery locations and the weight. Once |
verify the truck's availability, | can let you know whether we can proceed.'

Example Dispatch Note

LOAD: Dallas, TX -> Houston, TX | Broker contacted | Pickup/delivery timing discussed | EQuipment
confirmed | Weight confirmed | Rate: [enter agreed amount] | Status: [accepted/declined/pending] | Next
action: [enter action] | Date/time: [enter]

Note-Taking Rule

NOTE-TAKING RULE

Notes should allow another authorized team member to understand what happened without replaying
the entire conversation.

9. Common Broker-Call Mistakes

e Accepting a load before understanding its requirements.

e Asking questions in a random order and missing key information.
e Talking over the broker.

e Arguing about rate before qualifying the shipment.

e Making assumptions from a load-board posting.

e Failing to repeat critical details.

¢ Ending with no clear next action.

e Writing vague notes such as 'talked to broker.'
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Correction Exercise

Ask Al: 'Give me a broker call transcript containing five dispatcher mistakes. Do not identify them. | will
find them myself. After | submit my answers, grade my analysis and explain each mistake.'

Self-Correction Drill

Take one mistake from a previous simulation. Restart the same call and deliberately correct only that
behavior. Compare the two scores.

Professional Boundary

PROFESSIONAL BOUNDARY

Never use a practice scenario to normalize deception, falsification, unsafe instructions, or unauthorized
commitments. The purpose of simulation is to strengthen professional behavior.

10. Broker Communication Scorecard

Preparation /10
Questioning /10
Listening /10
Accuracy / Verification /10
Professionalism /10
Commercial Communication /10
Closing /10
Documentation /10
Overall /80

Evaluation Prompt

Evaluate my broker simulation using the scorecard. For every category below 8, quote or describe the
relevant part of my response, explain the weakness, and give one specific behavior for my next attempt.
Do not give generic advice.

Chapter Practice Test

Run three broker simulations: one cooperative, one busy, and one difficult. Do not request coaching
during any simulation. Score each one separately. Identify the category that remains weakest across all
three.

Pass Target

PASS TARGET

A practical target is consistent performance rather than one high score. Repeat the weakest scenario
until communication and information gathering are reliable.
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11. Chapter Challenge

Complete a 15-minute broker simulation from beginning to end. The Al should act as a busy broker with
incomplete information and a rate that requires discussion.

You Must Demonstrate

e Professional introduction.

e Organized qualification questions.

e Active listening.

« |dentification of missing information.
» Professional response to an objection.
e Clear commercial discussion.

e Confirmation of critical facts.

e Clear closing and next action.

e Useful dispatch notes.

Printable Broker Call Desk Card

e IDENTIFY - Which load? Who am | speaking with?

¢ QUALIFY - Where? When? What? How?

e CLARIFY - What information is missing or uncertain?
e DISCUSS - Availability, fit, and commercial terms.

e CONFIRM - Repeat critical details.

e CLOSE - State exactly what happens next.

« DOCUMENT - Record facts, result, and follow-up.

Quick Al Prompt

QUICK Al PROMPT

Act as a realistic freight broker. | am the dispatcher. Give me a load opportunity and stay in character.
Do not coach me. Make me qualify the load, handle one objection, and close the conversation. After
STOP, score my performance using the Chapter 2 scorecard.

Chapter Summary

Professional broker communication is structured, factual, and calm. The dispatcher qualifies the shipment
before committing, asks relevant questions, listens for missing information, handles objections without
unnecessary conflict, confirms critical details, and documents the result. Al provides a safe environment
to repeat these behaviors until they become natural.

TEACH IT BACK

Teach a partner the six-step broker call workflow. Your partner should be able to repeat it without
looking.
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CHAPTER 3

DRIVER COMMUNICATION
SIMULATOR

A practical simulation guide for dispatcher-driver communication

OBJECTIVE

WARM-UP

VOCABULAR
Y

Build reliable communication habits for routine updates, delays, problems, and time-sensitive
driver situations.

How can you ask a driver for an update without distracting or pressuring the driver?

status update ¢ ETA ¢ escalation ¢ closed-loop communication

Clarify Communicate Follow Up

Listen

2 3 4 5 ‘

Decide Document
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1. The Dispatcher-Driver Relationship

The driver is the dispatcher's operational information source in the field. The dispatcher may be
coordinating from a different location and must therefore obtain accurate information without creating
unnecessary distractions or confusion.

Good driver communication is two-way. The dispatcher listens, asks focused questions, confirms the
situation, determines the appropriate next step, and communicates clearly.

Core Objectives

e Obtain accurate operational facts.

» Keep communication concise and professional.
 Prioritize safety and lawful operation.

* Avoid distracting a driver who is operating the vehicle.
e Give clear next steps without unnecessary instructions.
e Document material updates and follow-up actions.

Safety First

A dispatcher should not encourage a driver to violate traffic laws, hours-of-service requirements, carrier
policy, or safe operating practices. If a driver is driving, communication should follow the carrier's
established safe-communication procedures.

Al Practice Rule

Simulations should test communication and decision-making. They must never train unsafe driving
behavior or suggest that operational pressure justifies unsafe conduct.

2. The Driver Update Call

A driver call can be routine or urgent. The dispatcher should quickly determine what type of situation is
being reported.

First Questions

v e

Where are you / what is your current status? Establish the operational position.

What happened? Get the driver's account of the event.
When did it happen? Establish timing.

What is the immediate impact? Understand the operational consequence.
Is there a safety concern? Determine whether safety takes priority.
What do you need from dispatch? Identify the required support or escalation.

Do Not Assume
e Do not assume the driver missed an appointment.

e Do not assume the facility caused the delay.
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e Do not assume the truck can safely recover lost time.

* Do not assume the driver has all necessary information.

Al Drill

Act as a professional driver giving me a realistic operational update. Give me only information | would
naturally receive during a call. | am the dispatcher. Do not coach me until | say STOP.

3. Communication During Routine Operations

Not every driver call is a problem. Routine communication creates the information trail needed to keep
freight moving.

Routine Update Categories

e Arrival at pickup.

e Loading status.

e Departure from pickup.

e Transit status.

e Arrival at delivery.

e Unloading status.

e Departure from delivery.

« Paperwork or documentation status.

The Update Structure
STATUS -> FACTS -> EXCEPTION -> NEXT STEP

Example: 'Driver is loaded. Departure is complete. No exception reported. Next planned update is after
arrival at delivery.'

Al Practice Prompt

Al PRACTICE PROMPT

Act as a driver providing routine updates throughout a simulated load. | am the dispatcher. Give realistic
information one update at a time. Test whether | ask useful follow-up questions without creating
unnecessary conversation.

Practice Objective

The learner should distinguish between information that requires action and information that simply
needs to be recorded.

4. Delays and Missed Timing

Delays require facts before conclusions. A dispatcher should establish what happened, the current status,
expected impact, and what communication or escalation is required.

Delay Workflow
1. Identify the event.
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Establish the current status.

Establish the timing impact.

Check for safety or compliance concerns.
Determine who needs an update.
Communicate the next action.

N o o s~ wDd

Document the event.

Delay Scenario

The driver reports that loading is taking substantially longer than expected. The learner must determine
the cause, current status, expected departure, and potential effect on the next appointment.

Al Prompt

Al PROMPT

Act as a driver reporting a realistic pickup delay. Do not give me all the facts immediately. Respond
naturally to my questions. If | make an unsupported assumption, do not correct me unless the driver
would naturally respond to it. After STOP, evaluate my questioning, listening, prioritization, and closing.

Key Habit

Never turn 'there is a delay' into a conclusion about who is responsible without evidence.

5. Safety, Compliance, and Escalation

Operational urgency does not override safety or applicable requirements. Dispatchers must recognize
when an issue should be escalated rather than solved through pressure or improvisation.

Red-Flag Situations

 Driver reports a safety concern.

e Driver indicates the vehicle is unsafe to operate.

e Driver raises an hours-of-service or fatigue concern.

Accident, collision, or significant incident.

* Hazardous condition at a facility or roadway.
Instruction that appears to conflict with law, regulation, or company policy.

Dispatcher Response
Listen -> Establish immediate facts -> Avoid unsafe instructions -> Follow company escalation
procedures -> Document the communication.

Al Safety Simulation

Al SAFETY SIMULATION

Create a driver call in which a safety or compliance concern arises. Do not tell me the correct response. |
must identify the concern, avoid unsafe instructions, and determine an appropriate escalation path. After
STOP, evaluate my response.
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Important Boundary

IMPORTANT BOUNDARY

This manual is training material, not a substitute for current regulatory guidance, company policy,
emergency procedures, or professional advice.

6. Difficult Driver Conversations

Drivers may be tired, frustrated, delayed, confused, or under pressure. The dispatcher must remain
professional without ignoring legitimate concerns.

Common Situations

e Driver disagrees with a plan.

» Driver reports an unrealistic appointment.

» Driver is frustrated with a facility.

e Driver says the truck needs attention.

 Driver believes dispatch misunderstood the situation.

e Driver wants a decision immediately.

Communication Method
ACKNOWLEDGE -> CLARIFY -> FACT-CHECK -> OPTIONS -> NEXT STEP

Al Difficult-Driver Prompt

Al DIFFICULT-DRIVER PROMPT

Act as a professional driver who is frustrated about a dispatch situation. Do not become abusive. Make
the conversation challenging but realistic. | am the dispatcher. Test whether | listen, avoid arguing,
identify the real issue, and communicate a clear next step.

Do Not Do

e Do not insult the driver.

* Do not dismiss safety concerns.

* Do not promise something you cannot control.

e Do not turn disagreement into a personal argument.

7. Problem-Solving Simulations
Scenario A - Pickup Delay

Driver is waiting longer than expected. Determine facts, impact, and next communication.

Scenario B - Delivery Problem

Driver arrives and reports an unexpected receiving issue. Gather facts before deciding what should
happen next.
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Scenario C - Equipment Concern

Driver reports a vehicle or equipment issue. Determine whether the issue requires immediate escalation
rather than continued operation.

Scenario D - Appointment Pressure

A delivery time is approaching while the driver's current situation makes the schedule uncertain. The
learner must communicate realistically without encouraging unsafe driving.

Scenario E - Competing Calls

A second driver needs attention while the first driver is still waiting for a response. The learner must
prioritize and maintain a record of both situations.

Simulation Instruction

Run each scenario without hints. After each attempt, ask Al to identify the first point where my reasoning
became weak and the exact question or communication behavior that would have improved it.

8. Sample Conversations and Dispatch Notes
Example - Delay Update

Driver: 'I'm still at the shipper. Loading isn't finished yet.'

Dispatcher: 'Understood. What time did loading begin, and do you have an updated estimate for when
you'll be released?'

Driver: 'They started at 9:00. They haven't given me an exact release time.'

Dispatcher: 'Okay. I'll document the delay. Let me know as soon as they provide an estimated release
time. If the situation affects the next appointment, we'll address that based on the updated facts.'

Example Dispatch Note

TIME: [enter] | DRIVER: [enter] | LOCATION: [enter] | EVENT: Loading delay | START TIME: [enter] |
CURRENT STATUS: Waiting | RELEASE ETA: Not provided | IMPACT: To be reassessed | NEXT ACTION:
Driver to update dispatch when ETA is available.

Good Note Standard

A useful note records facts, not emotional judgments. 'Driver angry' is less useful than 'Driver reported
extended wait and requested update.'

Al Note Drill

Give me a simulated driver conversation. After | finish, ask me to write the dispatch note from memory.
Grade it for factual accuracy, completeness, neutrality, and clear next action.

9. Common Driver Communication Mistakes

 Interrupting before understanding the situation.
» Giving a solution before establishing the facts.
e Treating every delay as an emergency.

e Pressuring a driver to recover time unsafely.
 Ignoring fatigue or safety concerns.

e Using vague instructions.

e Failing to confirm the next update.
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» Writing emotional or judgmental notes.
e Forgetting to follow up on an unresolved issue.

Correction Drill

Ask Al to create a driver conversation containing five dispatcher mistakes. Identify the mistakes yourself.
Then request scoring and repeat the same conversation while correcting only those behaviors.
Five-Minute Drill

Practice one driver update. Your goal is to ask no more questions than necessary while still obtaining
enough information to determine the next action.

Professional Boundary

PROFESSIONAL BOUNDARY

A dispatcher supports the driver; the dispatcher does not control the driver's physical operation of the
vehicle. Safety and lawful operation remain fundamental.

Self-Check

e Did | listen before solving?

e Did | establish the current facts?

e Did | identify a safety or compliance issue?
e Did | communicate a realistic next step?

e Did | document the important information?
e Did | establish when follow-up is required?

10. Driver Communication Scorecard

Listening /10
Questioning /10
Clarity /10
Professionalism /10
Safety Awareness /10
Problem Solving /10
Next-Step Communication /10
Documentation /10
Overall /80

Evaluation Prompt

Evaluate my driver communication simulation using the scorecard. For every category below 8, identify
the relevant moment, explain what | should have done differently, and give one specific practice action.
Do not coach me until the simulation has ended.
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Practice Test

Run three simulations: routine update, delay/problem, and difficult conversation. Score each separately.
Identify the weakest recurring behavior and repeat only that skill until it improves.

Pass Standard

A successful learner can gather facts without unnecessary questioning, communicate calmly, recognize
safety concerns, establish next steps, and create usable notes.

11. Chapter Challenge

Complete a 15-minute simulation in which a driver reports a developing operational problem while a
time-sensitive delivery is approaching. The situation must contain enough uncertainty that you have to
ask questions before deciding what to do.

You Must Demonstrate

 Active listening.

e Focused fact gathering.

» Recognition of safety/compliance boundaries.
e Calm professional communication.

e Clear prioritization.

e Appropriate escalation when needed.

A realistic next action.

A factual dispatch note.

A defined follow-up point.

Printable Driver Communication Desk Card

e LISTEN - Let the driver explain.

e CLARIFY - What exactly happened?

e VERIFY - What are the current facts?

e SAFETY - Is there an immediate safety/compliance concern?
e IMPACT - What does this affect?

e ACTION - What happens next?

e FOLLOW UP - When do we communicate again?

« DOCUMENT - Record facts, result, and next action.

Quick Al Prompt

QUICK Al PROMPT

Act as a professional truck driver reporting a realistic operational problem. | am the dispatcher. Stay in
character and do not coach me. Reveal information naturally as | ask questions. Test my listening, safety
awareness, problem solving, and closing. After STOP, score me using the Chapter 3 scorecard.
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Chapter Summary

Effective driver communication is built on listening, factual questioning, safety awareness, clear next
steps, and reliable documentation. Al simulations allow the learner to practice routine updates and
difficult situations repeatedly without risking a real operation. The goal is not to control the driver; it is to
coordinate information and actions professionally.

TEACH IT BACK

Explain how to request a safe driver update, verify an ETA, and close the loop after a delay.
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PART 2

LOAD CHOICE AND EXECUTION

CHAPTERS 4-6

Evaluate the opportunity, discuss the terms, and turn an accepted load into a
controlled plan.



CHAPTER 4 | EDITORIAL BRIDGE LESSON

LOAD EVALUATION & FEASIBILITY

A practical bridge from qualification to rate negotiation

OBJECTIVE Evaluate equipment, time, route, and commercial fit before negotiating or committing to a
load.
WARM-UP Can a load with a good rate still be a bad load? Explain one reason.

VOCABULAR deadhead ¢ loaded miles ¢ gross RPM ¢ feasibility * accessorial
Y

Verify Compare Document
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1. A Good Rate Does Not Guarantee a Good Load

Before negotiating, decide whether the load is possible, suitable, and worth discussing. A load can pay
well and still fail because of equipment, timing, location, driver limits, facility requirements, or missing
information.

Decision Rule

Qualify first. Calculate second. Negotiate third. Commit only with authority and written confirmation.

2. The Four-Gate Load Check

1. Can this truck legally and practically handle the = Trailer type, weight, dimensions, temperature, special
Equipment freight? handling.
. Can pickup and delivery be planned with Appointments, time zones, current location, service time,
2. Time - . ; S
verified constraints? driver availability.

3. Route What movement and facility constraints Deadhead, loaded miles, tolls, weather, road restrictions,

’ matter? parking, access.
4. Commer Do the confirmed terms fit the carrier's Rate, accessorial terms, payment terms, risk, next-load
cial authorized objective? position.

Safety Boundary

SAFETY BOUNDARY

A dispatcher may screen for obvious conflicts but must not guess whether a driver has legal hours,
whether equipment is safe, or whether a specialized movement is permitted. Use verified systems and
qualified people.

3. Build the Total-Miles Picture

Loaded miles are only part of the movement. Deadhead is the distance required to position the truck
before pickup. For a simple screening calculation, add deadhead and loaded miles.

WORKED EXAMPLE: GROSS RATE PER TOTAL MILE

DEADHEAD LOADED TOTAL RATE

60 mi 540 mi 600 mi $1,500

$1,500 / 600 total miles = $2.50 gross per total mile

Gross rate per mile is not profit. Fuel, wages, maintenance, insurance, and other costs still matter.
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Formula

Gross rate per total mile = gross linehaul rate divided by total movement miles. Use the company's
approved method because fuel surcharge, accessorials, tolls, detention, and other items may be treated
differently.

4. Timing Feasibility

A map estimate is not a dispatch plan. Timing must consider truck availability, remaining legal hours as
verified through approved systems, loading and unloading time, breaks, fuel, parking, weather, traffic,
time zones, and appointment rules.

Truck ready time Where the truck will be and when it is truly available.

Pickup window Appointment, first-come-first-served rules, and check-in cutoff.
Service time Expected loading/unloading time and known facility delays.
Delivery window Time zone, appointment type, and early/late policy.

Driver constraints Verified availability, safe condition, and approved HOS information.

Avoid False Precision

AVOID FALSE PRECISION

Use a realistic range when conditions are uncertain. Record what the estimate depends on and when it
will be checked again.

5. Commercial Fit

Commercial fit is broader than one number. Consider the carrier's authorized target, total movement,
time consumed, difficult facilities, special requirements, expected accessorial exposure, payment terms,
and the truck's position after delivery.

Do Not Invent Costs

DO NOT INVENT COSTS

Use approved company cost assumptions. Do not claim made-up fuel prices, maintenance costs,
competing offers, or market facts to support a negotiation.

6. Missing-Information Decision

Green Critical facts are verified and the load appears feasible. Proceed to authorized commercial discussion.
Yellow A critical fact is pending or uncertain. Ask, verify, and set a follow-up time.

Do not commit; escalate or decline

Red Known safety, equipment, authority, or feasibility conflict. professionally.
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Key Habit

Unknown is a valid status. Treating unknown as yes is not a valid decision.

7. Load Evaluation Worksheet

Origin / destination

Equipment / freight

Deadhead / loaded / total miles
Pickup / delivery / time zones
Driver and HOS verification source
Known constraints

Offered rate / gross RPM

Missing facts

Decision / authority / next action

Al Drill

Act as a load-board and broker simulator. Give me three loads for one truck. Include one attractive but
infeasible load, one average feasible load, and one load with a critical missing fact. Do not label them. |
will evaluate each through the four gates and show my math. Grade my reasoning after | finish.

8. Chapter Challenge

Evaluate three candidate loads. For each one, create a verified-facts list, missing-information list,
total-mile calculation, timing explanation, commercial-fit note, decision status, and next action.

Pass Target

PASS TARGET

Your decision can be audited: another learner can see your facts, math, uncertainties, authority
boundary, and next step.

TEACH IT BACK

Explain the four load gates and calculate gross rate per total mile for a new example.
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CHAPTER 5

RATE NEGOTIATION & COMMERCIAL
COMMUNICATION

A practical simulation guide for professional freight-rate discussions

OBJECTIVE Develop disciplined negotiation habits without deception, unauthorized commitments, or
unnecessary conflict.

WARM-UP What makes a counteroffer professional instead of argumentative?
VOCABULAR position ¢ authority * counterproposal * commercial term ¢ concession
Y
Qualify Negotiate Document
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1. What Rate Negotiation Really Is

Rate negotiation is a commercial conversation about the terms under which a carrier may agree to move
a shipment. In dispatch practice, the objective is not simply to demand a higher number. The dispatcher
must first understand the shipment, determine whether it fits the operation, and communicate the
carrier's position professionally.

A negotiation can end in agreement, continued discussion, or no agreement. All three can be
professionally handled.

Core Objectives

e Understand the load before discussing price.

e Know the carrier's authorized negotiating position.

» Present a clear and defensible request.

 Listen to the broker's response.

e Avoid unsupported claims or deceptive tactics.

e Confirm the final commercial terms before commitment.

« Document the outcome.

Al Practice Rule

Al should simulate the other party and challenge the learner. It should not teach the learner what to say
during the negotiation. Feedback comes after the simulation.

Professional Boundary

PROFESSIONAL BOUNDARY

Never practice or recommend fraud, fabricated competing offers, false truck locations, false availability,
falsified documents, or commitments outside authorized company procedures.

2. Prepare Before You Negotiate

Negotiation begins before the counteroffer. A dispatcher who has not qualified the load is negotiating
without enough information.

Preparation Checklist

e e

Shipment Origin, destination, commodity, weight, equipment, requirements.

Timing Pickup/delivery windows and operational schedule.

Truck Current position, availability, equipment, existing commitments.

Trip Relevant empty movement, loaded movement, and likely next positioning.
Commercial Offered rate and any known applicable terms.

Authority What can | agree to without additional approval?

Objective What outcome would make the load acceptable?
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The Sequence
QUALIFY -> ANALYZE -> SET POSITION -> PRESENT -> LISTEN -> RESPOND -> CONFIRM

Al Preparation Drill

Give me a realistic load and ask me to prepare for negotiation. Do not give me a target rate or tell me
whether | should negotiate. Grade my preparation after | submit it.

Key Habit

Do not negotiate against yourself. Understand the shipment and your authorized position before making
unnecessary concessions.

3. Establishing a Negotiation Position

A negotiation position is the practical basis for what the dispatcher is prepared to request, accept, reject,
or escalate. The exact commercial limits should come from the carrier or company authority.

Three Useful Positions
e Opening position - what you initially request or propose.
e Target position - the outcome you are trying to achieve within authority.

¢ Minimum authorized position - the lowest acceptable outcome, if the company has established one.

Do Not Invent a Minimum

DO NOT INVENT A MINIMUM

If the carrier has not provided an authorized minimum, the dispatcher should not invent one and present
it as company policy. The correct action may be to seek approval.

Al Exercise

Act as my operations manager. Give me a hypothetical carrier objective and authority limit. Then act as
the broker and negotiate with me. Do not coach me during the call. After STOP, evaluate whether |
stayed within authority.

Professional Language

A clear request is stronger than an emotional argument. State the position, provide relevant operational
context when appropriate, and allow the other party to respond.

4. The Negotiation Conversation

Step 1 - Confirm
Confirm that both parties are discussing the same shipment and requirements.

Step 2 - State Position
Communicate the requested commercial adjustment clearly and professionally.
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Step 3 - Listen

Let the broker respond. Do not interrupt or immediately reduce your request.

Step 4 - Explore

If appropriate, identify whether there is flexibility or whether a different commercial arrangement is
possible.

Step 5 - Decide
Accept, counter, decline, or seek authorization according to company procedures.

Step 6 - Confirm
Repeat the agreed rate and material terms before treating the negotiation as complete.

Al Prompt

Al PROMPT

Act as a professional freight broker. | am negotiating a qualified load. Challenge my request with realistic
objections. Stay in character. Do not coach me. End only when | say STOP. Then score my preparation,
clarity, listening, professionalism, and closing.

5. Handling Broker Objections

A broker may say the rate is fixed, another carrier is available, the shipper will not approve more, or the
broker needs a quick answer. The dispatcher should respond to the commercial position without
becoming argumentative.

Common Objections

Broker Says Professional Response Objective

"That is all | have." Clarify whether the position is firm and decide whether to accept, decline, or escalate.
"Another truck will take it." Avoid arguing; determine whether the load still fits your authorized objective.

"I need an answer now." Give a clear answer only if you have enough information and authority.

"Why do you need more?" State relevant operational reasons without inventing facts.

"Can you do it for less?" Stay within the carrier's authorized position.

Al Objection Drill

Al OBJECTION DRILL

Act as a broker who rejects my first counteroffer. Give me three different objections during the
conversation. Do not coach me. Evaluate whether | stayed professional and avoided unsupported claims.
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Key Habit

A rejection is not a personal conflict. The dispatcher can remain courteous while declining a load that
does not meet the carrier's objective.

6. Negotiating Without Deception

Professional negotiation depends on accurate representations. The dispatcher should not create artificial
pressure by inventing facts.

Do Not Say

e "l have another broker paying more" when that is not true.

e "My truck is already at pickup" when it is not.

e "The driver will definitely be there at a particular time" without a reliable basis.

e False claims about competing offers, market rates, fuel costs, or requirements.

e Statements that conceal material information the dispatcher is required or authorized to disclose.

Better Approach

Use verified facts: actual truck position, actual availability, known shipment requirements, and the
carrier's authorized commercial position.

Al Ethics Simulation

Create a negotiation where the broker pressures me to exaggerate or make an unsupported claim. | must
maintain professional communication without deception. After STOP, explain whether my responses
remained factual.

Training Principle
A negotiation skill is not successful if it produces a higher rate through dishonest information. The manual
trains repeatable professional conduct, not tricks.

7. Negotiation Scenarios

Scenario A - Straightforward Counteroffer

The load is qualified. The broker offers a rate below the carrier's authorized target. The learner must
make a clear counteroffer and respond to the broker.

Scenario B - Time Pressure

The broker needs a quick answer. The learner must determine whether enough information and authority
exist to respond.

Scenario C - Hidden Operational Cost

The rate looks attractive, but an operational requirement discovered during qualification changes the
commercial assessment.

Scenario D - Firm Broker

The broker states that the offered rate is final. The learner must decide whether to accept, decline, or
seek further authorization.
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Scenario E - Multiple Loads

The learner is presented with two qualified opportunities and must negotiate one while preserving the
ability to make a reasoned decision on the other.

Simulation Rule

Do not ask Al to reveal the 'right rate.' The learner should explain the decision based on the information
and authority provided in the exercise.

8. Sample Conversation and Documentation

Sample Conversation

Dispatcher: 'lI've reviewed the shipment details and the truck's schedule. Based on the requirements
we've confirmed, we'd need an adjustment to move forward. Is there flexibility on the rate?"

Broker: 'l can check, but | can't promise anything.'

Dispatcher: 'Understood. Please check and let me know the best available rate. If it remains below our
authorized position, I'll let you know whether we can proceed.'

Sample Negotiation Note

LOAD: [ID] | BROKER: [name/company] | ORIGINAL RATE: [amount] | REQUESTED RATE: [amount] | FINAL
RATE: [amount] | STATUS: [accepted/declined/pending] | AUTHORIZATION: [if applicable] | KEY TERMS
CONFIRMED: [enter] | NEXT ACTION: [enter] | DATE/TIME: [enter]

Documentation Standard

Record what was actually offered, requested, agreed, or rejected. Do not write a note that implies
agreement when the terms remain pending.

Al Documentation Drill

Run a five-minute negotiation. After | finish, ask me to produce the negotiation note. Grade it for factual
accuracy and whether the final commercial status is clear.

9. Common Negotiation Mistakes

e Negotiating before qualifying the load.

e Giving a counteroffer without knowing company authority.
e Talking too much after making a request.

e Dropping the rate repeatedly without a reason.

e Inventing competing offers or market information.

e Arguing with the broker.

e Treating a broker's rejection as personal.

e Accepting a revised rate without confirming material terms.
 Failing to document the final position.

Correction Drill

Ask Al to create a negotiation containing five dispatcher mistakes. Identify each mistake, explain why it
weakened the negotiation, and then repeat the same negotiation with only those behaviors corrected.
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Five-Minute Drill

Practice one counteroffer. Your goal is to make one clear request, listen completely to the response, and
make a deliberate next decision.

Self-Check

e Did | understand the shipment first?

e Did | know my authority?

« Was my request clear?

e Did | listen to the response?

e Did | remain factual?

e Did I avoid unnecessary concessions?
e Did | confirm the final terms?

e Did | document the result?

10. Rate Negotiation Scorecard

Preparation /10
Load Understanding /10
Commercial Reasoning /10
Clarity /10
Listening /10
Professionalism /10
Authority Awareness /10
Closing / Documentation /10
Overall /80

Evaluation Prompt

Evaluate my negotiation using the Chapter 5 scorecard. For every category below 8, identify the exact
behavior that reduced my score and give one corrective action. Identify any statement that was
unsupported, misleading, or outside the authority provided in the scenario.

Practice Test

Complete three simulations: cooperative broker, firm broker, and broker applying time pressure. Do not
request hints during any simulation.

Pass Standard

The learner should demonstrate that negotiation is controlled commercial communication, not
confrontation. A good outcome must also be achieved through accurate and authorized conduct.
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11. Chapter Challenge

Complete a 15-minute negotiation simulation involving a fully qualified load. Al should act as a
professional broker who rejects the first counteroffer and presents two additional objections. The learner
must remain within the authority stated in the scenario.

You Must Demonstrate

« Complete qualification before negotiating.
o State a clear commercial position.

» Use verified facts.

 Listen to objections.

e Avoid deception.

e Stay within authority.

* Make a deliberate final decision.

e Confirm the final commercial terms.

e Document the negotiation accurately.

Printable Rate Negotiation Desk Card

* PREPARE - Know the load, truck, and authority.

e QUALIFY - Confirm the shipment before discussing price.
* POSITION - Know the authorized objective.

e ASK - Make a clear request.

e LISTEN - Let the broker respond.

« RESPOND - Counter, accept, decline, or escalate.

¢ CONFIRM - Verify final rate and material terms.
 DOCUMENT - Record the actual outcome.

Quick Al Prompt

QUICK Al PROMPT

Act as a professional freight broker negotiating a qualified load with me. Give me a realistic offered rate.
Reject my first counteroffer and provide realistic objections. Stay in character and do not coach me. Do
not allow me to use false claims without challenging them. After STOP, score me using the Chapter 5
scorecard.

Chapter Summary

Effective rate negotiation starts with qualification and preparation. The dispatcher must understand the
shipment, know the authorized commercial position, make clear requests, listen to objections, avoid
deception, stay within authority, confirm final terms, and document the result. Al role-play provides
repeated practice for these skills before they are used in live operations.

TEACH IT BACK

Demonstrate a calm counteroffer, a useful follow-up question, and a clear close.
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CHAPTER 6

DISPATCH PLANNING & LOAD
EXECUTION

A practical guide to turning an accepted load into a controlled operation

OBJECTIVE Build the operational discipline required after a load is accepted and before it is fully
completed.
WARM-UP What must be true before an accepted load becomes a workable dispatch plan?
\YIOCABULAR dispatch plan * milestone * exception « verification ¢ closeout
Confirm Monitor Close
‘ 2 3 4 5 ‘
Plan

Dispatch Update
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1. From Accepted Load to Active Dispatch

Accepting a load is not the end of the dispatch process. It begins the execution phase. The dispatcher
must make sure the driver has the information required to perform the movement and that the office has
a reliable record of the commitment.

Execution Objectives

e Confirm the final load information.

e Communicate the plan to the driver.

e Verify critical appointments and instructions.

e Track meaningful milestones.

» Respond to exceptions without losing control of the overall plan.
e Maintain accurate records.

» Close the load properly.

Execution Mindset

A dispatcher should think ahead. The goal is not merely to react when something goes wrong. It is to
identify likely failure points early enough to communicate and act.

Al Practice Rule

Al simulations should test whether the learner can build and maintain a dispatch plan while new
information arrives.

2. The Dispatch Plan

Minimum Planning Record

N

Load Load/reference identifier and shipment description.

Pickup Location, date/time, appointment details.

Delivery Location, date/time, appointment details.

Equipment Required equipment and confirmed availability.

Driver / Truck Assigned driver and truck information according to company procedure.
Broker / Customer Relevant contact and communication details.

Commercial Agreed rate and material terms.

Special Instructions Verified instructions that affect execution.

Next Action Immediate task and responsible person.

Planning Sequence
ACCEPT -> VERIFY -> ASSIGN -> COMMUNICATE -> CONFIRM -> MONITOR
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Al Drill

Give me an accepted load with several details. Ask me to create a dispatch plan before | contact the
driver. Do not tell me what | forgot. Score my plan after | submit it.

3. Dispatching the Driver

The dispatch communication should give the driver the information needed for the operation without
creating confusion. Company procedures should determine the approved communication channel and
required documentation.

Driver Dispatch Brief

e Load identification.

» Pickup location and timing.

» Delivery location and timing.

e Equipment and shipment requirements.

e Relevant facility or appointment information.

e Special instructions verified by the company.

e Required documents or confirmation process.

e Expected update points.

e Contact/escalation procedure if a problem occurs.

Closed-Loop Communication
Tell -> Confirm understanding -> Clarify questions -> Record completion.

Al Simulation Prompt

Al SIMULATION PROMPT

Act as a driver receiving a new dispatch. | am the dispatcher. Ask realistic questions and identify unclear
information naturally. Do not coach me. After STOP, evaluate whether my dispatch briefing was
complete, concise, and understandable.

Key Habit

A dispatch is not complete merely because information was sent. The dispatcher should know whether
the required information was received and understood.

4. Pre-Pickup Verification

A short verification before pickup can prevent avoidable failures. The exact checklist should follow
company procedure.

Pre-Pickup Check

e Confirm driver/truck availability.

e Confirm pickup appointment or window.

e Confirm location and facility instructions.
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e Confirm equipment suitability.

e Confirm shipment requirements known to the carrier.
e Confirm required paperwork or electronic process.
 |dentify any known issue affecting the plan.

Al Scenario

Give me a load that was accepted yesterday and is scheduled for pickup today. Introduce two changes or
uncertainties. | must conduct a pre-pickup verification call and identify what needs attention.

Practice Objective

The learner should distinguish between information that is already confirmed and information that has
changed or still needs verification.

Do Not Create False Certainty

DO NOT CREATE FALSE CERTAINTY

If a detail is not verified, label it as pending. Do not turn an assumption into a confirmed instruction.

5. Monitoring the Load

Monitoring is the process of maintaining awareness of important milestones and exceptions. It does not
mean constantly interrupting the driver.

Useful Milestones

L

Arrived pickup Establish that the truck reached the facility.
Loading Determine whether loading is progressing normally.
Departed pickup Confirm movement has begun.

Transit exception Capture material changes requiring action.

Arrived delivery Establish delivery arrival.

Unloading / completion Determine whether delivery is complete.
Documents / closeout Confirm required records and final status.

Monitoring Rule

MONITORING RULE

Use the company's required update frequency and systems. More communication is not automatically
better communication; the goal is timely, useful information.

Al Drill

Simulate a load from pickup through delivery. Give me milestone updates and one unexpected exception.
Test whether | monitor the operation without creating unnecessary communication.
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6. Managing Exceptions

An exception is a material deviation from the planned operation. The dispatcher should avoid panic and
return to a structured process.

Exception Workflow

NOTICE -> VERIFY -> ASSESS IMPACT -> COMMUNICATE -> ACT / ESCALATE -> FOLLOW UP ->
DOCUMENT

Questions

e What happened?

e What is the current status?

e When did it happen?

e What is the immediate impact?

* |s there a safety or compliance concern?
* Who needs to know?

e What action is authorized?

e When should the next update occur?

Al Exception Simulation

Run a live dispatch simulation. Introduce one operational problem after the truck has departed. Do not
give me the answer. Require me to establish facts, identify impact, communicate appropriately, and
document the event.

Priority Rule

Safety and compliance concerns take priority over schedule recovery. Do not practice or recommend
unsafe driving or violations of applicable requirements.

7. Managing Multiple Loads

Real dispatching can involve several active trucks. The learner must maintain a clear priority system
rather than relying on memory.

Priority Categories

Immediate Safety, serious incident, or urgent operational threat.
Time-sensitive Appointment or deadline approaching.

Active issue Problem requiring a response but not immediately critical.
Routine Normal status update or administrative task.

Planned Future task that can be scheduled.
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Two-Load Exercise

Give me two active trucks. Each should require attention at different levels. Introduce a third routine task.
Test whether | prioritize correctly and maintain a record of the lower-priority work.

Key Habit

Prioritization is not ignoring work. It is deciding what needs attention first and preserving a reminder or
task for everything else.

Al Feedback Prompt

After the simulation, evaluate whether my priority order was justified by facts rather than by which
person contacted me first.

8. Sample Execution Record
Example Dispatch Log

08:00 Load accepted Final details verified.

08:15 Driver dispatched Driver confirmed receipt of plan.

10:05 Arrived pickup Status recorded.

11:30 Loading delay Facts gathered; follow-up established.
13:00 Departed pickup Delivery plan reviewed.

17:10 Arrived delivery Delivery status monitored.

18:00 Completed Required closeout information recorded.

Sample Exception Note

TIME: [enter] | LOAD: [enter] | EVENT: [enter] | CURRENT STATUS: [enter] | IMPACT: [enter] |
SAFETY/COMPLIANCE CONCERN: [yes/no/details] | COMMUNICATION: [who/when] | ACTION: [enter] |
FOLLOW-UP: [time/condition] | FINAL STATUS: [enter]

Al Documentation Drill

Run an execution simulation with three milestones and one exception. After | finish, ask me to create the
full dispatch log from the conversation. Grade it for factual accuracy, sequence, and follow-up.

9. Common Execution Mistakes

e Dispatching from incomplete information.

 Failing to confirm the driver received critical details.
e Monitoring only when something goes wrong.

e Over-contacting drivers without operational need.

e Losing track of pending follow-up.

e Treating estimates as confirmed facts.
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 Failing to document exceptions.
* Allowing schedule pressure to override safety or compliance.
e Closing a load without completing required records.

Correction Drill

Ask Al to simulate a dispatcher who makes five execution mistakes. Identify them. Then repeat the
scenario while correcting only those behaviors.

Five-Minute Drill

Take one accepted load and create a complete execution checklist. Then ask Al to introduce one
exception and test whether your checklist helps you respond.

Self-Check

* |Is the plan complete?

* Has the driver received and understood the required information?
e Are critical milestones tracked?

e Do | know what is pending?

e Do | have a follow-up time or trigger?

e Are records factual and current?

10. Dispatch Execution Scorecard

Planning /10
Driver Briefing /10
Verification /10
Monitoring /10
Prioritization /10
Exception Handling /10
Safety / Compliance Awareness /10
Documentation /10
Overall /80

Evaluation Prompt

Evaluate my dispatch execution simulation using the Chapter 6 scorecard. For every category below 8,
identify the exact point where my execution weakened and provide one corrective action. Distinguish
between a planning error, communication error, monitoring error, and decision error.

Practice Test

Complete three simulations: a normal load, a load with a delay, and two simultaneous active loads with
an unexpected exception.
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Pass Standard

The learner should demonstrate control of the plan, timely communication, clear priorities, appropriate
escalation, and reliable records.

11. Chapter Challenge

Run a 15-minute end-to-end simulation. Begin with an accepted load. Dispatch the driver, verify the plan,
monitor milestones, manage one unexpected exception, and close the load.

You Must Demonstrate

e Complete a usable dispatch plan.

e Brief the driver clearly.

e Confirm important information.

e Track milestones.

 |dentify and prioritize an exception.

¢ Avoid unsafe or non-compliant instructions.
» Establish follow-up.

e Document the operation.

* Close the load with a clear final status.

Printable Dispatch Execution Desk Card

e PLAN - What is the complete operation?

e CONFIRM - What must be verified before movement?

e DISPATCH - Has the driver received and understood the plan?
¢ MONITOR - What milestone or exception matters next?

e PRIORITIZE - What needs attention first?

« RESPOND - What facts and authorized actions apply?

¢ FOLLOW UP - When or under what trigger?

e CLOSE - Is the load fully documented?

Quick Al Prompt

QUICK Al PROMPT

Act as a realistic dispatch environment. Start with an accepted load and a driver ready for dispatch. | am
the dispatcher. Let the operation develop through milestones and introduce one realistic exception. Do
not coach me. After STOP, score my planning, communication, monitoring, prioritization, safety
awareness, and documentation using the Chapter 6 scorecard.

Chapter Summary

Dispatch execution converts an accepted load into a controlled operation. The dispatcher verifies the
plan, communicates it clearly, monitors meaningful milestones, manages exceptions through facts and
priorities, follows up, and closes the record properly. Al simulations allow learners to practice the full
operating cycle before handling increasingly complex real-world situations.

TEACH IT BACK
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Describe how an accepted load becomes an active, monitored dispatch plan.
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PART 3

CONTROL AND RECORDS

CHAPTERS 7-8

Keep the status picture current, manage exceptions, and leave a record another
dispatcher can trust.



CHAPTER 7

TRACKING, STATUS UPDATES &
EXCEPTION MANAGEMENT

A practical guide to keeping freight information current and actionable

OBJECTIVE Build the habit of turning changing operational information into clear, timely, and controlled
dispatch actions.

WARM-UP What is the difference between watching a load and controlling the next action?

VOCABULAR status picture ¢ exception ¢ ETA range ¢ follow-up trigger * owner
Y

Verify Communicate Document
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1. What Tracking Really Means

Tracking is more than knowing where a truck is. Effective tracking means maintaining an accurate
operational picture: current status, planned milestone, exceptions, expected timing, required
communication, and next action.

Tracking Objectives

e Know the latest confirmed status.

* |dentify deviations from the plan.

e Distinguish facts from estimates.

e Recognize issues early.

« Communicate material changes to the appropriate people.
e Maintain a usable record.

Tracking Is Not Constant Contact

The goal is timely and useful communication. Company procedures may establish specific update
intervals, systems, or customer requirements. Follow those requirements rather than creating
unnecessary calls.

Al Practice Rule

Al should simulate changing information over time. The learner must decide what matters, what should
be verified, and what action is appropriate.

2. The Status Picture

Five Questions

L

Where is the truck now? Establish current confirmed position/status.
What milestone is next? Identify the next operational event.

What was planned? Compare current status to the dispatch plan.
What changed? Identify an exception or deviation.

What happens next? Create a clear action or follow-up.

Status Categories

e Planned - expected activity has not occurred yet.

 In progress - the activity is underway.

e Completed - the milestone is confirmed complete.

e Delayed - timing has materially changed.

e Exception - an unexpected condition requires assessment or action.

e Pending - information or action is still outstanding.

Al Drill

Give me a series of six truck status updates. | will classify each update and state whether it requires
action, documentation only, or follow-up.
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Key Habit

Do not confuse a driver's estimate with a confirmed milestone.

3. Building a Tracking Routine

A tracking routine prevents important information from being lost when multiple loads are active.

Simple Tracking Board

Current Status Next Milestone Risk / Exception m
A

Update Routine

REVIEW ACTIVE LOADS -> IDENTIFY TIME-SENSITIVE ITEMS -> VERIFY CHANGES -> COMMUNICATE -> SET
FOLLOW-UP -> UPDATE RECORD

Al Simulation Prompt

Simulate a dispatch board with four active loads. Give me one status update at a time. Include routine
updates, one delayed load, and one item requiring follow-up. Test whether | keep the board current.

Practice Objective
The learner should maintain situational awareness without treating every update as equally urgent.

4. ETA and Timing Discipline

Estimated arrival information is useful but must be treated as an estimate unless the relevant event is
confirmed. The dispatcher should communicate timing accurately and avoid promising outcomes that
cannot be supported.

Timing Questions

e What is the current status?

e What is the driver's current estimate?

e What factors could change that estimate?

e |s there an appointment or required window?
e Who needs to know if the estimate changes?
e When should the estimate be updated again?
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Avoid False Precision

AVOID FALSE PRECISION

If the available information supports only an estimate, communicate it as an estimate. Do not convert
uncertainty into a guaranteed arrival time.

Al ETA Drill

Al ETA DRILL

Act as a driver whose ETA changes during a simulated trip. Provide realistic updates and one reason for
uncertainty. Test whether | communicate the ETA accurately without presenting an estimate as a
guarantee.

Key Habit

A good dispatcher communicates both the current estimate and the uncertainty that matters to the
operation.

5. Exception Identification

An exception exists when actual conditions materially differ from the plan or create a new issue requiring
attention.

Common Exceptions

e Pickup delay.

e Delivery delay.

e Appointment uncertainty.

e Facility problem.

e Equipment issue.

e Route or roadway disruption.

* Missing or conflicting information.
e Documentation problem.

e Safety or compliance concern.

Exception Test

ASK: Is the situation different from the plan? Does it affect timing, safety, compliance, customer
commitments, equipment, or another load? Does someone need to act or be informed?

Al Exercise

Give me ten status updates. Only four should be true exceptions. Do not label them. | will identify which
require action and explain why.
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Important Principle

IMPORTANT PRINCIPLE

Not every inconvenience is an operational exception. Overreacting can create unnecessary
communication and poor prioritization.

6. Exception Response Workflow

EXCEPTION RESPONSE LOOP

CONTROL

When an exception is identified, use a repeatable response.

Six-Step Workflow

1. NOTICE - Recognize the deviation. 2. VERIFY - Establish the current facts. 3. ASSESS - Determine
operational impact. 4. COMMUNICATE - Notify the appropriate party. 5. ACT / ESCALATE - Take authorized
action or escalate. 6. FOLLOW UP - Confirm resolution and close the record.

Safety Boundary

SAFETY BOUNDARY

Safety or compliance concerns should not be treated as ordinary schedule problems. Follow applicable
law, company procedures, and established escalation processes.

Al Exception Prompt

Create a live dispatch scenario with a normal load that develops one serious exception. Do not coach me.
Make me discover the facts, assess the impact, communicate, and establish follow-up. After STOP, score
my response.

Documentation Rule

DOCUMENTATION RULE

The record should show what was known, what was communicated, what action was taken, and what
remained pending.

7. Communicating Status Changes

The right information must reach the right person at the right time. Communication should be factual,
concise, and action-oriented.
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Status Update Structure
CURRENT STATUS -> CHANGE / IMPACT -> EXPECTED NEXT EVENT -> ACTION / FOLLOW-UP

Example

"Driver reports a loading delay of approximately 90 minutes. Release time has not been confirmed.
Delivery timing will be reassessed after the updated release estimate. Next driver update: upon release."
Al Communication Drill

Give me a changing load situation. | will prepare a broker/customer update based only on verified facts.
Then grade my message for accuracy, clarity, unnecessary claims, and appropriate next action.

Do Not Blame Without Facts

DO NOT BLAME WITHOUT FACTS

Avoid turning an operational update into an accusation. Report verified facts and follow company
procedures for disputes or claims.

8. Multiple Exceptions and Priorities

A dispatcher may face several issues simultaneously. Priority should be based on operational significance,
not simply the order in which messages arrive.

Priority Model

Critical Immediate safety, serious incident, or urgent escalation.
High Major timing or customer commitment at risk.

Medium Issue requiring action but with time to manage.

Low Routine administrative follow-up.

Monitor No immediate action; track for change.

Al Multi-Exception Drill

Give me four active loads. Introduce three exceptions within five minutes: one critical, one high, and one
medium. | must prioritize them, explain the order, and create follow-up reminders for unresolved items.

Key Habit

When priorities change, update the tracking record. Do not rely on memory after the situation becomes
complex.

Debrief Question

Ask Al: 'Was my priority order supported by facts? Identify any item | neglected and explain what tracking
method would have prevented that.'
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9. Common Tracking Mistakes

e Tracking location but not operational status.

e Treating estimates as confirmed facts.

 Failing to record the next milestone.

e Contacting drivers repeatedly without a clear reason.

e Missing a follow-up because it was kept only in memory.

e Failing to update a changed ETA.

e Escalating every minor inconvenience.

* Not distinguishing safety issues from ordinary delays.

e Closing an exception without confirming resolution.

e Leaving the dispatch board inconsistent with the latest facts.

Correction Drill

Ask Al to simulate a tracking board containing six deliberate dispatcher mistakes. Identify each mistake
and explain how it could affect the operation.

Five-Minute Drill

Take four active loads and create a five-column tracking board: current status, next milestone,
risk/exception, next action, follow-up time.

Self-Check

e Do | know the current status?

e Do | know the next milestone?

e Do | know what changed?

e Do | know who needs an update?
e Do | know the next action?

e Do | know when to follow up?

10. Tracking & Exception Scorecard

Situational Awareness /10
Status Verification /10
ETA Discipline /10
Exception Recognition /10
Prioritization /10
Communication /10
Follow-Up Control /10
Documentation /10
Overall /80
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Evaluation Prompt

Evaluate my tracking simulation using the Chapter 7 scorecard. For each category below 8, identify the
exact point where my tracking or exception management weakened. Give one corrective behavior. Flag
any instance where | treated an estimate as a confirmed fact or failed to establish follow-up.

Practice Test

Complete three simulations: routine tracking, one exception, and multiple simultaneous exceptions.
Compare the scores and identify the weakest recurring behavior.

Pass Standard

The learner should maintain a current operational picture, recognize meaningful exceptions,
communicate accurately, prioritize correctly, and close follow-up items.

11. Chapter Challenge

Run a 15-minute live tracking simulation with four active loads. Include normal updates, changing ETAs,
one significant delay, and one safety/compliance concern that requires escalation rather than schedule
pressure.

You Must Demonstrate

e Maintain an accurate tracking board.

e Separate facts from estimates.

« |dentify meaningful exceptions.

e Prioritize competing issues.

e« Communicate material changes accurately.
« Recognize safety/compliance boundaries.

e Set follow-up points.

* Document actions and resolution.

Printable Tracking Desk Card

e STATUS - Where are we now?

¢ PLAN - What was supposed to happen?

e CHANGE - What is different?

e IMPACT - What does it affect?

¢ COMMUNICATE - Who needs to know?

e ACT - What authorized action is required?

¢ FOLLOW UP - When or under what trigger?

e CLOSE - Has the issue actually been resolved?

Quick Al Prompt

QUICK Al PROMPT

Act as a live dispatch office with four active loads. Give me status updates one at a time. Include
changing ETAs, one major delay, and one safety/compliance concern. Do not coach me. | must maintain
priorities, communicate accurate updates, establish follow-up, and document the events. After STOP,
score me using the Chapter 7 scorecard.
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Chapter Summary

Effective tracking means maintaining a current and actionable operational picture. The dispatcher verifies
status, distinguishes estimates from confirmed facts, identifies meaningful exceptions, prioritizes issues,
communicates material changes, establishes follow-up, and documents resolution. Al provides a
controlled environment for practicing these skills under increasing information pressure.

TEACH IT BACK

Explain why tracking is a decision system, not constant contact.
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CHAPTER 8

DOCUMENTATION, RECORDKEEPING
& DISPATCH OFFICE PROCEDURES

A practical guide to creating accurate, useful, and traceable dispatch records

OBJECTIVE Develop reliable documentation habits so that another dispatcher can understand what
happened, what was agreed, what remains pending, and what action is required.

WARM-UP Could another dispatcher understand the situation from your note alone?
VOCABULAR fact « estimate * assumption ¢ audit trail « supporting document
Y

Verify Retrieve

® z s : B

Record Organize Close




Chapter 8: Documentation, Recordkeeping & Dispatch Office Procedures BEHLOL MERCHANTS - DISPATCHING DIVISION

1. Why Dispatch Documentation Matters

Dispatch documentation is the operational memory of the office. A good record allows another authorized
person to understand the status of a load without reconstructing the entire conversation from memory.

A Good Record Should Be

e Accurate - based on information actually received or verified.

e Clear - written in language another person can understand.

e Timely - entered close enough to the event to remain reliable.

» Relevant - focused on information that affects the operation.

» Traceable - shows the source, time, action, or status where required.
« Retrievable - organized so the information can be found quickly.

The Dispatcher's Responsibility

Use the company's approved systems and procedures. Do not create unofficial records that conflict with
the official record. If a company requires a particular transportation-management system, form, email
process, or document-retention method, that procedure controls.

Al Practice Rule

Al can train documentation structure and accuracy, but actual company records should contain verified
facts and follow company policy.

2. The Basic Dispatch Record

Core Record Fields

e e

Load / Reference ID Connects the record to the shipment.

Date / Time Establishes when the event or communication occurred.
Parties / Contact Shows who provided or received information when required.
Status Shows the current operational position.

Event Records what happened.

Action Records what was done.

Next Step Shows what remains to be completed.

Final Status Shows how the load or issue was closed.

The 5-Part Note
TIME -> FACT -> IMPACT -> ACTION -> NEXT STEP

Example

10:15 - Driver reports pickup completed and loaded. No issue reported. Departed facility. Delivery
remains scheduled for tomorrow. Next update per company procedure.
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Al Drill

Give me five short dispatch events. Ask me to turn each into a professional dispatch note. Grade me for
facts, sequence, unnecessary assumptions, and clarity.

3. Facts, Estimates, and Assumptions

One of the most important documentation skills is distinguishing what is known from what is estimated or
assumed.

Three Categories

oy ey e

::Z;):tflrmed Information verified or directly reported. Driver confirms arrival at facility.
Estimate A reasonable projection that may change. Driver estimates arrival in 45 minutes.
Assumption Information not yet verified. Assuming the facility will load immediately.

Documentation Rule

Do not write an assumption as though it were a fact. If an important item is uncertain, identify it as
pending verification.

Al Exercise

Give me ten statements from a dispatch office. Mix confirmed facts, estimates, and assumptions. | will
classify them and rewrite the assumptions into properly documented pending items.

Why This Matters

Clear distinction between facts and estimates reduces confusion when schedules change and helps the
next dispatcher understand what was actually known at the time.

4. Communication Records

Important communication should be documented according to company policy, particularly when it
changes the load status, timing, commercial terms, or required action.

Record the Substance

* Who communicated?

e When did the communication occur?

* What material information was provided?
 What was requested or agreed?

e What remains unresolved?

* What follow-up is required?

Do Not Write
e Emotional judgments.

¢ Insults or personal attacks.
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e Speculation presented as fact.
* Unverified accusations.

¢ Unnecessary personal information.

Statements designed to conceal an error.

Al Communication-to-Note Drill

Conduct a simulated broker call involving a rate change and delivery delay. After the call, ask me to
produce a concise record of the material facts, commercial status, and next action.

Professional Standard
The record should be useful to the operation, not a transcript of every casual sentence.

5. Documents and Supporting Records

Depending on the operation, dispatch records may interact with rate confirmations, bills of lading,
delivery documents, carrier records, customer communications, and other operational documentation.

Dispatcher Practice

e Know which documents your company requires.

« Use the approved storage or TMS process.

e Check that required information is legible and complete.

e Do not alter records improperly.

» Escalate discrepancies rather than silently correcting facts.
e Protect access to confidential business information.

Al Document-Review Drill

Give me a hypothetical load record containing a rate confirmation summary, dispatch notes, and delivery
status. Include three inconsistencies. Ask me to identify them and determine what requires verification.

Important Boundary

IMPORTANT BOUNDARY

The dispatcher should not fabricate, backdate, alter, or destroy records to make an operation appear
compliant or complete.

Practice Question

Ask Al: 'Which facts in this dispatch record are directly supported, which are estimates, and which require
verification?'

6. Closing a Load

A load should not be treated as administratively complete simply because the truck reached the
destination. Follow the company's closeout procedure.

Closeout Checklist

e Delivery status confirmed according to procedure.

e Required delivery or completion documentation received or tracked.
e Qutstanding issues identified.
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e Exceptions documented.

e Commercial or administrative follow-up identified.

Final status entered in the approved system.
e Any unresolved matter assigned for follow-up.

Closeout Flow

DELIVERY COMPLETE -> VERIFY REQUIRED RECORDS -> IDENTIFY EXCEPTIONS -> COMPLETE CLOSEOUT
-> ASSIGN PENDING ITEMS -> FINAL STATUS

Al Simulation

Give me a completed delivery with one missing document and one unresolved administrative issue. Ask
me to close the load correctly without falsely marking it complete.

Key Habit

A professional closeout distinguishes between 'delivery completed' and 'file fully closed.' They may not
occur at the same moment.

7. Recordkeeping and Compliance Awareness

Transportation records can be subject to federal, state, contractual, tax, safety, and company
requirements depending on the activity and the parties involved. This manual teaches operational
discipline, not legal advice.

Safe Practice

e Follow current company retention procedures.

e Use required systems and forms.

* Do not create records that contradict known facts.

« Do not falsify operational or regulatory records.

e Escalate uncertain compliance questions to the appropriate company or qualified professional.

e Verify current regulatory requirements when the issue is legally significant.

Al Legal-Awareness Drill

Give me five documentation situations. For each, ask me to identify whether it is an ordinary office
procedure, a company-policy question, or an issue requiring compliance/legal verification. Do not provide
legal conclusions unless the relevant current rule is specifically supplied.

Important Distinction

IMPORTANT DISTINCTION

A training manual can teach good documentation habits. It should not encourage a dispatcher to
interpret a complex regulation beyond their competence or company authority.
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Golden Rule

When in doubt: preserve the facts, avoid altering the record, and escalate the question.

8. Dispatch Office Workflow
Daily Office Rhythm

Start of Shift Review active loads, pending items, appointments, and exceptions.
Planning Confirm upcoming pickups and deliveries.

Active Operations Monitor required milestones and exceptions.

Communication Process material broker, customer, and driver updates.
Documentation Update records as events occur.

Closeout Complete delivered-load records and assign outstanding work.

End of Shift Review unresolved items and hand off clearly.

Handoff Note

SHIFT HANDOFF - ACTIVE LOADS: [list] | CRITICAL ITEMS: [list] | PENDING FOLLOW-UP: [item/time] |
EXPECTED MILESTONES: [list] | EXCEPTIONS: [list] | RESPONSIBLE PERSON: [enter]

Al Handoff Drill

Simulate an end-of-shift handoff with five active loads and two exceptions. Ask me to create a handoff
note that allows the next dispatcher to continue without repeating the investigation.

Key Habit

A handoff should transfer control, not merely transfer information.

9. Common Documentation Mistakes

e Writing notes from memory long after the event.

e Mixing confirmed facts with assumptions.

e Failing to record the next action.

* Recording a final status before the issue is actually resolved.

» Using emotional or accusatory language.

e Creating duplicate records with conflicting information.

e Failing to preserve important communication under company procedure.
e Leaving another dispatcher unable to determine what is pending.

e Altering a record without following the approved correction process.
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Correction Drill

Ask Al to generate a poor dispatch log containing ten errors. Identify every error, explain its operational
impact, and rewrite the log correctly.

Five-Minute Exercise

Take one fictional load and create: a dispatch note, one status update, one exception note, and a final
closeout note. Ask Al to check whether the four records tell one consistent story.

Self-Check

e Can another dispatcher understand what happened?
e Are facts separated from estimates?

* |Is the next action obvious?

e |s the status accurate?

e Are unresolved items visible?

e Does the record follow company procedure?

10. Documentation Scorecard

Accuracy /10
Clarity /10
Fact vs Estimate /10
Timeliness /10
Traceability /10
Completeness /10
Closeout Discipline /10
Professional / Compliance Awareness /10
Overall /80

Evaluation Prompt

Evaluate my documentation exercise using the Chapter 8 scorecard. For each category below 8, identify
the exact weakness. Flag every unsupported assumption, missing next action, inconsistent status, or
statement that should have been escalated.

Practice Test

Complete three exercises: a normal dispatch record, an exception record, and a shift handoff. Then
complete a load closeout with one unresolved item.

Pass Standard

The learner should produce records that are factual, concise, traceable, operationally useful, and
consistent with company procedures.
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11. Chapter Challenge

Run a 15-minute documentation simulation. Al should provide a load from acceptance through delivery,
including two communication events, one delay, one changed ETA, and one unresolved item at closeout.

You Must Demonstrate

e Create a clear dispatch record.

e Separate facts from estimates.

» Record material communication.

« Document an exception.

e Record actions and follow-up.

e Maintain a consistent status.

* Close the delivered load accurately.

« |dentify the unresolved item instead of hiding it.

Printable Documentation Desk Card
¢ RECORD - What happened?

e TIME - When did it happen?

e SOURCE - Who provided the information?

* VERIFY - Is it fact, estimate, or assumption?
e ACTION - What was done?

e NEXT - What remains?

¢ FOLLOW UP - When or under what trigger?

e CLOSE - Is the record actually complete?

Quick Al Prompt

QUICK Al PROMPT

Act as a dispatch office generating a realistic load history. Give me events one at a time, including a
delay, an ETA change, a commercial communication, and one unresolved item at closeout. | will create
the records. Do not coach me. After STOP, grade my documentation using the Chapter 8 scorecard and
identify every unsupported assumption.

Chapter Summary

Good dispatch documentation preserves operational truth. It distinguishes facts from estimates, records
material communication, identifies actions and pending work, supports clean handoffs, and closes loads
without creating false certainty. Al practice should make documentation a repeatable operational habit
rather than an administrative afterthought.

TEACH IT BACK

Turn a mixed statement into separate facts, estimates, assumptions, and next actions.
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PEOPLE, SAFETY, AND
PLANNING

CHAPTERS 9-12

Deepen stakeholder communication, driver support, compliance awareness, and
route planning.



CHAPTER 9

BROKER, SHIPPER & RECEIVER
COMMUNICATION

A practical guide to clear, professional, and controlled freight communication

OBJECTIVE Build professional communication habits for brokers, shippers, receivers, drivers, and other
authorized parties.

WARM-UP How should your questions change when speaking with a broker, shipper, or receiver?
VOCABULAR stakeholder » open question ¢ confirmation ¢ professional boundary
Y

Contact Confirm Document
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Prepare Clarify Follow Up
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1. Communication Is an Operational Skill

Dispatch communication affects schedules, commercial relationships, information quality, and the ability
to solve problems. A dispatcher should communicate with purpose rather than simply communicate often.

Communication Objectives

« ldentify the correct party and purpose before contacting someone.
» Use accurate and relevant information.

e Ask focused questions.

« Listen for facts, commitments, and unresolved issues.

e Confirm material information.

¢ Maintain professional tone under pressure.

e Document important outcomes.

The Dispatcher Represents the Operation

Professional communication should protect the carrier's interests without becoming hostile or misleading.
The dispatcher should follow company authority and avoid making commitments that have not been
approved.

Al Practice Rule

Al role-play should reproduce realistic communication pressure: incomplete information, urgency,
objections, misunderstandings, and changing facts. Feedback should come after the simulation.

2. Know Who You Are Talking To

Broker Load details, rate, appointments, status, exceptions, documentation.
Shipper / Origin Pickup instructions, appointment, loading status, facility requirements.
Receiver / Destination Delivery appointment, receiving instructions, delays, completion status.
Driver Execution, status, timing, instructions, exceptions, follow-up.
Operations Manager Escalation, authority, exceptions, policy decisions.

Customer / Authorized Contact Material shipment status, service issues, and agreed communication.

Communication Rule

Do not assume every party has the same information or authority. Before sharing information, know who
the person is, why you are contacting them, and what information you are authorized to provide.

Al Drill

Give me six communication situations and ask me to identify who should be contacted first, what
information is needed, and what should not be assumed.
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Key Habit

Correct communication starts with correct audience selection.

3. The Professional Call Structure

Six-Part Structure

1. INTRODUCE - Identify yourself and the carrier/operation as appropriate. 2. PURPOSE - State why you
are calling. 3. FACTS - Provide only relevant verified information. 4. QUESTIONS - Ask specific questions.
5. CONFIRM - Repeat material information or commitments. 6. CLOSE - State the next action and end
professionally.

Example

"Hello, this is [name] calling regarding load [reference]. I'm calling to confirm the delivery appointment
and verify whether the facility requires a specific check-in procedure. Once confirmed, I'll update our
dispatch record."

Al Role-Play

Al ROLE-PLAY

Act as a receiver. | will call to verify a delivery appointment. Give me one incomplete answer and one
useful answer. Do not coach me. After STOP, evaluate my call structure and whether | confirmed the final
information.

Key Habit

A call should leave both sides clearer about what happens next.

4. Asking Better Questions

Weak questions produce weak information. A dispatcher should ask questions that can be answered
clearly and recorded accurately.

Question Types

Confirmation Confirm a date, time, location, or status.
Clarification Resolve an unclear instruction.

Verification Establish whether information is actually confirmed.
Impact Determine what a change affects.

Next Step Determine what happens after the current event.
Escalation Identify who can make an unresolved decision.
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Avoid Leading Questions

AVOID LEADING QUESTIONS

A question should not force an answer simply because the dispatcher wants a particular outcome. Ask
neutrally when facts are uncertain.

Al Drill

Give me five poorly worded dispatch questions. Ask me to rewrite them as precise professional questions
and explain what information each should produce.

Practice Standard
If a question cannot produce a useful operational record, improve the question before making the call.

5. Broker Communication

Broker communication commonly covers load qualification, rate negotiation, appointments, status,
exceptions, and documentation. The dispatcher should separate commercial conversations from
operational facts.

Broker Call Checklist

e Confirm load/reference information.

» Verify material shipment details.

e Clarify appointment information.

e Discuss commercial terms only within authority.
e Communicate material status changes.

e Confirm revised arrangements.

* Record the outcome.

Sample Status Call

"I'm calling with an update on load [reference]. The driver reports that loading is still in progress. The
current release time is not confirmed. I'll provide another update when the facility releases the truck or
when new information materially changes the delivery estimate."

Al Broker Simulation

Al BROKER SIMULATION

Act as a broker handling a delayed load. Ask realistic questions about the truck's status and delivery
timing. | must provide only verified information and establish the next update. After STOP, score my
accuracy and professionalism.

Do Not

Do not invent an ETA, claim a confirmed appointment that has not been confirmed, or make an
unauthorized commercial promise.
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6. Shipper and Receiver Communication

Origin and destination facilities can provide information that directly affects execution. The dispatcher
should be respectful of facility procedures and should not instruct personnel to ignore their rules.

Useful Questions

* |Is the appointment confirmed?

What is the check-in process?

Is there a facility-specific instruction that affects the driver?

What is the current loading/unloading status?
If delayed, what is the expected next event?
Who should be contacted if the situation changes?

Handling Facility Delays
Gather facts first. Avoid assigning blame before the facts are established. If the delay affects the load
plan, communicate the material impact through the appropriate channel.

Al Facility Simulation

Al FACILITY SIMULATION

Act as a receiving clerk. The truck has arrived but the facility says the appointment cannot be located
immediately. | must communicate professionally, verify facts, and establish a next step.

Professional Boundary

PROFESSIONAL BOUNDARY

A dispatcher should not threaten, harass, or pressure facility personnel into violating their procedures.

7. Difficult Conversations

Common Difficult Situations

e Broker rejects a requested rate.

« Receiver says the appointment time has changed.

e Shipper reports an unexpected loading delay.

 Driver disputes information provided by a facility.

e Customer requests an update before the facts are complete.

e A communication error has already occurred.

Response Framework
STAY CALM -> ESTABLISH FACTS -> ACKNOWLEDGE THE ISSUE -> STATE WHAT IS KNOWN -> IDENTIFY
NEXT ACTION -> FOLLOW UP
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Avoid Defensive Language

AVOID DEFENSIVE LANGUAGE

The goal is to solve the operational problem. Avoid personal arguments, blame, sarcasm, threats, or
unsupported accusations.

Al Pressure Drill

Al PRESSURE DRILL

Act as an upset broker whose load is delayed. Challenge me repeatedly. | must remain factual,
professional, and solution-oriented. Do not coach me. After STOP, identify where my language became
defensive or unsupported.

Key Habit

Professionalism is most visible when the conversation becomes difficult.

8. Communication, Confirmation & Documentation

Material communication should end with clarity about what was actually agreed or confirmed.

Closed-Loop Confirmation

"To confirm: the pickup appointment is [time], the facility will accept the truck through [window if
confirmed], and the next update will be provided [time/trigger]. Is that correct?"

Communication Note

TIME: [enter] | PARTY: [enter] | PURPOSE: [enter] | FACTS CONFIRMED: [enter] | REQUEST / AGREEMENT:
[enter] | UNRESOLVED ITEM: [enter] | NEXT ACTION: [enter] | FOLLOW-UP: [enter]

Al Exercise

Run a simulated broker or receiver call. After | finish, ask me to write the communication record. Then
compare the note against the conversation and identify anything | added that was not actually said.

Critical Habit
Never allow the written record to become more certain than the conversation itself.

9. Common Communication Mistakes

» Calling without knowing the purpose.

e Giving too much irrelevant information.

e Asking vague questions.

e Interrupting before the other party finishes.

e Treating an estimate as a confirmed commitment.

e Arguing instead of solving.

e Blaming a driver, broker, shipper, or receiver without verified facts.
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e Making unauthorized promises.
e Failing to repeat material changes.
e Failing to document the outcome.

Correction Drill

Ask Al to simulate a dispatcher making six communication mistakes during one difficult load. Identify
each mistake. Then repeat the scenario and correct the behavior.

Five-Minute Drill

Practice a one-minute status call. Your objective is to communicate the current verified status, material
impact, and next update without unnecessary explanation.

Self-Check

e Did | identify the correct contact?

e Did | know my purpose?

e Did | use verified facts?

e Did | ask precise questions?

e Did | listen?

e Did I confirm important information?
e Did | establish the next action?

e Did | document the outcome?

10. Communication Scorecard

Preparation /10
Audience Selection /10
Question Quality /10
Accuracy /10
Listening /10
Professionalism /10
Confirmation /10
Documentation /10
Overall /80

Evaluation Prompt

Evaluate my communication simulation using the Chapter 9 scorecard. For each category below 8,
identify the exact communication behavior that weakened the interaction. Flag unsupported statements,
unclear questions, missing confirmations, unnecessary escalation, and failures to establish next action.

Practice Test

Complete three simulations: routine broker communication, facility communication during a delay, and a
difficult conversation with an upset party.
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Pass Standard

The learner should communicate accurately, calmly, purposefully, and within authority while producing a
clear operational outcome.

11. Chapter Challenge

Complete a 15-minute communication simulation involving one broker, one facility, one driver, and one
changing load condition. The learner must decide who to contact, what to ask, what to communicate, and
what to document.

You Must Demonstrate

e Select the correct communication channel and party.
» Use a clear call structure.

e Ask precise questions.

e Separate facts from estimates.

e Handle pressure professionally.

e Confirm material information.

» Establish next actions and follow-up.

e Document the communication accurately.

Printable Communication Desk Card
e PURPOSE - Why am | contacting them?

e AUDIENCE - Who is the correct person?

e FACTS - What is verified?

e QUESTIONS - What must | establish?

e LISTEN - What did they actually say?

e CONFIRM - What was agreed or verified?

e NEXT - What happens now?

e DOCUMENT - What must be recorded?

Quick Al Prompt

QUICK Al PROMPT

Act as a realistic freight communication environment. Rotate between broker, shipper/receiver, and
driver roles as | request contact. Introduce one incomplete answer and one difficult conversation. Do not
coach me. | must communicate, verify, confirm, and document. After STOP, score me using the Chapter
9 scorecard.

Chapter Summary

Professional freight communication is a dispatch skill, not a soft extra. The dispatcher selects the correct
contact, states a clear purpose, uses verified facts, asks precise questions, listens, confirms material
information, establishes next steps, and documents the outcome. Al role-play provides a practical way to
build these habits under realistic pressure.

TEACH IT BACK
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Explain how the same delay update should be adapted for a broker, shipper, and receiver.
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CHAPTER 10

DRIVER MANAGEMENT,
PERFORMANCE & PROFESSIONAL
RELATIONSHIPS

A practical guide to effective driver communication, support, accountability, and
escalation

OBJECTIVE Build professional dispatcher-driver relationships without compromising safety, compliance,
company policy, or operational control.

WARM-UP How can a dispatcher coach a driver while respecting safety and authority boundaries?

VOCABULAR coaching ¢ accountability * objection * escalation * performance
Y

Support Coach Document
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1. The Dispatcher-Driver Relationship

The dispatcher and driver are working toward the same operational outcome, but their responsibilities are
different. The dispatcher coordinates information and logistics; the driver operates the vehicle and must
follow applicable safety, legal, and company requirements.

Professional Objectives

e Give clear and timely information.

» Respect the driver's operational responsibilities.
e Listen to field information.

e Avoid creating unsafe schedule pressure.

» Resolve routine problems efficiently.

e Address performance concerns factually.

e Escalate matters through company procedures.

Mindset

A good dispatcher does not treat the driver as merely a tracking device. The driver is a critical source of
real-time operational information.

Al Practice Rule

Role-play should test communication under normal conditions and pressure while preserving the
boundary that safety and legal requirements cannot be overridden for schedule or revenue.

2. The Driver Dispatch Brief

Minimum Briefing

e Load/reference information.

» Pickup and delivery details.

e Appointment or timing information.

e Equipment or shipment requirements known to the carrier.
» Relevant facility instructions.

e Required status updates under company procedure.

e Known exceptions or uncertainties.

» Escalation/contact process.

Closed-Loop Briefing
DISPATCH -> DRIVER QUESTIONS -> CLARIFY -> DRIVER CONFIRMS -> RECORD

Al Drill

Act as a professional driver receiving a new dispatch. Ask realistic questions about timing, location,
equipment, and instructions. Do not coach me. After STOP, grade whether | provided a complete briefing
and confirmed understanding.
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Key Habit

Never assume silence means understanding.

3. Supporting the Driver During the Load

Support means making useful information available and removing avoidable administrative friction while
respecting the driver's role and safety responsibilities.

Useful Support

e Verify appointment information when appropriate.

» Relay confirmed facility information.

e Help organize communication with brokers or customers.
e Track exceptions and follow up.

e Provide clear escalation paths.

» Keep records current.

e Avoid unnecessary calls while the vehicle is moving.

Safety Boundary

SAFETY BOUNDARY

Dispatchers should not pressure a driver to drive while fatigued, violate hours-of-service requirements,
speed, ignore a safety issue, or otherwise break applicable law or company policy. If a safety concern
arises, follow the carrier's established safety and escalation procedure.

Al Scenario

Introduce a schedule problem where the driver says the planned timing is becoming difficult. Test
whether | respond with safe, compliant problem-solving rather than pressure to 'make it happen.'

4. Driver Updates and Status Discipline

Useful Status Questions

e What is the current operational status?
e Has the planned milestone occurred?

* What is the next expected milestone?

e Has anything changed?

« |s there an issue requiring assistance?

e When should the next update occur?
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Avoid Interrogation

AVOID INTERROGATION

A dispatcher should collect the information required by company procedure and the operational
situation. Repeated demands for information without a clear purpose can damage communication and
distract the driver.

Al Drill

Simulate a driver traveling on an active load. Give me routine updates and one material exception. Test
whether | ask only useful questions and establish appropriate follow-up.

Key Habit

Good driver communication is concise, respectful, and operationally useful.

5. Coaching Without Creating Conflict

Performance coaching should focus on observable behavior and the required standard, not personal
attacks.

Coaching Formula

OBSERVATION -> STANDARD -> IMPACT -> EXPECTED BEHAVIOR -> CONFIRM UNDERSTANDING ->
FOLLOW UP

Example

"The required status update was not entered according to our procedure. That left the office without a
confirmed milestone. Going forward, use the required update process at the specified trigger. Tell me if
any part of the procedure is unclear."

Avoid

* Insults.

e Threats.

e Humiliation.

e Arguments about personality.

e Unsupported accusations.

e Promises of discipline outside your authority.

Al Coaching Drill

Al COACHING DRILL

Act as a driver who repeatedly misses required administrative updates. | must address the behavior
professionally. Challenge me if | become accusatory. After STOP, evaluate my coaching language.
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6. Handling Driver Objections

A driver may disagree with a dispatch decision, facility instruction, route assumption, timing estimate, or
administrative request. The dispatcher should listen first and separate disagreement from legitimate
operational information.

Response Process

LISTEN -> CLARIFY -> VERIFY FACTS -> CHECK AUTHORITY / POLICY -> RESPOND -> DOCUMENT IF
MATERIAL

Important Distinction

Driver raises safety concern Take seriously and follow safety procedure.

Driver provides new operational fact Verify and update the plan if appropriate.

Driver disagrees with preference Discuss within company policy and authority.

Driver refuses an unsafe instruction Do not pressure compliance; escalate appropriately.
Performance issue Address through documented company process.

Al Simulation

Act as a driver who challenges an instruction because of a safety concern. | must ask questions,
understand the concern, avoid unsafe pressure, and escalate appropriately.

7. Performance, Accountability & Escalation

When Escalation May Be Needed

e Repeated failure to follow company procedures.

e Serious communication breakdown.

e Safety-related concern.

e Suspected regulatory non-compliance.

e Major customer or commercial impact.

e Conflict beyond the dispatcher's authority.

e Incident, accident, or other event requiring company escalation.

Escalation Record

TIME | DRIVER / LOAD | FACTS | ISSUE | IMMEDIATE ACTION | PERSON NOTIFIED | INSTRUCTIONS
RECEIVED | NEXT FOLLOW-UP

Al Drill

Give me a driver-management scenario that starts as a routine issue and becomes an escalation. | must
determine the point at which the matter exceeds normal dispatch authority.
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Key Habit

Escalation is not failure. Escalation is appropriate when the issue exceeds the dispatcher's authority,
expertise, or risk tolerance.

8. Driver Relationships Under Pressure

Pressure Situations

* A late appointment.

A difficult broker.

A facility delay.

Multiple loads needing attention.

A driver who is frustrated.

¢ A last-minute change.
e An unresolved mechanical or safety concern.

Professional Response

Slow down the communication enough to establish facts. Do not transfer pressure from the broker or
customer directly onto the driver without assessing what is actually possible and permissible.

Al Pressure Simulation

Al PRESSURE SIMULATION

Act as an increasingly frustrated driver while a broker is demanding a faster delivery. | must keep the
conversation professional, avoid unsafe pressure, and communicate realistic options.

Debrief
Ask Al to identify every point where my language either reduced or increased operational tension.

Key Habit

The dispatcher should reduce unnecessary friction, not amplify it.

9. Common Driver-Management Mistakes

e Treating drivers only as status sources.

» Giving incomplete dispatch instructions.

e Assuming understanding.

e Pressuring drivers about timing without considering safety or compliance.
e Arguing before hearing the driver's facts.

» Using emotional or disrespectful language.

e Making promises outside authority.
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 Failing to document material performance or operational issues.
» Escalating too late-or escalating every minor disagreement.
 Ignoring useful field information because it conflicts with the office assumption.

Correction Drill

Ask Al to simulate ten dispatcher mistakes in a driver conversation. ldentify each one and rewrite the
dispatcher response professionally.

Five-Minute Exercise

Practice three one-minute conversations: a routine dispatch, a driver objection, and a performance
coaching conversation.

Self-Check

* Was | clear?

e Did I listen?

e Did | respect safety and compliance?
e Did | stay within authority?

e Did | distinguish facts from opinions?
e Did | establish a next step?

¢ Did | document material issues?

10. Driver Management Scorecard

Clarity /10
Respectful Communication /10
Listening /10
Operational Support /10
Safety / Compliance Awareness /10
Problem Solving /10
Coaching /10
Escalation Judgment /10
Overall /80

Evaluation Prompt

Evaluate my driver-management simulation using the Chapter 10 scorecard. For each category below 8,
identify the exact moment my behavior weakened the relationship or operational outcome. Flag any
unsafe pressure, unsupported assumption, unclear instruction, or escalation error.

Practice Test

Complete three simulations: normal dispatch communication, a driver objection involving a changed
operational fact, and a difficult performance conversation.
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Pass Standard

The learner should communicate clearly, support the driver's safe execution, remain within authority,
handle disagreement professionally, and escalate material issues appropriately.

11. Chapter Challenge

Run a 15-minute driver-management simulation. Begin with a normal dispatch. Introduce a changed
appointment, a driver objection, a safety-sensitive concern, and a separate performance issue. The
learner must distinguish each issue and respond appropriately.

You Must Demonstrate

* Provide a complete dispatch briefing.

e Use closed-loop communication.

 Listen to driver information.

e Avoid unsafe or non-compliant pressure.

e Separate operational facts from performance concerns.
e Coach observable behavior professionally.

» Escalate matters outside authority.

» Document material events.

Printable Driver Management Desk Card

e CLARIFY - What does the driver need to know?

e LISTEN - What is the driver reporting?

e VERIFY - What are the facts?

e SUPPORT - What useful help can | provide?

e SAFETY - Is there a safety/compliance boundary?

e COACH - What behavior needs correction?

e ESCALATE - Does this exceed my authority?
 DOCUMENT - What material event must be recorded?

Quick Al Prompt

QUICK Al PROMPT

Act as a realistic driver-management environment. Start with a normal load and introduce changing
operational information, a driver objection, one safety-sensitive issue, and one performance concern. Do
not coach me. | must communicate, listen, support, coach, escalate, and document appropriately. After
STOP, score me using the Chapter 10 scorecard.

Chapter Summary

Effective driver management combines clear dispatching, respectful communication, operational support,
safety awareness, accountability, and appropriate escalation. The dispatcher should never use schedule
pressure to justify unsafe or non-compliant conduct. Al role-play allows learners to practice these
judgment skills before facing more complex live situations.

TEACH IT BACK
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Show how to coach behavior, document the facts, and escalate without creating personal conflict.
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CHAPTER 11

SAFETY, COMPLIANCE &
HOURS-OF-SERVICE AWARENESS

A practical dispatcher guide to recognizing safety and compliance boundaries

OBJECTIVE Teach dispatchers to recognize situations where safety or regulatory requirements affect
operational decisions, without turning the dispatcher into a substitute for qualified safety or
legal personnel.

WARM-UP What should happen when a schedule conflicts with a real safety concern?

VOCABULAR HOS ¢ ELD * RODS - red flag * harassment « compliance

Y

Verify Escalate
© : : : 0
Recognize

Respect the Bo Document
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1. The Dispatcher's Compliance Role

Dispatchers influence schedules, routes, appointments, communication, and operational priorities. That
influence creates an important responsibility: dispatch decisions must not encourage or require conduct
that violates applicable law, regulation, or company safety policy.

Core Principles

» Safety takes priority over schedule pressure.

* Do not instruct or encourage regulatory violations.

* Do not create false records.

e Do not treat a compliance question as merely a customer-service problem.
» Follow the carrier's safety and escalation procedures.

e Verify current requirements when a legal question is material.

What This Chapter Is-and Is Not

This chapter provides practical awareness and decision-making practice. It is not legal advice and does
not replace current FMCSA regulations, company policy, a qualified safety professional, or legal counsel.

Al Practice Rule

Al should test recognition and escalation. It should not be used as the sole authority for a legally
significant decision.

2. Hours-of-Service Awareness

Hours-of-service (HOS) rules govern the amount of time a commercial motor vehicle driver may operate
and the required rest periods and recordkeeping. The exact rule depends on the driver's operation and
applicable federal or state requirements.

Dispatcher Awareness

* Know that HOS limitations can affect appointment planning.

* Do not pressure a driver to exceed legal limits.

e Do not ask a driver to manipulate or falsify duty-status records.

* When timing conflicts with available legal driving time, escalate and re-plan.
» Use the carrier's approved HOS/compliance process for verification.

Practical Question

Instead of asking, "Can you make it?" ask whether the planned movement is feasible within the driver's
available legal operating time and company procedure.

Al Drill

Give me a load with a tight delivery appointment. Provide only enough information to create a scheduling
conflict. Ask me to identify what must be verified before promising the delivery timing. Do not provide the
answer until | respond.

3. Safety vs. Schedule Pressure
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WHEN PRIORITIES COMPETE

1 SAFETY AND LAW
2 VERIFIED FACTS

3 CLEAR COMMITMENTS
4 SPEED AND CONVENIENCE

A schedule never outranks a genuine safety or compliance concern.

A dispatcher may face pressure from a broker, customer, or internal manager to recover time. That
pressure does not change the driver's legal or safety responsibilities.

Unsafe Pressure Examples

e "Drive faster so we don't miss the appointment."

e "Skip your required break and keep moving."

e "Just log it later."

e "Don't report the problem until delivery."

* "You have to make the appointment no matter what."

Professional Alternative

Identify the constraint, communicate the factual impact, and seek an authorized operational solution:
revised appointment, updated ETA, alternate plan, or escalation.

Al Role-Play

Al ROLE-PLAY

Act as a broker demanding that a driver make an appointment despite a developing timing problem. |
am the dispatcher. Test whether | protect the safety/compliance boundary while proposing a professional
next step.

Key Habit

Schedule recovery is an operational objective; it is never a justification for unsafe or unlawful conduct.

4. Recognizing Compliance Red Flags
Red-Flag Situations

Driver reports insufficient legal driving

time Do not pressure; verify through approved process and re-plan/escalate.

Request to falsify a record Do not comply; preserve facts and escalate.
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Safety defect or concern Follow company safety procedure; do not treat it as a normal delay.
Unclear regulatory requirement Verify current rule or escalate to qualified personnel.
Customer demands an unsafe action Decline the unsafe direction and follow escalation procedure.

Do not alter facts to make them match; investigate and correct through

Conflicting records
approved process.

Al Drill

Give me eight short dispatch situations. | will label each as routine, operational exception,
safety/compliance red flag, or legal question requiring verification.

Practice Standard
The learner should recognize when the issue has moved beyond ordinary dispatch judgment.

5. Equipment and Safety Concerns

Drivers may report mechanical, equipment, cargo, or facility conditions that affect safe operation. The
dispatcher should not diagnose technical problems beyond their role or pressure a driver to ignore a
safety concern.

Dispatcher Response

LISTEN -> RECORD FACTS -> FOLLOW COMPANY SAFETY PROCEDURE -> ESCALATE -> DO NOT
PRESSURE -> DOCUMENT OUTCOME

Examples

» Driver reports a condition that may affect safe operation.

e Required equipment is unavailable or unsuitable.

e Cargo or loading condition appears problematic.

 Facility instructions appear inconsistent with company procedure.
e A driver reports an incident or potential accident.

Al Simulation

Act as a driver reporting a possible safety issue before departure. | must ask only useful questions, avoid
diagnosing the issue, follow escalation procedure, and avoid schedule pressure. After STOP, score my
response.

Boundary

BOUNDARY

The dispatcher should not substitute personal judgment for a qualified inspection, safety decision, or
required company process.
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6. Records, ELDs and Truthful Documentation

Electronic logging and other required records are subject to applicable requirements and company
procedures. A dispatcher should never instruct a driver to falsify duty status or other required records.

Documentation Principles

» Record operational facts accurately.

« Do not create false timestamps or events.

* Do not instruct someone to hide a violation.

e Do not ask a driver to alter records to fit a schedule.

e Use approved correction procedures when an error exists.

» Escalate suspected falsification or serious compliance issues.

Al Exercise

Simulate a dispatcher being asked to make a record appear cleaner than what actually happened. Test
whether | refuse the improper request, preserve the facts, and identify the correct escalation path.

Important Distinction

IMPORTANT DISTINCTION

Correcting an honest recordkeeping error through an approved process is different from falsifying a
record to conceal an event.

Key Habit

The record should reflect what actually happened.

7. Compliance Escalation

When to Escalate

e Potential HOS violation.

e Suspected falsification.

e Serious safety concern.

e Accident or reportable incident.

e Uncertainty about a legally significant requirement.

Conflicting instructions from authorized parties.

Situation beyond dispatcher authority or training.

Escalation Note

TIME | LOAD / DRIVER | FACTS | COMPLIANCE / SAFETY CONCERN | ACTION TAKEN | PERSON NOTIFIED |
INSTRUCTIONS RECEIVED | NEXT FOLLOW-UP
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Al Drill

Give me a sequence of events in which a routine delay develops into a compliance concern. | must
identify the exact escalation point and document the issue without making unsupported legal
conclusions.

Key Habit

Good escalation is specific: state the facts, identify the concern, and ask the qualified person or company
process to determine the appropriate response.

8. Legal Research and Al Boundaries

Regulations change and can contain operation-specific exceptions. A dispatcher should not rely on a
generic Al answer for a material legal decision without checking an authoritative current source or
qualified company resource.

Al Should Be Used For
e Scenario practice.

e Question generation.

* Role-play.

e Checklist practice.

Identifying facts that need verification.
e Testing whether a learner recognizes a compliance red flag.

Al Should Not Be Treated As
The final legal authority.

e A replacement for company safety personnel.
e A substitute for current regulatory text.
e Permission to ignore a company policy.

Al Verification Prompt

Identify the legal/compliance issue in this scenario. Separate the operational facts from the legal
question. Tell me exactly what facts need verification and what authoritative source or qualified company
resource should be consulted. Do not invent a legal requirement.

Practice Rule

PRACTICE RULE

When the consequence of being wrong is significant, verify rather than guess.

9. Common Safety & Compliance Mistakes

* Treating HOS as the driver's problem only.
* Using customer pressure to justify unsafe timing.
e Telling a driver to 'make it work" without considering legal limits.
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» Asking a driver to alter or conceal records.

e Ignoring a reported safety concern.

* Giving confident legal answers without verification.

e Failing to escalate serious issues.

e Documenting conclusions instead of facts.

e Allowing a commercial commitment to override safety procedures.

Correction Drill

Ask Al to create ten dispatcher statements. Identify which statements create safety or compliance risk
and rewrite them into professional, compliant alternatives.

Five-Minute Exercise

Take one tight appointment scenario. Write two plans: the unsafe plan and the compliant plan. Explain
exactly why the compliant plan protects the operation.

Self-Check

e Did | protect the safety boundary?

e Did | avoid encouraging a violation?

e Did I distinguish facts from legal conclusions?
e Did | know when to escalate?

e Did | preserve truthful records?

e Did | verify rather than guess?

10. Safety & Compliance Scorecard

Risk Recognition /10
HOS Awareness /10
Safety Judgment /10
Record Integrity /10
Escalation Judgment /10
Fact vs Legal Conclusion /10
Communication Under Pressure /10
Al Verification Discipline /10
Overall /80

Evaluation Prompt

Evaluate my Chapter 11 simulation using the scorecard. Identify every point where | treated schedule
pressure as more important than safety or compliance, made an unsupported legal claim, failed to
escalate, or suggested an inaccurate record.
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Practice Test

Complete three simulations: a tight appointment with HOS implications, a driver-reported safety concern,
and a record-integrity problem.

Pass Standard

The learner recognizes safety/compliance boundaries, avoids unsafe instructions, preserves truthful
records, and knows when to verify or escalate.

11. Chapter Challenge

Run a 15-minute simulation involving an active load, a tight delivery appointment, changing timing
information, a driver safety concern, and a request that would create a record-integrity problem. The
learner must separate the issues and respond appropriately.

You Must Demonstrate

e Recognize an HOS-related planning issue.

e Avoid unsafe schedule pressure.

e Treat a safety concern as a safety issue.

» Reject improper record manipulation.

e Use facts rather than unsupported legal conclusions.
e Escalate when appropriate.

* Document the event accurately.

Printable Safety & Compliance Desk Card

e SAFETY - Could this create a safety risk?

¢ HOS - Is legal operating time relevant?

e VERIFY - What facts are actually confirmed?

* BOUNDARY - Am | being asked to do something improper?
e ESCALATE - Does this exceed my authority?

e COMMUNICATE - What factual impact should be reported?
e DOCUMENT - What actually happened?

e VERIFY LAW - If legally significant, check the current authoritative rule or qualified resource.

Quick Al Prompt

QUICK Al PROMPT

Act as a realistic dispatch office. Give me a tight appointment, changing ETA information, a driver safety
concern, and an improper request concerning records. Do not coach me. | must recognize the
safety/compliance boundaries, respond professionally, escalate appropriately, and document facts. After
STOP, score me using the Chapter 11 scorecard.

Chapter Summary

Safety and compliance awareness is a core dispatch skill. The dispatcher should recognize HOS and
safety constraints, never encourage unsafe or unlawful conduct, protect record integrity, and escalate
questions beyond their authority. Al is valuable for practice and scenario testing, but legally significant
decisions should be verified against current authoritative requirements and company procedures.
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TEACH IT BACK

State the dispatcher response when safety or HOS status is uncertain. Include who must verify the
answer.
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CHAPTER 12

LOAD PLANNING, ROUTING &
APPOINTMENT MANAGEMENT

A practical guide to building realistic movement plans and protecting appointment
commitments

OBJECTIVE Develop practical planning skills without confusing a dispatch plan with a guarantee of travel
time, road conditions, or regulatory availability.

WARM-UP Why is a route plan an estimate to verify rather than a promise?
VOCABULAR time zone ¢ route constraint ¢ appointment window ¢ recovery plan
Y
Check Confirm Adjust
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Plan Sequence Monitor
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1. Planning the Movement

Load planning turns shipment requirements into an executable movement plan. The dispatcher must
consider pickup and delivery commitments, equipment, route conditions, driver availability, operating
constraints, and company procedures.

Planning Questions

* What must be moved?

e Where and when must it be picked up?

e Where and when must it be delivered?

« What equipment or shipment requirements apply?
* What timing constraints exist?

e What information is still unverified?

e What risks could disrupt the plan?

e What is the next decision point?

Planner Mindset

A good plan is explicit about uncertainty. It identifies what is confirmed, what is estimated, and what
needs verification.

Al Practice Rule

Al should give learners realistic planning inputs and changing conditions. The learner must explain the
reasoning behind the plan rather than simply produce a route.

2. Pickup and Delivery Appointment Management

Appointment Record

e e

Location Facility and address according to company information.
Appointment Date/time or confirmed window.

Check-In Known facility process or requirement.

Contact Authorized contact when applicable.

Special Instructions Verified operational instructions.

Risk Known timing or facility uncertainty.

Follow-Up Next confirmation or update.

Appointment Discipline

e Confirm rather than assume.

» Record time-zone information when relevant.
e |dentify appointment windows clearly.

« Allow operational planning for known constraints.
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e Communicate material changes promptly.

¢ Do not promise an appointment outcome that is not confirmed.

Al Drill

Give me a pickup and delivery with different appointment windows, time zones, and one missing
confirmation. Ask me to create an appointment plan and identify what must be verified.
3. Route Planning Awareness

Dispatchers need enough route awareness to plan realistically, but actual routing should use approved
navigation, routing, and company resources. Conditions can change because of traffic, weather,
construction, restrictions, closures, or equipment-specific limitations.

Route Questions

What is the planned origin and destination?

What route resource is being used?

Are there known restrictions relevant to the equipment or shipment?
e Are there appointment or timing constraints?
e Could weather or traffic materially affect the plan?

What information requires current verification?

Do Not Assume

DO NOT ASSUME

A map estimate is not a guarantee. Do not represent an estimated travel time as a guaranteed arrival
time.

Al Routing Drill

Give me a load with a fixed pickup and delivery commitment. Introduce a route disruption. Ask me to
explain what | would verify, who | would notify, and how | would update the plan.

Key Habit

Use route information to support decisions, not to create false certainty.

4. Time Zones and Scheduling

Long-distance dispatch frequently crosses time zones. A dispatcher should identify which local time
applies to each appointment and avoid ambiguous communication.

Time-Zone Checklist
« ldentify origin local time.

Identify destination local time.

Confirm the appointment time and source.
* Record time-zone information where needed.

e Use unambiguous wording in communication.
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e Recheck when a schedule changes.

Al Exercise

Create a multi-state load with pickup and delivery appointments in different time zones. Test me on
identifying the correct local appointment times and communicating them without ambiguity.

Common Mistake
Do not assume that a time written without a time zone means the same thing to everyone involved.

Practice Note

A simple notation such as '10:00 AM local facility time' can prevent unnecessary confusion when
appropriate.

5. Planning With Driver Constraints

The plan must reflect the driver's actual operational constraints, including legal operating limits, company
procedures, equipment condition, and current status.

Planning Inputs

e Current driver/truck status.

» Pickup and delivery commitments.

e Available legal operating time as verified through approved processes.
* Required breaks/rest or other applicable constraints.

¢ Equipment requirements.

¢ Known route or facility issues.

e Company policies and customer commitments.

Al Scenario

Give me a load that appears easy but becomes difficult after the driver's available operating time and
appointment constraints are introduced. Test whether | re-plan rather than pressure the driver.

Key Habit

A schedule is only useful if it can be executed safely and within applicable requirements.

Escalation

When a planning conflict cannot be solved within normal dispatch authority, escalate through company
procedure.

6. Appointment Recovery

When an appointment becomes difficult or impossible, the dispatcher should move from assumption to
controlled recovery.

Recovery Sequence

IDENTIFY CONFLICT -> VERIFY CURRENT STATUS -> ESTIMATE IMPACT -> CONTACT APPROPRIATE PARTY
-> REQUEST / CONFIRM NEW PLAN -> UPDATE DRIVER -> DOCUMENT
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Recovery Options May Include

¢ Updated appointment time.

e Revised delivery expectation.

» Additional verification with the facility.

» Alternative operational plan authorized by the company.
e Escalation to management or customer service.

Al Role-Play

Al ROLE-PLAY

Act as a broker and receiver during an appointment recovery. The truck is delayed for a verified
operational reason. Make the conversation difficult but realistic. | must avoid promising an unconfirmed
recovery time.

Important

IMPORTANT

Never conceal a material delay merely because a revised appointment has not yet been obtained.

7. Multi-Load Planning

When managing several loads, planning becomes a portfolio problem. Each load has a next milestone,
risk level, and required action.

Planning Board

A

Priority Questions

e Which appointment is closest?

e Which load has the highest operational risk?
e Which issue requires outside confirmation?
e Which action has a dependency?

e What can wait without creating risk?

Al Multi-Load Drill

Give me four loads with different appointment times and risks. Add one route disruption and one missing
confirmation. | must prioritize actions and explain why.

TRUCK DISPATCH Al PRACTICE MANUAL 105



Chapter 12: Load Planning, Routing & Appointment Management BEHLOL MERCHANTS - DISPATCHING DIVISION

Key Habit

Planning several loads means controlling dependencies, not merely listing them.

8. Common Planning Mistakes

e Planning from unverified appointment information.

e Ignoring time zones.

e Treating map ETAs as guarantees.

 Ignoring driver constraints.

 Failing to identify the next decision point.

e Planning only the ideal scenario.

e Not considering known route or facility risks.

e Changing the plan without updating affected parties.

e Keeping multiple load priorities in memory instead of a tracking system.

Correction Drill

Ask Al to produce a flawed dispatch plan containing ten planning errors. Identify each error, explain its
operational impact, and rebuild the plan.

Five-Minute Exercise

Take one fictional load and create a movement plan with confirmed facts, estimates, uncertainties, risk
points, next milestone, and follow-up.

Self-Check

e Are appointments confirmed?

e Are time zones clear?

e Are driver constraints considered?

¢ Is the route information current enough for the decision?
e What could disrupt the plan?

e What must be verified next?

9. Planning Scorecard

Information Gathering /10
Appointment Control /10
Time-Zone Accuracy /10
Route Awareness /10
Driver Constraint Awareness /10
Risk Identification /10
Recovery Planning /10
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Multi-Load Prioritization /10

Overall /80

Evaluation Prompt

Evaluate my load-planning simulation using the Chapter 12 scorecard. Identify every unsupported
assumption, missed timing conflict, ignored constraint, poor priority decision, and unverified
appointment.

Practice Test

Complete three simulations: a simple single load, a time-zone-sensitive load, and a multi-load plan with
an appointment conflict.

Pass Standard

The learner should build a realistic plan, identify uncertainty, account for operational constraints, manage
appointments, and adjust the plan when facts change.

10. Practical Al Prompt Library

Prompt 1 - Single Load Planning

Give me a realistic truckload with pickup, delivery, equipment, appointment, driver, and timing
information. Ask me to build a dispatch plan. Do not coach me. Grade my plan after | submit it.

Prompt 2 - Appointment Conflict

Simulate a load where the driver develops a verified timing problem. Make the original appointment
difficult to meet. Test whether | verify facts, communicate, and build an authorized recovery plan.

Prompt 3 - Route Disruption

Simulate an active load with a route disruption. Give me incomplete information at first. | must identify
what needs verification before changing the plan. Grade my reasoning.

Prompt 4 - Multi-Load Board

Create four active loads with different appointment risks. Introduce two new events. Test whether |
reprioritize and maintain follow-up.

Prompt 5 - Planning Debrief

Review my dispatch plan. Separate confirmed facts, estimates, assumptions, risks, and missing
information. Identify the three most important improvements.

11. Chapter Challenge

Run a 15-minute planning simulation with two loads. One should involve different time zones and a tight
appointment. The other should develop a route or facility disruption. Require the learner to prioritize,
verify, communicate, and re-plan.

You Must Demonstrate
e Build a complete movement plan.
e Confirm appointment information.
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e Handle time zones correctly.

e Recognize route uncertainty.

e Account for driver and compliance constraints.
* |ldentify risk points.

e Recover from an appointment conflict.
 Prioritize multiple active loads.

e Document the next actions.

Printable Planning Desk Card

e CONFIRM - What is actually verified?

e APPOINTMENT - What local time and window apply?
» DRIVER - What constraints affect execution?

e ROUTE - What must be checked?

e RISK - What could disrupt the plan?

e PRIORITY - What needs attention first?

e ADJUST - What changed?

e DOCUMENT - What is the new plan?

Quick Al Prompt

QUICK Al PROMPT

Act as a realistic dispatch planning environment. Give me two active loads with pickup and delivery
commitments. Introduce a time-zone issue, a route disruption, and a changed appointment. Do not
coach me. | must verify information, prioritize, communicate, re-plan, and document. After STOP, score
me using the Chapter 12 scorecard.

Chapter Summary

Effective load planning combines verified shipment information, appointment control, time-zone
awareness, route awareness, driver constraints, risk identification, and disciplined recovery. The
dispatcher should build a realistic plan rather than a perfect-looking plan, clearly identify uncertainty, and
update the plan when conditions change.

TEACH IT BACK

Explain how appointments, time zones, route constraints, and driver availability fit into one plan.
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Use these pages to practice, review, and build a repeatable operating rhythm.



Chapter 12: Load Planning, Routing & Appointment Management BEHLOL MERCHANTS - DISPATCHING DIVISION

Appendix A - Master Desk Cards
et pg

Before a broker call
Before accepting
Before dispatching
During tracking
During an exception

At closeout

Truck? Location? Timing? Equipment? Objective? Missing facts?

Four gates: equipment, time, route, commercial fit.

Written terms, addresses, appointments, contacts, freight, constraints, next update.
Where? Status? ETA? Risk? Next action? Next update time?

Verify, assess, communicate, document, follow up.

Delivery status, required documents, open charges/issues, final notes, file organization.

Before you send, say, accept, or promise: Is it safe? Is it verified? Is it authorized? Is it documented?
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Appendix B - Printable Practice Sheets

Load Qualification Sheet

Load ID / contact

Origin / destination

Pickup / delivery / time zones
Commodity / weight / dimensions
Equipment / special requirements
Offered rate / terms

Missing facts

Decision / authority / next action
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Driver Dispatch Brief

Load and stops

Addresses and contacts
Appointments and time zones
Freight / equipment notes
Known constraints

Documents / reference numbers
Safe update plan

Driver read-back / questions
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Exception Report

Date / time / load
Reported by

Verified facts
Estimate / uncertainty
Operational effect
Who was notified
Decision / owner

Follow-up trigger and time
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Appendix C - Student Glossary

Accessorial

Appointment

Broker

Carrier
Commaodity

Deadhead

Detention

Dispatcher

ELD

ETA

Exception

Gross rate per mile
HOS

Linehaul

Load

Rate confirmation
Receiver

RODS

Shipper

Time zone

An extra service or charge beyond the basic linehaul movement, subject to agreed terms.
A scheduled pickup or delivery time or window.

A person or company arranging transportation between a shipper/customer and a motor carrier
under applicable authority.

The authorized motor carrier responsible for operating the transportation service.
The freight being transported.
Truck movement without the paying load, often to reach pickup or reposition.

Time a truck is delayed at a facility beyond agreed or allowed time, handled under applicable
terms.

The person coordinating information, communication, planning, and records for authorized
operations.

Electronic logging device used to record required driving and duty-status information for covered
operations.

Estimated time of arrival - an estimate, not a guarantee.

A condition that may require a change, decision, notification, or follow-up.

Gross rate divided by the chosen mileage basis; it is not the same as profit.

Hours-of-service rules governing driving, on-duty time, and required rest for covered operations.
The main transportation movement and its base rate, depending on the agreement.

A shipment or transportation movement being planned and handled.

A written document confirming agreed load details and commercial terms.

The facility or party accepting freight at destination.

Record of duty status.

The facility or party providing freight at origin.

The local clock standard that must be identified for appointments and updates.
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Appendix D - Answer and Coaching
Guide

Many activities in this manual are performance tasks, so there may be more than one
strong response. Grade the learner's process, not whether the learner copied a script.

Safety The learner stops or escalates when safety or compliance is uncertain.

Facts Confirmed information is separated from estimates and assumptions.
Questions Questions are relevant, organized, and adapted to the person.

Authority The learner does not invent permission or make unauthorized commitments.
Communication The message is calm, specific, timely, and closed-loop.

Documentation A second person can understand the event, decision, owner, and next action.
Reflection The learner identifies one behavior to repeat and one behavior to change.

Worked answer - Chapter 4 example

Deadhead 60 miles + loaded 540 miles = 600 total miles. $1,500 / 600 = $2.50 gross per total mile. A
complete answer also states that this is a screening number, not profit, and that timing, equipment,
authority, and missing facts still must be checked.

Ask the learner to correct one behavior and repeat the same scenario. Changing one behavior at a time
makes improvement visible.
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Appendix E - Safety Notes and Official
Sources

VERIFY BEFORE USING

Federal rules, exemptions, interpretations, company policies, state rules, and operating facts can
change. Use the current official rule and a qualified safety or legal professional for an actual operation.

Selected U.S. federal learning references

EMCSA - Summary of Hours of Service Regulations Property-carrying limits, break, cycle, sleeper berth, adverse
conditions, and short-haul summary.

EMCSA - General Information About the ELD Rule ELD coverage, requirements, limited exceptions, supporting
information, and record retention.

EMCSA - Mobile Phone Restrictions Fact Sheet Restrictions on hand-held mobile-device use by CMV drivers.
EMCSA - Broker and Bona Fide Agent Guidance Official notice linking to final guidance relevant to brokers, agents,

and dispatch services.

Source and editorial note

This student edition incorporates the supplied Chapter 2, 3, and 5-12 manuscripts. Chapters 1 and 4 are
newly written editorial bridge lessons added to create a continuous learning sequence. The design,
diagrams, chapter warm-ups, teach-back prompts, worksheets, glossary, coaching guide, and
official-source notes were added for this edition.

Official references checked August 8, 2026.
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https://www.fmcsa.dot.gov/regulations/hours-service/summary-hours-service-regulations
https://www.fmcsa.dot.gov/hours-service/elds/general-information-about-eld-rule
https://www.fmcsa.dot.gov/driver-safety/distracted-driving/mobile-phone-restrictions-fact-sheet
https://www.fmcsa.dot.gov/newsroom/fmcsa-issues-final-guidance-clarifying-broker-and-bona-fide-agents-definitions
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