Handling Motorist Observation Reports and Coaching Drivers Effectively

A SafetyFirst Program Overview for Managers
Introduction

A very small percentage of drivers drive aggressively (take risks): over the past 15 years, we have seen that in most fleets, 80% of all drivers NEVER get a call about their driving unless it is to praise their professionalism.  10% get one call and respond to the coaching session, and the last 10% get repeat calls about their risk taking habits.

Our program, to be effective at reducing collisions at your company, depends on each manager taking a little time each month to investigate, complete and return each report that is sent from SafetyFirst.  The most critical step is coaching the affected driver in order to help them drive more safely.

How does the program work?
1. The general public calls SafetyFirst to report their concerns

2. SafetyFirst “politely interrogates” the callers to get as much detail as possible

3. Then we send the report to you for investigation, coaching of the affected driver and completion of the report by sending it to us for closeout

Why Discuss Reports with Drivers?

· Establish the facts

· Hear their side of the situation

· Provide safety information designed to reduce re-occurrence of complaints

· Determine if further follow up is needed

Follow Up on Motorist Observation Reports (MORs)

In most cases, the Motorist Observation Report (MOR) is sent via email (quicker delivery), but some may get theirs by Fax.  Key issues on dealing with MORs:

· The reports are usually sent within an hour of getting the call

· The report should be matched to a driver As Soon As Possible (who was driving at the time of the incident?) To help you, the MOR shows decal #, vehicle # and Plate #

· The MOR is divided into two parts

· Top portion is information for you, about the incident 

· Bottom portion is information that you need to complete and send back to SafetyFirst 

· We need to positively identify the driver with any one of these – 

· Social Security #  OR
· Drivers License # OR 

· an employee # assigned by your company

· You’ll want to make note of caller identity and phone number, then mark it off the report with a heavy marker or pen so that the driver can not see it
· The driver should never have access to the caller information

Some fleets call the motorist to confirm the details of the report.  If you choose to do this, here are some tips:

· You’ll want to thank them for their concern and time to make the call

· State that you are investigating the incident and will discuss their concerns with the driver

· No need to apologize or be defensive

(cont’d on back)

Prepare for the Coaching Session

Preparation for the coaching session will help make it productive for you and the driver. Key tips:

· Study the observation report details

· Check the driver’s personnel records for prior accidents, citations, etc. 

· Note any trends in driver’s history

· Review the safety sheet that will be provided to the driver after the coaching session - it will provide you with coaching points

· If you suspect that there will be a need for formal follow up training, check to see what resources are currently available
Set the stage for a calm, private discussion

· Provide a tactful notice to driver that you want to discuss a report

· Mention that this is a chance to talk about his/her side of the report

· Mention that you are interested in establishing the facts, not blame

· Find a quiet, neutral place for the interview where there will be few interruptions
Interview

1. Begin by explaining your company’s policy on dealing with road observations (provide a copy if available)

2. Describe the desired outcome of the discussion (improved safety awareness)

3. Describe the report details and invite the driver to recall their actions

4. Ask questions for clarification, but try not to interrupt too frequently

5. Listen actively - make notes and reconfirm details to reinforce your understanding

6. Drawing a diagram of the incident may help provide more details

7. Make sure that the driver reads the attached safety bulletin when provided with an MOR

8. Empathize with the driver. Let them know that you can identify how you would feel in their place

9. Ask the driver if they would make different choices in a similar situation tomorrow
Closing

Tell the driver how you feel about the observation report, and explain how, as a professional driver, their job is in the “public eye” - - customers, shippers, and other professionals are watching.  Make sure to convey your concern for the driver:

· They are important to the company

· The report serves as a reminder that driving can become “automatic”

· You don’t want to see them in a crash

· Offer training as a positive, not “punishment”

· Give the driver the benefit of any doubts on the incident/event

After the Interview
· Document the date and time of discussion

· Complete the report, including signatures and any comments that you want to enter regarding the report, or the incident

· Send us the report immediately and file your fax confirmation 

· File your notes 

· Schedule any necessary follow up activities
For more information, call SafetyFirst and ask for customer service.

Our toll free office number is 888.603.6987
