Mistakes Brokers Make 
by Tom Heine, President, Aljex Software Inc.

If you don’t make mistakes in business, it means you aren’t really trying. We all make mistakes; smart business people learn from them. As a result, their businesses grow.

From our vantage point serving the brokerage community we see it all the time. Here are the most frequent mistakes that many brokers make and keep making, mistakes big and small that keep their businesses from growing:

1. Not following up on sales leads. Brokers have a built in sales lead generator -- new shippers and consignees among the loads they handle every day. Brokers should be telemarketing to every shipper and consignee they don’t already know. Ignoring those leads is like seeing lottery tickets on the sidewalk and leaving them there. Any one of them could be a winner.
2. Using the telephone as the primary means of load marketing. It just isn’t efficient. Brokers should use burst emailing of load lists. They should encourage their carriers to pick the loads they want from their broker web site. Time saved can be used to call those new shippers and consignees.
3. Not making alliances with other companies. Drayage companies, intermodal companies, and brokers can feed business back and forth to one another. Partnerships can expand a broker’s market and ultimately pay handsome dividends.

4. Being a commodity. If you blend in with everyone else, if you compete on cost alone, you are a commodity. Think about ways to add value so people will pay a little more to use your services. Consider web services, automated delivery updates, EDI, and custom reporting. Listen to your customers; what do they ask for?
5. Failing to cultivate core carrier relationships. Too many brokers use the load boards first, without going to a trusted, core group of carriers. Building relationships with carriers generates better service; brokers spend less time and money constantly qualifying new carriers.

6. Posting to only one or two load boards. That simply limits the number of carriers who see a load. Brokers might as well post to all of them. Why not?
7. Not having a service like Carrier Watch or RMIS (Registry Monitoring Insurance Services). The price of these services is generally less than the cost to monitor your carriers insurance with your own personnel. In addition, they catch problems that you might not catch, like a certificate that is good for a year, but the carrier doesn’t pay the premiums. It’s the right thing way to do business. Besides, one big claim every five years will cost more than five years of monitoring. 

8. Failing to check the carrier safety rating for every load covered. See mistake no. 7.
9. Doing without an updated, professional web site.  Potential clients rarely go to a broker’s office. Few consult the Yellow Pages. Most use the Internet. A smart web site is crucial to projecting a good image.
10. Crummy phone systems. Think of the person calling your office. Make sure it’s easy for someone to give you a new load or to track an existing load. If a customer or potential customer gets lost in your phone system when trying to book the load, they might simply bail and go elsewhere. You’ll never know.

11. Crummy computers. A computer is the most important tool your employees have. A slow computer is a constant annoyance. A good, new computer might cost $500 and can greatly increase the output of an employee. Spend the money.
12. Crummy monitors. Splurge on monitors. Big clear screens help avoid errors and boost morale. Two or three monitors attached to a PC will increase the potential for each employee to contribute. This is the number one best investment to increase productivity in your company.   

13. Not enough memory. If a computer has less than 2 gb of RAM, add more. It will speed the computer and get more work from its operator. Doubling memory can cost less than $75.00 per computer.

14. Lack of teamwork. At many brokerage companies, employees don’t collaborate nearly to the extent they should. They should be resources to one another, partners in finding, developing, and serving business.
15. Building a proprietary TMS system. There was a time when it was feasible to build a TMS (Transportation Management System) from scratch. Not anymore. Most companies seriously underestimate the time and effort it takes to create, test, and implement a system. And an in-house system, once built, must be constantly upgraded or it will quickly become outdated. It can be very expensive to go it alone.

16. Having a closed mind for new ideas. We all like the phrase “if it ain’t broke, don’t fix it.” But when a way of doing business is set in stone, you might not know it’s broke. For brokers, business conditions and technology change very quickly. Every part of the business should always be open to reevaluation, especially if the justification is “because we’ve always done it that way.”
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