Driver User Journey

This user journey map reflects a driver’s typical day, including safety-related tasks, preparation for the day’s route, actual driving activity, and post-trip activities. The driver journey varies

depending on whether the driver is employed by a Local, Field Services, or Highway company. However, there are still many commonalities in the driver user journey across the different segments.

Phases

Timeline

Steps

Research

Key Metrics

~10 min

Come into the office

Go On-Duty on ELD app

Going On-Duty View in Dovetail

“So when they [drivers] punch in, realistically, they should be signed on
to their ELD and go on duty immediately.”

— Chris Hadid, Driver Manager

Not in Amplitude - Example visualization:
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~15 min

Lytx touchpoint

Face-to-face Coaching (if applicable)

e Avg. # of events per coaching session: 2.3
e Avg. # of behaviors per coaching session: 1.6
e Avg. # of coaching sessions per driver per month: 5.2

Event Videos: 3
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~40 min

Review route and stops
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. Review schedule: Look at time and location of each stop
2.

Determine load capacity: How much cargo can | carry and
how many stops can | make?

Check traffic and weather

Review route options, taking into account distance, traffic,
toll, and safety factors

. Plan out rest stops

Coordinate with dispatch: Ensure route is aligned with
company’s overall logistics plan
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Lytx touchpoint

Could be an Event Recognition (for a specific event), Driver
Recognition (for general performance), or Safe Driving
Recognition (quarterly recognition for having coachable score = 0)

Driver Recognition (if applicable)

MONROE DISTRICT SCHOOLS TRANSPORTATION SURVEY “ROUTE DATA INPUT™ JULY 2020

A. DRIVER: JASON THOMASOMN B. BUS #: 20 C.ROUTE #: SL.2

D OF AREA: 9125 E. SCHOOL: SUGARLOAF F. BUS RUN: PM

L.Fill out upper part completely using: A. Driver: Print your name, self-explanatory, B. BUS #: the bus number youn are
Driving to conduct the survey, C. ROUTE #, the two digit number listed as 1D on the attached Bus Route Master, D. OP
AREA, your operating area, ie., KW, SL, MA, or UK, E. SCHOOL, and F. BUS RUN, the four character code using both letters
and numerals.

ly tx 2. When completeing this form use the same four digit stop numbers and the same stop names that appear on vour route sheet.

> MY NOT combine “Runs™ on the same sheet.

3. Use a separate sheet for each route/school. Combine the morning and afternoon stops on the same form (if possible).
Use as many forms as necessary to identify the entire route.
You must put the odometer reading down for the school (both departing and arriving)

Certlﬁcate Of Excellence STOP TIME MNAME OF STOP ODOMETER | NUMBER OF
NUMBER {Description from Route $heet) READING STUDENTS
THIS CERTIFICATE IS PROUDLY PRESENTED TO
0001 13:45 DRIVER ARRIVE STORAGE
0002 13:50 | DEPART STORAGE
0003 13:55 ARRIVE SCHOOL
- @ - 0004 14:00 | DEPART SCHOOL
2% rwer 0100 14:12 US-1/ PALMETTO (BIG COPPITT)
0200 14:15 3®P STREET / AVE. B
Thank you for your outstanding commitment to driving safely. Your P 0300 14:17 4TH STREET /AVE. D
efforts make our community a safer place to work and live. Your - 0400 14:22 BARCELONA /PUERTA
contributions are recognized and greatly appreciated. 0500 14:37 1'S-1/ CALLE UNO
0600 14:45 | SUGARLOAF BLVD. / CORAL RD,
2001 14:50 | RETURN TO STORAGE
9002 14:55 END BUS RELATED DUTIES
Presented by: Taylor Safety Manager Brian Driver
April 14,2025 # DriveCam DC4DC Test Co

Example: School bus route plan sheet
Listen to safety debrief

e Short (3-5min) group meeting where Safety Manager will
cover any relevant safety topics
e Example: 3-foot rule - make sure to give at least 3 feet of

clearance between vehicle and cyclists
e Warndrivers of any dynamic risk concerns - weather
warnings, traffic conditions, etc.

Typical Coaching Session View in Dovetail

“Well, first | would bring him in. He's going to know already that he's
coming in to see a video. I'll have him look at it and ask him, you know,
what did you do wrong? He's gonna know. He's probably gonna have a
lot of explanations, you know, of what he's going through. And | would
just let him know that if he needs to take more time off, he needs to take
time off. But this is unacceptable that he could have killed somebody
just by not looking ahead to 15 seconds.”

— Don, Safety Supervisor

Daily Safety Debrief View in Dovetail

“The manager will give us a little 5-minute thing that’s mostly just
about safety - talk about the 3 foot rule. We have a 3 foot rule that we
don't want anything within 3 feet around the truck and we have to sign
a little thing saying that we will always watch for that [...]. So he always
reminds us of that every day. And then he reminds us to make sure we're
doing our DVR correctly, making sure we check everything, tires, etc.
And then we have one major safety meeting a month that lasts about
20 minutes and he goes over a little more detail about some issues.”

- Robert “Bob” Smith, Driver

Known Data Points
e Avg.# of events per coaching session: 2.2
o Avg. # of behaviors per coaching session: 1.6
e Avg. # of coaching sessions per driver per month: 5.2
e Most common time of day to coach: Morning / Pre-trip
Most coached behaviors by # of coaching session w/ behavior:
Following Distance: 2 1 secto < 2 sec
Following Distance: < 1 second
Incomplete Stop

Failed to Stop
Posted Speed Violation

GR LN e

Unknown Data Points
e Average time spent on an individual coaching session: ?

e % of Coaching sessions completed on different device types
(desktop vs. tablet vs. mobile): ?

View in Dovetail

Reviewing a Route

“We have little boxes over there where they have their paperwork,
they'll get their folder with whatever their route name is. And then, you
know, they'll check their paperwork and make sure everything's
accurate and up to date. Like, okay, | should have these stops, | don't
have these stops, this one's way out of the way. Raise any red flags, call
me if need be, and then go about their day.”

— Chris Hadid, Driver Manager

Number of Events Per Coaching Session Trend Tableau

MNumber of Events

Avg. Per Coaching Session

|

o, —

Apr 4 Apr9 Aprld  AprlS  Apr24  AprZ9 May 4 Mays Mayld MaylS May24 May29
Day of Coaching Session Start [2023]

Number of Behaviors Per Coaching Session Trend Tableau
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Coached Behavior Volume - Past 56 Days

Coaching Session Volume by Behavior

Following Distance: 2 1 sec to < 2 sec Following Distance: < 1 second Failed to Stop Roadway

Other Distraction

ER Obstruction

Near Collision

Late Response

Cell Handheld -

Observed

o Vehicle Pickup & Inspection

~20-

45 min

Pick up vehicle keys and locate in yard

In-yard move

Driver may need to move vehicle within the yard before
inspecting and loading the vehicle

Lytx touchpoint

Inspect vehicle & trailer and fill out pre-trip DVIR

See ELD User Journey for details —

 Stock | #491219699

< Lytx Field Service DVIR Certify

Walkaround Photos

L inl
L .:I-—T.-t'-;'- i _ :
S = A Safe to Operate

24 items inspected. No major defects found.

| certify that | have inspected this vehicle per federal or

local guidelines.

Signature

Coolant Level

Parking Brake

Water Pump

Air Compressor

Pre-trip DVIR inspection list and certification

Tableau

Pre-Trip DVIR View in Dovetail

~40 min

Lytx touchpoint

Catch up on self-coaching tasks while waiting to
load vehicle* (if applicable)

See Appendix 5 for Self-Coaching Workflow —
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Driver App Safety Activity feed & self-coaching session

Load vehicle

e Loads in an organized & efficient way

e Groups items to minimize amount of time it takes to unload
e |abels facing outward

e Loads heavier items first to distribute weight evenly and keep

vehicle balanced

e Maximizes space by stacking items
e Safety first

e Ensures items are secure and vehicle is not overloaded
e Clears walkway of any tripping hazards
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“Then they [the driver] will go to their truck, they have to open up the
back door, they have to make sure they have the right freight, they have
to make sure that their load is secure. They got to make sure that they
have a pallet jack or a dolly, depending on what route they're doing.
And then they'll go out to their cab, and that's when they'll do their pre-
trip, you know, check your trailer, check your truck, check your brakes,
any malfunctions, any defects, you put it in your DVR and you go about
starting your day for deliveries. Now in the event that there's something
major, | have a night shift guy here, a night shift supervisor that'll swap
them out of that truck.”

- Chris Hadid, Driver Manager

Typical Inspection Time View in Dovetail

“You could do a good inspection in 15 minutes. That's probably your
average - 15 minutes doing an inspection.”

— Chris Hadid, Driver Manager

Known Data Points

See ELD User Journey for details —

Not in Amplitude - Example visualization:
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*Note: Self-coaching tasks are likely completed whenever the driver
has a few extra minutes and is still on duty.

Reluctance to Use Mobile App

View in Dovetail

“There's a mix of people using the app and people going into the
website. We're still dealing with a driver force that is much older than
the workforce in just about any other industry. So there's some
hesitation there and there's some lack of knowledge. They're a little bit
afraid of, or don't quite know how to use it [the Driver App]. So their
solution is to avoid it. We've helped everybody along, but the idea has
been to get them to watch their videos and learn from them. So we
haven't been so concerned about pushing the app just because they

watch it online.”

— Chris Woody, Safety Manager

Unknown Data Points
e Avg.self-coaching cadence for a self-coaching driver: ?
e Average time spent reviewing an individual event: ?
e Average time spent self-coaching events in a single session: ?

e Average # or % of coachable events reviewed in a session: ?

Most common time of day to complete self-coaching tasks: ?

e Average time to self-coach once event becomes coachable: ?

% of self-coaching completed on different device types: ?

° Drive Route

~10-14 hrs*

*Legally, the Department of Transportation allows OTR drivers to drive up to a maximum of 11 hours
per day, all of which must be completed within a 14-hour window.

Lunch Break

Following Distance: =2 1 secto < 2 sec

+ Wet Road (Dynamic Risk)

T m Handheld Device

Creating Separation Incomplete Stop
by Slowing Down

a Post-Trip Inspection and Safety Performance Review

~15-40 min

Lytx touchpoint

e Driver walks around and inspects the vehicle, identifies any

Inspect vehicle & trailer and fill out post-trip DVIR

issues he sees, and documents them in DVIR

e Example: Nail in tire

See ELD User Journey for details —

Local

Driving Activity
(N
Package dropoffs / Quick stops
Behaviors
T !
No Seat Belt
Lytx Device I
1 | 177
In-Cab Alerts |
Event generated

Field Services

Driving Activity
Job 1 Job 2

Behaviors
1T |

Incomplete Stop Smoking

Lytx Device I
T [
Event generated
Highway
Driving Activity
Break at rest stop
(Check-in call with Manager)
Behaviors
Following Distance: <1 sec Speeding Following Distance: 2 1 secto < 2 sec
Lytx Device
i i 1)
In-Cab Alerts

Positive Driver Feedback on In-Cab Alerts View in Dovetail

“When the camera starts beeping, they're able to give themselves a four second cushion before they would
trigger an event. And I've had several drivers give me positive feedback on how that's helped change their
driving behaviors out there. That is a win.”

- Jane Spurling, Safety Manager

Unknown Data Points

e Avg. # of behaviors exhibited per driver per day: ?

| | | :

T T T |
| Example of gaming the system: Driver knows he
Event generated can get away with being on his phone for a certain
length of time without generating an event
Lunch Break Job 3 Job 4
T T

Food or Drink

| N 1
In-Cab Alerts Example of gaming the system: Driver knows he

can get away with eating for a certain length of
time without generating an event

Lunch Break
(Check-in call with Manager -
Winter storm up ahead)

Break at rest stop
(Check-in call with Manager)

Creating Separation
by Slowing Down

7 Positive Event generated

In-Cab Weather Alert (in pilot)
“Winter storm warning”

Gaming the System View in Dovetail

“Drivers have given us feedback - | know if | do the behavior under 60 seconds, | will not trigger a coaching event. So they know that they
can do a text back to whoever or pick their phone up and put it down. They know that they can drive through a gate without a seatbelt on.
And how that comes into play for us is we have a thing called a rough uneven event and we have thousands of them a day. And so that is
where drivers have their phone in their hand and they were trying to beat that 60 second clock and the rough uneven event was taken and
then they got captured with a phone in their hand. This kind of tells us the story of how many times they're doing that a day.”

- Nichole Gizzi, Program Champion

Safe Driving Example:

Driver generated O
coachable events today.

If Driver continues streak
without any coachable
events for the month or
quarter (depending on
company setting) AND
meets minimum mileage
threshold, he will receive a
safety recognition badge.

Lytx Field Service DVIR

A Major
Minor

After my trip | found a nail in the front left

tire of the vehicle. The nail was not there A

when | did the pre-trip inspection. - L
found a nail in the front left tire of the

1e nail was not there when | did the pre-trip

Photos

Example: Logging a defect in post-trip DVIR

Lytx touchpoint

e Receive Driver App notification of any recent Safe Driving

Review Recent Achievements in Driver App (if any)

Achievements

e Review Achievements in the Driver App

Phillip Hoffman
4 Standard ¢ 2 Bronze ¢ 1 Silver ¢ 0 Gold 4

.
9:47

Monday, June 3

City Plumbing Company
SD East County, SD North County

2025 (14 14 04 0+

O O

Coachable Score of 0 Coachable Score of 0
for 2 Months in Mar 2025

May - Jun 2025 Mar 2025

6,652 midriven 3,652 midriven

L1154 Phillip, you drove two cons
coachable score of 0. Keep

2024 24 14 04 04

2023 14 04 14 04

View in Dovetail

Protocol for Defect

~10 min

Go Off-Duty on ELD app

Local

Drop off vehicle and return keys to office

Field Services

Drive work vehicle home
e Applicable for drivers who may need to start their workday
from home or respond to emergency calls
e More common in utilities, HVAC, and plumbing

OR

Drop off vehicle at office or designated location
e More common in landscaping or construction, where vehicles
may carry heavy equipment or materials that cannot be stored

“We just go in the office and talk to the boss and say, Hey, you know,
this is the issue that's happening. And then we just trade. We just
change the trucks out in our DB and our Samsara app to the truck that
we get. Because we always have an extra truck or two if that type of
thing happens that we know we can use.”

- Robert “Bob” Smith, Driver

Known Data Points

See ELD User Journey for details —

atdriver’s home

Highway

1. Find a safe & legal parking spot
2. Check-in with dispatch: Report their location and any updates

on delivery schedule

3. Make dinner / personal time
4. Sleep in truck’s sleeper berth

Truck sleeper berth

Positive Recognition View in Dovetail

And he [the driver] said, you should see me right now. He said, | am
smiling from ear to ear. He said, you just made my week. And | said, that
is excellent. | said, and that's what my job is all about. | said, | am here
to tell you that you did it right, and stayed safe. And we want to
recognize that talent. And yeah, it made a difference. He called his
terminal manager after that, who already knew that | was going to be
calling him. And he was just thrilled, you know. [...] So it's really a great
program. And it's getting a lot of positive feedback from drivers that are
out there promoting their recognition. Other drivers are seeing that,
and now they want some of that recognition. So, you know, it's a really
good thing.”

- Jane Spurling, Safety Manager
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https://peach-buffalo-trnh.dovetailapp.com/tags/4ggCKYBui2pbeKLZg8Nn2Z
https://peach-buffalo-trnh.dovetailapp.com/data/7JvJzDysZdX5eZmax2twe2#:v:h=vlagErNRrekR0nz3eEIWR
https://peach-buffalo-trnh.dovetailapp.com/data/2wvUB0bBZl3iqdQZCpGgny#:v:h=68Y9ZADVkk3kdFIeHLWmeL
https://peach-buffalo-trnh.dovetailapp.com/tags/73OICMpOcHo2K69Wmzx9iU
https://www.figma.com/file/Fc4xL893vZ3HxhU8jx0aYs/ELD-User-Journey?type=design&node-id=1%3A22&t=1sXTRYgpKsJXLKpH-1
https://peach-buffalo-trnh.dovetailapp.com/data/2wvUB0bBZl3iqdQZCpGgny#:v:h=nQGPf8wcgje1XfZKwrtlZ
https://peach-buffalo-trnh.dovetailapp.com/data/2wvUB0bBZl3iqdQZCpGgny#:v:h=nQGPf8wcgje1XfZKwrtlZ
https://www.figma.com/file/Fc4xL893vZ3HxhU8jx0aYs/ELD-User-Journey?type=design&node-id=1%3A22&t=1sXTRYgpKsJXLKpH-1
https://peach-buffalo-trnh.dovetailapp.com/data/12g7zC4GvC1f7FCW3f04HQ#:v:h=6meA6ikn2SXXzOB7h5ciyz
https://peach-buffalo-trnh.dovetailapp.com/tags/6NmceL6EY090KorubXOnoj
https://peach-buffalo-trnh.dovetailapp.com/tags/4PMIth0nyfW8oVzQnfdXqS
https://www.figma.com/file/Fc4xL893vZ3HxhU8jx0aYs/ELD-User-Journey?type=design&node-id=1%3A22&t=1sXTRYgpKsJXLKpH-1
https://peach-buffalo-trnh.dovetailapp.com/tags/4bzgub082GgqzJUAyesJus
https://www.figma.com/file/Fc4xL893vZ3HxhU8jx0aYs/ELD-User-Journey?type=design&node-id=1%3A22&t=1sXTRYgpKsJXLKpH-1
https://peach-buffalo-trnh.dovetailapp.com/data/2ZAO8444A34CygipCxQ4Jz#:v:h=5iPcqEF83r35blo3lqBFpc

