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EXPOSURE READ 20 · OVERVIEW

THE BOOK OF BUSINESS
For the railroad that has to win its traffic, and keep it.

A read of a short line’s traffic, customer by customer: what the line inherited, what it keeps,
what it lost and why, which accounts still pay, and where new carloads come from. This
overview sets out the question the Read answers and the seven things it examines.

07
WHAT WE EXAMINE

Each one read on your own line, one name at a time.
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§  0 1 A SHORT LINE’S TRAFFIC IS A LIST OF NAMES

WHAT YOU CAME HERE FOR
What you came here for: How do we find new traffic for our line?

You want more carloads, customers who stay, and a line that pays for its own track. You want
the railroad to grow instead of waiting for the next customer to call.

And under it, mostly unsaid: you want to know why the ones who left actually left, and whether any
of them would come back if someone asked.

§  0 2  ·  T H E  Q U E S T I O N ,  R E S T A T E D  · what the list has lost

The question this Read asks: how many carloads we lost in recent years, and how many of the
customers who stopped sending them anyone asked why.

A large railroad’s book of business is a market. A short line’s is a list of names. Every name on it
is a share of the year, and the line is paid for by whoever is still on the list. Not every share pays
for the track it uses.

A railroad is obliged to carry what is offered to it. Nothing obliges it to go and find the offer. The
traffic a short line inherits came with the line. The traffic it keeps, it earns, one switch at a time.

And a short line seldom loses its traffic all at once. It loses it one customer at a time, often without
anyone asking the customer why.

So new traffic is the second question. The first is what the line has already lost, and whether
anyone asked.
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§  0 3 EACH ONE READ ON YOUR OWN LINE, ONE NAME AT A TIME

WHAT WE EXAMINE
Seven things decide whether your book of business is growing or quietly closing. Each is read in
your own records, then customer by customer.

W H AT  W E  L O O K  AT W H Y  I T  M AT T E R S  T O  Y O U R  L I N E

01 How much of your traffic rests on your
largest customers, and which of them
still pay

A line that depends on a few names is only as durable as the least
committed of them, and only as sound as the accounts that cover
their cost.

02 Who has left or shrunk, and whether
anyone asked why

A customer who leaves without being asked takes the reason with him.

03 Who near your line moves freight by
road today, and which sites are still open

The next carload is often already moving, on a truck, within reach of your
track, or still choosing a site.

04 Whether a customer can see his cars
and his charges without calling

A customer who has to call to find his car is a customer counting the calls.

05 Who owns a complaint, and how fast it
is answered

A complaint answered late is remembered longer than the failure that
caused it.

06 When you last sat with each customer’s
plant manager

The plant manager decides how his freight moves, and he hears from the
truckers every week.

07 What a prospect finds when he looks
you up

A shipper looking for rail service reads your pages before he reads
your rates.

§  0 4  ·  W H A T  T H I S  A D D S  U P  T O  · and how to reach us

Seven things show what your line has lost, what it keeps and where its next carloads are. The
book is read one name at a time. Read it before a customer closes it for you.

STEELWHEELS.CO ·  POINT OF CONTACT

Where the Wheels meet the Steel

The work is done on the day every customer on the line has been asked, by name, what would make him
send one more car. The railroader who takes it reads your book customer by customer and talks to the
names on it, signs what he finds and answers for it from the first day to the last, and after. Nobody we send
learns railroading on your property. Write with the line, its customers and the one you would most like
back. You will have a reply within one business day, from the principal and not from a form. Writing puts
you on no list. If what we find says you have no problem, you will be told so, in so many words.

solutions@steelwheels.co  ·  928.605.7984  ·  steelwheels.co  ·  Flagstaff, Arizona
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This document is a guide, by no means to be construed as comprehensive, and it replaces no statute, regulation, rule, order or industry standard. Every statute and regulation cited here was read in its current published text as of the
edition date, and the law changes after it; read the current text before relying on any of them. SteelWheels.Co makes no warranty that this document contains no error. An error reported to solutions@steelwheels.co is corrected in
the next edition, and the correction is noted there. Nothing in this document is legal, accounting, engineering or investment advice, or a certification of any kind; nothing in it creates a relationship; and nothing in it is drafted to any
particular matter.


