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Part of a global family
Mainfreight USA 

Industry: Freight & Logistics

Mainfreight USA became part of the global supply chain and logistics family of 
Mainfreight in 2007. 

Mainfreight had a different way of doing things – from how they operated, to the 100 
year company vision.  The 2 billion dollar organisation believes its people are their 
greatest asset. The non-hierarchical approach puts responsibility in the hands of 
the branches and its managers. This was a completely new way of working for the 
American team, so Promapp came on board to help.

The company
Mainfreight USA is a major business. As part of the internationally recognised 
Mainfreight brand, they bring in over $300 million a year revenue, and have 28 
branches across the USA, Canada, and Mexico, employing almost 600 people. 

The bulk of their business comes from International Air and 
Ocean shipping, Domestic freight, and logistics - or storage and 
handling for other businesses. It’s a complex business which 
relies on people, technology and timing working together. This 
means there are a lot of opportunities for things to go wrong. 

Mainfreight’s company philosophy is based around customer 
service. They believe that they can stand out by providing 
superior service, and that the only way to measure that service 
is customer perception. This philosophy comes across in their 
commitment to their customers and their passion for improving 
their business.

“We had to figure out how to go from a company that 
was used to a CEO telling us what our processes were 
and handing them down, to a culture where anybody 
could give change suggestions to help us build our 
processes and make us a better company.”

Melissa Holmes 
Business Solutions, Mainfreight USA

Business Benefits

• Improved sales as a 
result of using Promapp 
as a sales tool. 

• Streamlined operations 
thanks to a centralised 
knowledge and 
information bank. 

• Meeting compliance 
requirements is easier 
as they become part of 
processes. 

• Training new team 
members and promoting 
team members internally 
is easier with Promapp. 

• Simplified rollout of 
process changes, 
updated software, or 
policy changes across 
the business.

• Greater team 
engagement at every 
level.
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Getting it right for the people
For a large company like Mainfreight USA, making sure everyone was on the same page was one big task. They needed to be able 
to map, manage and communicate changes to hundreds of team members across the country. Another big challenge was having a 
good grasp of what was needed for compliance and standards in the US.

Before Promapp the company used old-fashioned procedure manuals which were continuously out of date, long and complicated, 
and impractical, so team members tended to avoid them.

Mainfreight needed a system where everybody has access to the same information: a system where processes can be mapped and 
changes recorded, simply and easily. 

Starting from the top
For most businesses, change can only be successful if management 
is fully engaged in the process. This wasn’t a problem for Mainfreight 
USA, as the executive team knew that their current process 
management methodology would not suffice with business and 
software changes just around the corner.

Because the company were looking for a new tool not only to map 
processes, but to communicate with management, team members, 
new hires, clients, and potential customers, the Promapp team made 
sure to emphasise the simple, visual nature of the software. 

Using Promapp itself they were able to show the executive team how 
simple and clear their processes would look using the software.

Next, they set to work and started to look at their processes in a whole new light. With a focus on the core operations, they worked 
with key personnel from each department to map the main processes. Through a series of short sharp meetings with subject experts, 
processes were refined and mapped as quickly as possible with the minimum amount of impact.

Taking it one step further
Promapp has been instrumental in changing the culture of Mainfreight 
USA. Branch managers and their teams now enjoy a lot more 
autonomy. Team members also have ownership over the processes 
they use every day. 

But one of the most surprising and exciting outcomes of Promapp 
has been Mainfreight USA’s use of Promapp as a sales tool. Potential 
and existing customers can get a step-by-step visual representation 
of exactly how Mainfreight will perform their service. 

Customers can access their own processes, see how things are 
progressing and even make suggestions for improvement. This 
unique application of Promapp has been surprisingly effective: proof 
that anyone, expert or not, can look at and understand a process instantly in Promapp. 

For Mainfreight USA, Promapp is a big contributor to the company’s people-centric, non-hierarchical vision and culture.

It’s now used in HR, accounting, to train new team members and retain essential knowledge when team members leave. The team 
have mapped an amazing 540 processes, with around half that number published and in use. 

With the help of Promapp, Mainfreight will definitely still be around and growing in a hundred years.

Contact today for a free trial or web demo.

Follow us on

“We wanted to be a bigger company and we needed 
new software to move the freight. The executive team 
knew they had to spend a little in order to give the 
teams the tools they needed, but they also needed a 
way to get those tools across to them and explain all 
the processes.”

Melissa Holmes 
Business Solutions, Mainfreight USA

“Our sales team uses Promapp like nobody’s 
business, and our customers love Promapp. Being 
able to show our customers we truly understand 
their businesses has had a huge impact on whether 
or not we earn their business. We have seen a lot of 
growth since we began using Promapp.”  

Melissa Holmes 
Business Solutions, Mainfreight USA

https://www.linkedin.com/company/1593855
http://www.promapp.com

