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OVERVIEW 
Fourkites provides real-time supply chain visibility, bu t drivers (the people physically moving shipments) 
often struggled t o find value in the mobile tools built for them. Many saw tracking apps as additional work 
rather than a source o f benefit. 

This case study covers how I helped Fourkites identify what drivers actually need and designed a mobile 
experience that delivers real utility while supporting shipper visibility requirements 
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A Google user 
* * * * * September 10, 2017 

App constantly interrupts my phone and n 

Gary Taylor 

* December 10, 2017 

Used i t for a load that required i t and then 
read my location. Please tell me how t o ge 
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APPROACH 
2 . Identifying Driver-Centered Utility 

Drivers said they would use an app that helped them: 

Get i n and out of facilities faster 
Know gate codes before arrival. See wait times based on real data. Get directions t o the right dock. Skip the 
check-in line i f possible. 

Know exactly what to expect at pickup/delivery 
Appointment requirements, hours o f operation, special instructions, what paperwork is needed. Remove 
uncertainty and wasted trips. 
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APPROACH 
2 . Identifying Driver-Centered Utility (Cont.) 

Track detention and protect earnings 
Automatic timestamp when they arrive and when they leave. Proof o f wait time. No more arguing with dispatch 
about detention pay. 

Reduce phone calls and repetitive questions 
"Where are you?" "When will you arrive?" "Did you deliver yet?" Constant interruptions while driving. If the 
app answers these questions automatically, that's valuable. 

Simplify document management 
Take a photo o f the BOL and be done. No scanning, no faxing, no keeping paper for 7 years. Digital copies 
accessible anytime. 

These became core value propositions 
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3 . Defining the "Must-Have" Experience 

W e focused the experience around the moments where drivers feel the most friction: 

Arriving a t a facility 
Where do I go? Which gate? Is my appointment confirmed? What's the wait time? Do I need special 
paperwork? 

Waiting (often with poor communication) 
How long until they call my truck? Can I leave t o get food? Am I accruing detention time? Why is this taking so 
long? 

HOW T O USE CARRIERLINK 

More 

Tools 

Active shows your 
active loads. Tap any 
lond to view more info 

My Loss a - = 
ACTIVE 

Cast Linceln Township, IL 

When you tap a load, 
you can see its Stops 

: 
01234347 

fouktes 

Can Locate Tents, 2 

Get Directions 
Tap to get directions to 
any stop. 

•••o Sprint LTE 

UPCOMING 

01234560 

Manually Mark 
As Delivered (not 

recommended) 

Tap to manually mark a 
lone is collvered using 

your current location. 
Use this only i f the load 

is not automatically 
marked as delivered 
when you leave the 

delivery area. 

7:37 PM 
My Loads 

ACTIVE 

M t Rushmore 

Fourkites 

1 ＊   7 3 % 1 

DELIVERED 

HOW T O USE CARRIERLINK 

Main Menu 

Search / Toggle On-Off Duty / 
Messages 
Tap t o search f o r a load (magnifying) 
glass), mark yourself a s on- or off-duty 

(tree dots), or viewisend message 

to dispatch (envelope). 

Load Navigation 
Tap to view your upcoming, active, 
and delivored loads. 

Load Details 

Tap t o see each 
stop, view the BOL 
number and other 
load info, and see files 
and messages from 
dispatch. 

Shipper: Test Carrier 1 

01234569 

Disneyland 
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3 . Defining the "Must-Have" Experience (Cont.) 

Getting updates from brokers/dispatch 
Constant phone calls asking for status. Requests t o send photos. Demands for ETAs while actively driving. 

Capturing proof of delivery, bills of lading, and lumper receipts 
Fumbling with phone camera, poor lighting, unclear what needs t o be captured, uploading takes forever on 
facility WiFi. 

Planning the next leg o f the trip 
Where am I going next? When? How long wil l i t take? Where can I park overnight if this runs late? 
By designing for the "pain moments," the app naturally becomes more useful. We weren't adding features. We 
were removing obstacles. 

HOW T O USE CARRIERLINK 
Active shows your 
active loads. Tap any 
sco view more ino. More 

Tools 

Manually Mark 
As Delivered (not 

recommended) 

Tap to manually mark a 
lone is collvered using 

your current location. 
Use this only i f the load 

is not automatically 
marked as delivered 
when you leave the 

delivery area. 

When you tap a load, 
you can see its Stops 

01234347 

Last Lincoln owne, 

Get Directions 
Tap to get directions to 
any stop. 

East Lincoln Township, IL 

ooo Sprint LTE 

UPCOMING 

01234560 

7:37 PM 
My Loads 

ACTIVE 

M t Rushmore 

Fourkites 

1 ＊   7 3 % 

DELIVERED 

HOW T O USE CARRIERLINK 

Main Menu 

Search / Toggle On-Off Duty / 
Messages 
Tap to search for a load (magnifving 
glass), mark yourself a s on- or off-duty 

(three dots), or viewisend messages 

to dispatch (envelope). 

Load Navigation 
Tap to view your upcoming, active. 
and delivered loads 

Load Details 
Tap t o see each 
stop, view the BOL 
number and other 
load info, and see files 
and messages from 
dispatch. 

Shipper: Test Carrier 1 

01234569 

Disneyland 
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APPROACH 
4. Designing Trust Into the Experience 

To address privacy concerns, I designed: 

Clear on/off tracking indicators 
Big, obvious toggle. When you're on a load, tracking is on. When load is delivered, tracking stops. No 
ambiguity about when location is shared. 

Explicit explanations of what i s shared, when, and with whom 
"Your location is currently being shared with [Shipper Name] and your dispatcher. Sharing will stop when you 
mark this delivery complete." 

A driver-facing timeline that shows the same updates shippers see 
Drivers can see exactly what their customers see. No hidden information. This builds trust because there's no 
mystery about what's being reported. 

Controls that stop sharing when the load i s complete 
Automatic tracking shutoff after delivery. Drivers control when t o start tracking for the next load. No always-on 
surveillance. 

Education about why tracking matters b 
I s   p l a n   d o c k   s c h e d u l e s Not "we need to track you" but "accurate location helps shippers plan dock schedules, which reduces your wait 

time!' Framertracking a s mutual benefit. 

Transparentyluilds confidence, and adoption followisi Dilivers used the app more consistently when they 

understood and controlled what was shared. 
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CAPABILITIES DEMONSTRATED 
1. Field research: 

Shadowing users in their actual work environment 

2. Stakeholder complexity: 
Balancing needs o f users (drivers), customers 
(shippers), and business 

3 . Trust design: 
Creating transparency and control in surveillance 
contexts 

4 . Mobile UX: 
Designing for real-world constraints (poor connectivity, 
driving context, varied devices) 

5 . Incentive design: 
Aligning user motivation with business objectives 

6 . Friction reduction: 
Systematic simplification of high-frequency tasks 

7. Privacy patterns: 
Explicit communication and control of data sharing 
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