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FourKites redefines supply

GLOBAL TRACKING 4% FOURKITES chain management for
global organizations.
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Global Tracking

FourKites
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Global Tracking

FourKites

PROBLEM

As a load transits
across modes and
stakeholders in Its
global journey, each
mode and user had
different required data
points. Too many. And
sometimes the same
data had different
labels per origin.
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CONTEXT

“Track & Tracers” the core
users, are like detectives
as the piece together
each puzzle related to the
questions they are hired
to ask; “Where Is
shipment #123?”

They needed all the data
they could find to answer
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REQUIREMENTS Dynamic data density is required.

~ Showing just the right amount of

2 ~data per the context of the user,
and mode of transit.
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CONSTRAINTS Track & Tracers were not the only user.

And even they wanted an overview
dashboard, and the ablility to groups
loads in transit by criteria like ETA

FourKites
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Global Tracking
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PROCESS

After deployment we kept
testing with lookback.io
and Pendo.lo to keep the
conversation going

L PRE-SPRINT MAP SKETCH DECIDE PROTOTYPE TEST
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Ocean Tracking
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B - -

Th G T T t Gogo Inc. is a provider
€ GO0go IIp Ies of in-flight broadband
: gogo

Internet services

The Ask:
The existing design on the interface was receiving complaints as they |
were difficult to understand during the WiFi on-boarding process.

My Role:
Product Manager Innovation and Signature Services

Approach:
Analyze the existing experience, discover the user pain points and
create solutions to then test and validate.
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OVERVIEW Gc?g_o was the firgt commercial inflight
WIFI service provider. When possible,
passengers could access the Internet on

gogeo their laptop or mobile device.

1C)
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An airplane cabin is a challenging
SR ELEY environment, changing lighting and

screens viewed from unusual angles
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CONTEXT

|deally the cabin lights are on and passengers are upright and
active. Seat-back trays allow for laptops I1s be opened, but light
from the windows can make it hard to view low contrast content.
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REQUIREMENTS

The on-boarding sales funnel to the in flight WiFi service would
need to be seen in a wide variety of lighting conditions.
Customers were missing information and getting frustrated.
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CONSTRAINTS

Solving the problem for the Gogo sales funnel would also
solve the issue for Gogo's content partners, since ad
Impressions were suffering from the same problem.
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A modeled interior of a
commercial airplane
for testing was actually
something Gogo had,
but the partner’s
designers did not have
easy access to it.

PROCESS
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PROCESS

While in the model interior
| realize we could mimic
the issue very easily, from
anywhere.
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RESULTS

Just view a proposed design on a
der, cheap laptop and tilt the scree

down towards the keyboard.

If the content lost contrast at this
angle there was a problem.
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LESSONS LEARNED

|dentifying a problem took being in the actual conditions, but
being able to replicate the issues anywhere on the ground
became a very valuable tool. We called it the Gogo Tip Test.
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OUTCOME

Updating the Gogo guidlines for inflight ads and sponsorships
reduced churn on costly revisions before the ad run.

Media that passed the “Gogo Tip Test” performed better too!
Because more users saw them clearly in all the varied view
angles and trying environments that make an airplane cabin.
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FINDING DRIVER UTILITY

FourKites redefines supply
g FOURKITES chain management for
global organizations.

The Ask:

FourKites app CarrierLink, meant to supply the platform with up to
date truck load locations, was not finding traction in the marketplace

My Role:
Lead UX Architecture

Approach:

Analyze the existing experience, discover the user paint points and
create alternative solutions.
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OVERVIEW The FourKites CarrierLink app tracks a

driver’'s via GPS, creating better ETA's.

9% ﬂ4:§7
Q A&

Manassas, VA |

Arrival Time Departure Time

Calvert City, KY

Arrival Time Departure Time
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But Driver's were hesitant to
use the app In its early versions,
and the app store reviews were
not helping,

PROBLEM

A Google user

B

App constantly interrupts my phone and njs

Gary Taylor

*

Used it for a load that required it and then

read my location. Please tell me how to ge
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T
|

CONTEXT

A Driver's attention is limited in a demanding and dangerous
environment. Getting to ride along, and experience the actual
context was eye-opening
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CONTEXT

Even when not behind the wheel, the jobs Is demanding.
Driver's didn’t see the value in using CarrerLink because it gave
them no value in return. It was seen as just more work



Finding Driver Utility

FourKites
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REQUIREMENTS

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

More
Tools

Manually Mark

As Delivered (not = |

recommended)

Tap to manually mark a
load as delivered using

ur current location.
Use this only if the load

)

HOW TO USE CARRIERLINK

When you tap a load,
you can see its Stops
and other details.

— Get Directions

Tap to get directions to
any stop.

/ Load Details

Tap to see each

stop, view the BOL
number and other
load info, and see files
o and messages from

dispatch.

HOW TO USE CARRIERLINK

Main Menu

™~ Search/ Toggle On-Off Duty /

Messages

Tap to search for a load (magnifying
glass), mark yourself as on- or off-duty
(three dots), or view/send messages
to dispatch (envelope).

Load Navigation

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

®eee0 Sprint LTE 7:37 PM T 3 73% T4
My Loads @ ==
UPCOMING ACTIVE DELIVERED L
01234560
Mt Rushmore
FourKites
Shipper: Test Carrier 1
01234569
Disneyland

View Load Details

For Driver’s to find utility with the app, they needed as much

related information about the load they were delivering as
possible. While not the original vision, the value was apparent
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CONSTRAINTS

Getting the information
Driver needed was going to
be a challenge. Meetings
gave way to plans and :
partnerships and FourKites &
was able to integrate more
and more of the required
data to the platform
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PROCESS

Soliciting feedback on Prototypes from Product Owners and Stakeholders
alike, we had identified Solutions and started Development. Releases

were measured and tracked, a list of what brought value was emerging
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PROCESS

PRE-SPRINT MAP SKETCH DECIDE PROTOTYPE TEST

Design Sprints became Epics and Program Interval plans.
With each release, CarrierLink added Driver utility.
Incrementally making it more and more useful.
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PROCESS

Lorem Ipsum dolor sit amet, consectetur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua.
Ut enim ad minim veniam, quis nostrud exercitation ullamco
laboris nisi ut aliquip ex ea commodo consequat.
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TOTAL LOADS: 156 DOCK OCCUPANCY
O UTCO M E LOCATION EQUIP # REF #
#¢*DOCK - 1[7|7 11711

D O|C|K|- 1 T -4

FourKites

Downloads of the app, and
positive reviews of kel

CarrierLink increased year of Stk

year, 3 years in a row as poc

Driver’s found value with the boc

FourKites platform, the ~oCK -0~

willingly contributed, — o -
Creating a virtuous feedback N . Stk
cycle of data integrity.

D|O|CIK - AL T -

Delivery tems (28)

4 Ha Beeb I.
* ok ke kK
love it when brokers have us drivers use this! beats the hell out of having to call all the time

or being bugged by the broker while you're sleeping! saves me time for sure!

Robin Helsel I‘ Pro Of by
Signature

I really like the app the way it is except somehow TQL lost the tracking along the way. Any
suggestions?
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8
LESSONS LEARNED

Sometimes the original vision of an app’s value takes you on a
long and-winding road to features yousmnever intended to build.
Success might be waiting to even give you a ride if you'lllisten.




