
Case Study 
GlobalTranz TMS



Background
GlobalTranz was founded in 2003 and has become a leading, technology-based, full-service 

transportation and logistics provider. Through proprietary technology, they provide dependable, 

multimodal transportation and logistics solutions to shippers of any size.

Other companies eventually started developing similar technology, and GlobalTranz found 

itself more of a market driver than a specific competitor. In the end, the baseline technology 

needed additional flexibility and scalability to handle the company growth. Big Feats was hired 

to work collaboratively with the GlobalTranz technology and operations teams to redesign the 

enterprise-level user interface of their new Transportation Management System (TMS) and

improve the overall user experience.



The Challenge
GlobalTranz experienced massive growth in the shipping industry by creating new 

problem-solving technology before its competitors. Through sales, customer service and 

acquisition, the original technology needed additional flexibility and scalability to support 

the high rate of growth GlobalTranz was experiencing. Buying smaller digital brokers and 

acquiring complimentary transportation software companies meant GlobalTranz offices 

were now using multiple software solutions to move goods. There was a need for 

company-wide standardization to reduce duplication of 

efforts and inefficient usage of resources.

The pandemic also brought the need for supply chain resiliency to the absolute forefront 

for GlobalTranz clients and TMS users. GlobalTranz recognized the need to unite users 

under one standardized system if they were to continue their incredible growth trajectory. 

The new TMS needed to be brought to the point of a functioning MVP before relaunching

company wide.



Command Center 1.0

Shown here is Command Center, the initial

software used by GlobalTranz employees

and agents. The user experience was created

before the rise of Javascript and was 

showing its age by the 20-teens, but was 

still in use.



GTZ Command
The next iteration of the GlobalTranz platform,

GTZ Command was an attempt to recreate the ease

of use and robust capabilities of its predecessor

with a better User Experience, but it didn’t catch

on with users - it was not process-centric, rather,

more consumer-centric. The software was 

abandoned as employees reverted back to the

previous iteration.



Our Task:
Work directly with the GlobalTranz product 
development team as their lead UX / UI designers 
and re-design their new web-based Transportation 
Management Software over the course of 18 months.



Key Objectives:
• Redesign the web-based TMS User app to be more process-centric, with an interface 

that is more intuitive and easier to navigate.

• Apply the iterative design process to all pages that comprise the MVP

• Meet key success metrics established by the client

• To be flexible with changes in design direction, functions and content

• To understand the users and stakeholders by immersing ourselves in the UX / CX process

• Extrapolate data through an empathetic interview / discovery approach with stakeholders

and report our findings

• Improve on the initial MVP through user testing and implementing our findings



Key Responsibilities:
• Front End Design UI / Design

• Meet with team leaders each week to discuss progress

• Assist in developing a manageable roadmap

• Through researching their stakeholder’s typical day, determine pain points, gather 

feedback and recommend improvements

• Adapt to changing work methods and (Scrum to Kanban, Jira to Confluence)

• Conduct User Testing to help in the hypothesis validation - carried out during the course

of the project

• Implement a structure that GlobalTranz internal designers and their developers 

could build upon



User Personas
Big Feats worked with different offices of the GlobalTranz team to help develop

and define multiple user personas. It gave the design and development teams 

better clarity in understanding the specific needs of the different users.



Customer Journey Mapping
Big Feats created a visual representation of the journey a customer will have

while experiencing the GlobalTranz TMS.



Workflow Mapping
Big Feats mapped the workflow to gain a better understanding of the life cycle

of an active load - start to finish.



CX Interviews
As the project developed, Big Feats was asked to become involved

in the CX interview process. We conducted approximately one

dozen interviews within the GlobalTranz organization ranging from

Managers to Team Leaders to Shipping Agents.



Key Findings
These findings are collected from the series of interviews written and conducted by 

Big Feats. Candidates were all employees of GlobalTranz and range from Account Reps 

and Managers, Sales, Customer Success and Internal Ops. The purpose was to discover 

ways the new GlobalTranz TMS could be more efficient, streamlined, and become the 

desireable choice over the current multi-broker software model. Their own user experience 

was examined, pain points were discovered and ways they think the software and 

customer experience can improve were recorded. 

• Since Covid, many feel people are closer working remotely, sharing more information

• Users want Proactive Automation of mundane day-to-day tasks to allow time 

to focus on more important tasks 

• Cradle-to-Grave Automation for customers on delivery status would be seen

as forward-thinking to GlobalTranz customers 



Key Findings (continued)
• Predictive Analytics and Proactive Alerts (eg: Driver won’t be on time, load 

delivered) are being requested

• Management would like the creation of a “Collection of Experts” who can share 

specific knowledge across all branches, eg: Similar load verticals: Frozen Foods

• There’s a need for proper training on the new TMS, eg: a beta office

• Wider, more efficient use of EDI and its capabilities not only for alerts, but for 

analytics and decision-making

• Better EDI can lead to enterprise-level partnerships with preferred software 

companies that bring outside benefits to the GlobalTranz TMS, like, but not 

limited to: DAT.com or TruckerTools

• Rating Cards (like Uber’s “Rate your Driver”) would be a very effective tool for 

choosing carries and negotiating rates - another direct benefit of more fluid EDI

• Customer Service is the core of GlobalTranz



GlobalTranz TMS Redesign

These first two designs represent the very first iterations of the new 

GlobalTranz TMS UI based on initial feedback from the stakeholders.



GlobalTranz TMS Redesign



GlobalTranz TMS Redesign

Once we began user 

testing, we discovered we

should brighten the overall

UI layout. While containing

the same amount of 

information, it gave users

the sense of cleaner 

organization.



GlobalTranz TMS Redesign



GlobalTranz TMS Redesign

We were also able to

streamline the number 

of tools in the left hand

menu.



Achievements

LTL, TL Functional Mockup creation

Began Customer Journey Maps

Became part of 
Grooming/Discovery Process

Kanban process developed on Jira

Encouraged collaborative relationship 
with devs

Helped to develop a “Design Culture”



Q.A. UX Process -
Functional Prototyping & Testing

Finished MVP Design for LTL and TL 

Laid out plan for CX:
- User Journeys
- Behavioral Analytics
- User Surveys
- AB Testing and User Engagement

Involved in planning the rolling-in of all 
products into the TMS

Conducted a series of user interviews 
(discovery) over a cross section of the

company + issued online surveys



Helped implement a structure to build upon
moving forward

All items placed in Confluence

Listed Areas with Notable Findings:
- Customer/Carrier Scorecards
- Billing/Accounting Inefficiencies
- Sales/Operations Handover
- TMS Performance Metrics
- Apprehension of new TMS until 

features are complete and bugs
worked out

Successful Handover - end of June, 2021

Uncovered 50+ actionable items related 
to the TMS and customer experience



375+
Screens Produced



Thank You


