
Customer	Pain	Point	Analysis	&	Quick	Fix	Recommendations:
Regional	Freight	&	Logistics	Client

Executive	Summary:

This	micro-project	identified	the	top	customer	pain	points	impacting	satisfaction	with	Logistics
Provider	Client,	focusing	on	issues	addressable	through	rapid	implementation	of	low-effort
improvements.	Analyzing	recent	customer	feedback	across	multiple	channels	(surveys,	direct
emails,	customer	feedback	messages),	we	uncovered	three	key	recurring	themes:	shipment	tracking
opacity,	inconsistent	communication	regarding	delivery	exceptions,	and	challenges	navigating	the
online	portal.	Addressing	these	issues	offers	significant	potential	to	enhance	customer	experience,
reduce	support	inquiries,	and	improve	customer	retention.	This	report	details	the	findings,
quantifies	the	impact	of	each	pain	point,	and	recommends	two	high-impact,	low-effort	solutions	for
immediate	implementation.

1.	Methodology:

Data	Sources:	Customer	satisfaction	surveys	(past	12	months),	direct	email	feedback,	call
center	logs	(related	to	inquiries/complaints),	and	online	portal	user	feedback	forms.
Data	Analysis:	Qualitative	analysis	of	open-ended	survey	responses	and	email	feedback	to
identify	recurring	themes.	Quantitative	analysis	of	survey	scores	and	call	center	log	data	to
assess	the	frequency	and	impact	of	each	pain	point.
Prioritization:	Pain	points	were	prioritized	based	on	frequency	of	occurrence,	severity	of
impact	on	customer	satisfaction	(quantified	using	survey	scores),	and	feasibility	of
implementing	low-effort	solutions.

2.	Top	Customer	Pain	Points:

Rank Pain	Point
Frequency
(Past	6
Months)

Avg.
Satisfaction

Score
(Related
Inquiries)

Impact	Summary

1
Lack	of	Real-
Time	Shipment
Tracking

42
Mentions

3.2	/	5

Customers	express	frustration	with	infrequent	and
inaccurate	tracking	updates.	Difficulty
determining	the	precise	location	of	shipments
leading	to	increased	anxiety	and	unnecessary	calls
to	customer	service.

2
Inconsistent
Communication
on	Exceptions

88
Mentions

2.8	/	5

Customers	report	receiving	late	or	incomplete
notifications	regarding	delivery	delays,	damages,
or	other	exceptions.	Reactive	communication,
often	only	after	customer	inquiry,	fuels
dissatisfaction.

3
Difficult	Online
Portal
Navigation

35
Mentions 3.5	/	5

Customers	find	the	online	portal	cumbersome	and
difficult	to	navigate,	specifically	when	attempting
to	access	order	history,	payment	information,	or
file	claims.

Note:	Satisfaction	scores	are	based	on	a	5-point	scale,	with	1	being	"Very	Dissatisfied"	and	5	being
"Very	Satisfied."

3.	Recommended	Quick	Fixes:
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Based	on	the	analysis,	we	recommend	focusing	on	the	following	two	high-impact,	low-effort
improvements:

Recommendation	1:	Proactive	Shipment	Tracking	Notifications

Problem	Addressed:	Lack	of	Real-Time	Shipment	Tracking	&	Inconsistent	Communication	on
Exceptions
Solution:	Implement	proactive	automated	email/SMS	notifications	triggered	at	key	shipment
milestones	(e.g.,	"Shipment	Dispatched,"	"Out	for	Delivery,"	"Delivery	Exception	-	Delay	Due	to
Weather").	Ensure	notifications	include	estimated	delivery	date/time	windows.
Implementation:

1.	 Leverage	Existing	TMS	Functionality:	Explore	and	activate	existing	notification	features
within	the	current	Transportation	Management	System	(TMS).	Most	modern	TMS
platforms	offer	customizable	notification	settings.

2.	 Define	Trigger	Points:	Clearly	define	the	shipment	milestones	that	will	trigger
automated	notifications.	Consider	adding	new	triggers,	such	as	"Potential	Delay
Identified"	to	proactively	manage	expectations.

3.	 Notification	Content	Optimization:	Revise	existing	notification	templates	to	provide
clear,	concise,	and	actionable	information.	Include	shipment	tracking	number,	estimated
delivery	window,	and	a	direct	link	to	the	tracking	portal.

4.	 Testing	and	Refinement:	Conduct	thorough	testing	of	the	notification	system	to	ensure
accuracy	and	timeliness.	Gather	customer	feedback	after	implementation	to	identify
areas	for	further	refinement.

Expected	Impact:	Reduced	customer	inquiries	regarding	shipment	status,	increased
transparency	and	trust,	improved	customer	satisfaction	scores,	and	potential	reduction	in	call
center	volume.

Recommendation	2:	Streamline	Online	Portal	Navigation	for	Order	History	&	Claims

Problem	Addressed:	Difficult	Online	Portal	Navigation
Solution:	Simplify	navigation	within	the	online	portal	by	creating	dedicated,	easily	accessible
sections	for	"Order	History"	and	"File	a	Claim."	Redesign	the	layout	to	prioritize	these	key
functions.
Implementation:

1.	 User	Interface	(UI)	Enhancement:	Redesign	the	portal	homepage	to	prominently	feature
buttons	or	links	to	"View	Order	History"	and	"File	a	Claim."

2.	 Simplify	Claim	Filing	Process:	Streamline	the	online	claim	filing	process	by	reducing	the
number	of	required	fields	and	providing	clear	instructions	at	each	step.	Consider	pre-
populating	fields	with	available	data	to	minimize	manual	entry.

3.	 Improved	Search	Functionality:	Enhance	the	portal's	search	functionality	to	allow
customers	to	easily	search	for	specific	orders	or	shipments	using	various	criteria	(order
number,	date	range,	destination,	etc.).

4.	 User	Testing:	Conduct	brief	user	testing	with	a	small	group	of	customers	to	gather
feedback	on	the	redesigned	navigation	and	claim	filing	process.	Incorporate	feedback
into	the	final	design.

Expected	Impact:	Improved	customer	self-service	capabilities,	reduced	call	center	inquiries
related	to	order	history	and	claims,	increased	customer	satisfaction	with	the	online	experience,
and	improved	efficiency	for	both	customers	and	internal	staff.

4.	Next	Steps:

1.	 Prioritize	Implementation:	Begin	implementing	Recommendation	1	(Proactive	Shipment
Tracking	Notifications)	immediately	due	to	its	high	impact	and	relatively	low	implementation
effort.	Follow	with	Recommendation	2	(Streamline	Online	Portal	Navigation).
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2.	 Monitor	Performance:	Track	key	metrics	(e.g.,	call	center	volume,	customer	satisfaction
scores,	portal	usage)	before	and	after	implementation	to	quantify	the	impact	of	the
improvements.

3.	 Gather	Ongoing	Feedback:	Continue	to	solicit	customer	feedback	through	surveys,	feedback
forms,	and	direct	communication	to	identify	additional	areas	for	improvement.

4.	 Iterate	and	Optimize:	Continuously	iterate	and	optimize	the	implemented	solutions	based	on
performance	data	and	customer	feedback	to	maximize	their	effectiveness.

By	focusing	on	these	high-impact,	low-effort	improvements,	Logistics	Provider	Client	can
significantly	enhance	the	customer	experience	and	strengthen	its	position	in	the	competitive
regional	freight	market.
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