Cargo Services Small-group Recomendations

Cargo Carrier Services Subgroup

Summary of Recommendation

The committee recommends improving the current reservation system to accommodate
all cargo types (e.g., straightload equipment, automobiles and roll-on roll-off equipment,
and less than container load cargo). The committee arrived at this recommendation
through various meetings and felt that implementation would enhance the overall
customer experience when shipping with Young Brothers, as well best serve the
community by continuing the present line of services (e.g., straightload equipment,
automobiles and roll-on roll-off equipment, and less than container load cargo). The
committee also felt that this recommendation would improve the water carrier’s ability to
forecast cargo volume and also provide cargo visibility forits customers.

1. Justification/Compelling Reason

Improving the current reservation system to accommodate all cargo types will enhance shipping
efficiencies and improve cargo movement and transparency for consumers. The improved
reservation system should be implemented in phases and flexible and will improve cargo
visibility to both the consumer and the carrier.

2. Mid-term or Long-Term
Mid to Long-term

3. Pros/Cons

Pros: Operational efficiencies with implemented new and/or updated policies will assist with the
accuracy of booking reservations, ultimately resulting in a committed customer base as well as
seeing an overall improvement in cargo tracking and the scheduling of gate hours and service
offerings. Reservationsforall cargo will provide company with cargo data to analyze and
improve upon the inefficiencies where customers currently show up half days.

Overall improvement of the customer service experience, providing known availability for both
shipping and transporting. Tracking will be abenefit so customers can schedule when to drop-
off and pickup. This is expectedto assist in real time tracking and availability to help save and
schedule time. Allow for planning and scheduling in terms of the amount of time customers
must wait in port. Incentivization of customers for scheduling reservations as it would provide
themwith a shorter waiting line for drop-offs and a resulting commitment from them.

Cons: Cost will be initially high to develop and implement. Long term costs to maintain and
have continuous improvement as the business and industry changes. Customers, especially
one-time customers will need time to adjust.

4. ldentify any preceding steps to undertake or outstanding items to address, if any

Provide a customer survey that will assist the company in understanding customer needs,
implement a pilot program for three to six months, and gather accurate data and feedback with
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minimum impact to labor costs in order to compile comprehensive and accurate information to
assist in determining the best possible actions to take.

Implementation will need to occur in phases to reduce the impact on customers and allow for
changes and improvement throughout the project.

5. Impact to agencies/entities
None
6. Costs (if any or readily estimated)

The initial cost to improve the current reservation system to include bookings for all lines of
service along with a customer service portal would cost approximately $400K in the initial
startup and implementation. Monthly maintenance fees and any enhancements to improve the
customer experience would be approximately $10K to 15K.
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