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COURIER SERVICE CASE STUDY - LAS VEGAS & NORTH LAS VEGAS

TURNING LOCAL COURIER
REQUESTS INTO A
STRUCTURED SERVICE

A delivery business does not lose money on driving. It loses money on
requests that arrive incomplete: a call with no drop-off, a text with no
deadline, an email that does not say what is in the box. SQUSH LLC

needed the request itself to do the work, so that by the time a person

reads it, there is something to answer.

COURIER SERVICE SAME DAY DELIVERY MEDICAL COURIER CONCIERGE UX/UI WORKFLOW DESIGN
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WHO READS IT

A PERSON, NOT A QUEUE

WHAT COMES BACK

PICKUP A YES, A NO, OR HERE IS WHEN
TWO ENDS, ONE DEADLINE SCHEMATIC ONLY
Service pathways, each with Steps to send a request, Fields on the priority form, 8 Cities in the service area,
its own door about a minute of them required stated everywhere
PUBLISHED PUBLISHED PUBLISHED PUBLISHED
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THE BUSINESS

THE REQUEST IS THE
PRODUCT DECISION S——

Medical and dental offices moving supplies.

{

SQUSH LLC runs local courier, transportation and concierge services

across Las Vegas and North Las Vegas. The site says what it isin five - Law and title offices moving documents.
words, courier and concierge, done locally, then spends the rest of its
. . . - Local businesses with recurring runs.
surface on one thing: making sure what arrives from a customer can
actually be acted on. - Individuals, families and front desks sending a box or an errand.
The demands do not look alike. A package delivery is answerable from - Prime contractors and agencies looking for local capacity, on a
separate track.

two addresses and a date. An errand is answerable only from a
description. An urgent job is answerable from availability, not price. A
federal inquiry is not a job at all. Put them through one contact form
and every one arrives half-answered, which means every one costs a
phone call before anything can be decided.

THE CHALLENGE

WHAT AN INCOMPLETE REQUEST ACTUALLY COSTS

Every problem here is a gap in information, and each gap lands on a small local

operation where one person reads everything. Five gaps shaped the build.

THE REQUEST IS PICKUP AND DROP- URGENCY IS THE ITEM IS GEOGRAPHY IS
INCOMPLETE OFF ARE AMBIGUOUS UNDECLARED UNSPECIFIED ASSUMED

Nothing can be decided. Route length, direction and Everything looks equally Medical supplies, legal A request from outside the
The request becomes a feasibility are unknown, so urgent, so nothing is documents and a box of service area cannot be
callback, the callback a the job cannot be priced, prioritised correctly. The stock are three different accepted, and finding out
voicemail, and a job ready sequenced or combined truly time-critical run jobs in the same van, with on a phone call wastes

to run at 10 AM runs at 2 PM with anything else going competes with one that different care and different both sides' time.

or not at all. the same way. could wait. exposure.

The organising principle: separate the demands before you design the inputs,
then make each form ask for exactly what its reviewer needs to say yes, no or
here is when, and nothing else.

THE SEARCHES BEHIND THE VISIT

LOCAL BUYERS SEARCH FOR A COURIER AND A PLACE

People looking for a courier are usually in a hurry and usually on a phone. Each
search carries its own urgency and its own kind of item. The terms below are the
language visitors use, shown as search language, not as a list of services offered.

SAME DAY AND URGENT COURIER NEAR ME PACKAGES AND BUSINESS RUNS

The courier pathway offers same-day local Two cities are named in the page title, the Package delivery and business deliveries are
delivery, handled with care. A compact priority footer and every service description, so the named capabilities of the courier pathway,
form, repeated on several pages, asks for a visitor knows before filling in a field whether covering local item transportation.
needed-by date and checks availability. they are in the area.
Package delivery service
Same day delivery Courier service near me Courier near me
Delivery courier service
Same day courier service Delivery service near me
Business courier service
Same day package delivery Local courier service Courier services

Urgent courier service

MEDICAL AND DOCUMENTS ERRANDS CONCIERGE

Medical supplies and important documents are Personal errands, pickup and delivery Concierge has its own pathway and detail
published capabilities and selectable item coordination and special local requests sit on a page, with an audience of busy professionals,
types, with medical and dental offices and law concierge pathway, because an errand is families, offices and front desks, and property
and title offices named as ideal customers. defined by its description, not a dropdown. managers.

Medical courier Medical courier service Errand service Errand service near me Personal concierge services

Medical supply delivery Concierge service near me

Document delivery service

These terms describe how people search, not what the client offers. SQUSH
serves Las Vegas and North Las Vegas only, so near me describes the search, not
wider coverage. No specialised medical handling, chain of custody or

temperature control is published or claimed.

WHAT WE BUILT

01 / 07

THREE SHORT STEPS, ABOUT A MINUTE

A person reads every request, so the measure of a good form is not how many
submissions it produces but how many a person can answer without picking up
the phone first. The site gives each kind of demand its own entry point, a three-
step request flow and a short priority form repeated across pages, each capturing

the specific thing its pathway needs before anyone reads it.
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SERVICE STRUCTURED PICKUP DETAILS REVIEW
NEED REQUEST DROP-OFF AND TIMING AND CONFIRM
Courier, concierge, Entered at the Both required, Item type and A person reads
priority or federal point of intent asked once needed-by date every request

THE REQUEST DOES THE WORK
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FOUR KINDS OF DEMAND,
FOUR SEPARATE DOORS

The site publishes four numbered services, and they are

THE PATHWAYS

deliberately not symmetrical. One is a transaction, oneis a COURlER

Book

custom request, one is an availability check, and one is same-day local delivery, handled with care

explicitly not bookable at all. A single form would have to ask
every question any pathway might need, then hide most of

them. Separating at the point of intent means each form is

CONCIERGE Book

o e Cy . Local errands and requests, taken off your list
short because it is specific, and the click itself becomes the q J

first and most valuable piece of routing information.

FEDERAL CONTRACTS

TWO BUTTONS PER Request for the decided, details for the Capabilities and inquiries only
SERVICE undecided, so nobody is forced through either.

Inquire

AN HONEST BOUNDARY Federal work can't be booked as a courier

request, which protects the courier queue.
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EVERY FIELD IS AN
THE PRIORITY FORM OPERATIONAL OUESTION

In local logistics a form is not a lead-capture device. It is the
REQUIRED FIELDS first step of the job. Both locations are required, because
without them nothing can be priced, sequenced or scheduled.
Item type is a short list rather than typed text, so handling is
OPTIONAL FIELDS determined at submission. The deadline is required and the
exact time optional, which separates a hard cut-off from a
preference: the difference between one job and two in the

same window.
ITEM TYPES

REQUIRED MEANS The eight required fields are the ones a
ANSWERABLE dispatcher would otherwise phone for.

STEPS IN THE FLOW

URGENCY AS A RECORD The priority form turns can you do it now into

something reviewable, not a call taken mid-

route.
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THE CUSTOMER NA"ES WHAT HAPPENS AFTER YOU SEND
THEIR OWN OFFER

The most unusual field is Your Offer. There is no price list to

01 Tell us the pickup, drop-off, timing and what needs to move.

02 SQUSH reviews the request and the offer, then confirms the

maintain across wildly different jobs, because an errand, a details.

medical run and a document drop do not share a rate card.

The customer names a number, optionally, and the published 03 The pickup is scheduled and handled in a white cargo van.
process reviews the request and the offer together before 04 Handed over at the destination. Proof of delivery available after
confirming. It puts a commercial signal on the request before completion.

anyone replies and keeps pricing conversational, which suits a

business whose differentiator is that a person handles it.
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TWO CITIES, STATED EVERYWHERE

STATED AND CHECKABLE The most commercially useful thing the site does is refuse to
sound bigger than it is. Currently serving Las Vegas and North

COVERAGE

Las Vegas appears on every page, in the title tag and in the

op ®
Named, not implied Two CItles service descriptions, so a visitor from elsewhere knows before
they start. The about page states the fleet plainly, two white
HDURS cargo vans, which makes every other promise legible: it
Dispatch desk until 5 PM, local deliveries until 9 Two CIOCks explains the two-city area, the evening cut-offand why
PM person reviews each request. A site that names two cities and

two clocks is making a promise it can keep.

FLEET

Two white cargo vans

Two vans RIGHT AROUND THE Proximity as a service promise, not a slogan, in

CORNER the headline over the vans section.

A PERSON, NOT AQUEUE  The contact page is headed that way, and

publishes a direct phone number as a feature.
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A FEDERAL DOOR THAT
IS ACTUALLY A DOOR FEDERAL CAPABILITIES, AS PUBLISHED

Federal work is a business-development journey, not a service Local document and package transport

{

request, and the site says so. A capability list is written in the
Medical and supply deliveries

{

language a prime contractor uses, and an inquiry form asks

for name, company or agency, email, an optional phone and a Scheduled and recurring routes

l

message. It is correct because of what it leaves out: no pickup,

no drop-off, no date, no item type. The single most important N Subcontracting with prime contractors
field is company or agency, because it identifies which

conversation this is, and it keeps the conversation out of the

delivery queue.
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ONE ROUTE PER INTENT FIVE INTENTS' FIVE
DIFFERENT ANSWERS

A single Contact us treats every visitor as the same person

01 Courier request in three steps

02 Priority request for urgent local jobs ) ) )
with the same question. Here, a courier request gets a

03  Concierge request by description confirmation, a priority request gets an availability answer, a
concierge request gets a reply to a description, a federal

04 Federal inquiry with no delivery fields . . . .
inquiry gets a conversation, and a general message is routed

05  General message routed by topic by topic. Routing at the moment of intent is cheaper than
correcting afterwards, particularly where the reviewer and the

driver may be the same person.

RESULTS & IMPACT

A STRUCTURE, STATED AT THE
LEVEL IT CAN BE DEFENDED

No performance data was supplied and none is claimed. What follows is

capability created by the architecture, which is different from a measured

result.

l'- d Four services, clearly unlike 3 t Easier to start than to call
oors Courier, concierge, priority and federal are s ens About a minute, with the urgent path repeated
described in their own terms, not blended into across pages.

logistics solutions.

A bl Requests that arrive ready 2 °al Specific where it counts

nswera e Route, contents, deadline and contact captured CItles Two cities, two clocks, two vans and a named
before a person reads it, the difference between process, every one of them checkable.
a request and a callback.

A capability route of its own Expectations set in advance

FEd eral Kept entirely out of the operational queue, with ll StEDS Reviewed, confirmed, scheduled and handed

its own form and an explicit boundary. over, with proof of delivery, published before

anyone commits.

No deliveries, delivery or response times, capacity beyond what the site publishes, revenue,
pricing, contracts, awarded government work, registrations, certifications, set-aside status,
partnerships, named clients, dispatch software, tracking technology or metrics are claimed.
None were supplied. Nothing here describes a measured result.

WHAT'S NEXT

A PATH FOR RECURRING BUSINESS WORK

Medical, dental, law and title offices are named as ideal customers. A
short recurring-account enquiry would capture frequency, locations,

TH RE E WAYS TO SE Rv E contacts and access once instead of per job.
TH E BEST D E"AN D HELP THE CUSTOMER MAKE AN OFFER

A typical-range line or two or three worked examples would raise the
share of usable offers and cut review cycles spent on ones that never

could work.
The architecture separates the demands well. The next layer gives the
most valuable one its own door and measures whether the form is MEASURE THE FUNNEL
doing its job. Starts against completions at each step, share of requests by pathway,

and the proportion that still needs a clarifying call, the one measure that
shows whether the form is working.

QUESTIONS

ABOUT THIS COURIER SERVICE CASE STUDY

WHICH AREAS DOES THE COURIER SERVICE COVER? +
DOES IT HANDLE MEDICAL SUPPLIES AND DOCUMENTS? +

WHAT ABOUT ERRANDS AND CONCIERGE SERVICES? +

REAL OPERATIONS DESERVE
MORE THAN A CONTACT FORM

Bytes & Partners turns service businesses into structured START A CONVERSATION
digital experiences, where the request carries what the

A _
DOWNLOAD THE FULL CASE STUDY
without picking up the phone first. If your business runs on

vans, crews, appointments or jobs, your website is the front

end of your operation. Built properly, it decides what
information arrives, in what shape, and how quickly anyone
canactonit.
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