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1. Executive Summary 

The U.S. trucking industry is in the middle of a structural shift. Freight cycles still rise 

and fall as always, but the underlying game is changing: 

 Customers expect real-time visibility, dynamic pricing, and Amazon-level 

responsiveness. 

 Larger asset-based carriers and 3PLs are pouring money into technology, 

analytics, and centralized shared-service centers. 

 Margins for mid-sized carriers are under pressure from rising labor, insurance, 

maintenance, and compliance costs. 

Mid-sized trucking companies typically have 100–1,000 trucks. They sit in a challenging 

position: too large to operate through informal, people-dependent processes, yet too 

small to match the scale, digital maturity, and operational sophistication of the mega-

carriers. 

This is where Global Capability Centers (GCCs) have become strategically relevant. 

A GCC is a dedicated, centrally governed shared-services hub (often offshore or near-

shore) that handles non-core but mission-critical work such as operations support, 

finance, back-office processing, IT, analytics, and compliance. Industries such as 

technology, banking, aviation, and global logistics have already proven how 

transformative the GCC model can be. 

For mid-sized U.S. trucking companies, adopting a GCC is no longer just about cost 

savings; it is about staying competitive in a landscape where larger players are 

industrializing their operating models. 

This white paper explains: 

 The structural pressures on mid-sized U.S. carriers 

 What a GCC is and how it applies directly to trucking 

 Key roles GCCs can play across operations, finance, IT, and customer service 

 The risks of falling behind as larger carriers widen their operational advantage 



 A practical roadmap for how mid-sized fleets can introduce and scale a GCC 

model 

 

2. The Mid-Sized Trucking Dilemma 

Mid-sized trucking companies occupy an awkward “in-between” space: 

 Too big for informal management systems: 

Dispatchers, planners, and back-office teams now number in the dozens. 

Spreadsheets, emails, and tribal knowledge break down at scale. 

 Too small to achieve mega-carrier economies of scale: 

They cannot afford large in-house IT teams, 24/7 support centers, or redundant 

shared-service sites. 

 Dependent on fragmented systems: 

Many run a mixture of TMS platforms, telematics tools, accounting systems, and 

customer portals with manual work between them. 

And the external pressures are growing: 

 Driver and technician shortages 

 Rising insurance and maintenance costs 

 HOS and safety compliance requirements 

 Customer expectations for visibility and responsiveness 

 Demand for tailored reporting and performance metrics 

The gap between those who operate with modern, standardized processes and those 

who still rely on manual, people-dependent workflows is widening quickly. 

GCCs give mid-sized carriers a scalable, systematic alternative. 

 

3. What Is a Global Capability Center for a Trucking Company? 

In trucking, a GCC is: 

A centrally governed, process-driven capability—often offshore or hybrid—that handles 

standardized workloads such as operations support, billing, documentation, customer 

service, IT, and analytics. 



A GCC does not mean outsourcing core transportation expertise. Instead, it frees U.S. 

teams from repetitive work while increasing reliability, reducing cost, and enabling 

continuous improvement. 

Key characteristics: 

1. Ownership of processes rather than simple staff augmentation. 

2. Standardization and documentation to reduce errors and dependency on 

individuals. 

3. Multi-disciplinary functions across operations, finance, IT, and customer 

service. 

4. Performance governance through SLAs, KPIs, and quality audits. 

 

4. The Structural Pressures That Make GCCs Essential 

4.1 Margin Compression 

Fuel, insurance, maintenance, and labor costs are rising while rates remain volatile. 

GCCs create structural savings by relocating transactional work. 

4.2 Operational Burden 

Dispatchers and planners are overloaded with administrative tasks that reduce their 

effectiveness. GCCs absorb non-core workloads. 

4.3 Technology Gaps 

Buying a TMS or telematics system is one thing. Maintaining, integrating, and 

maximizing it is another. GCCs provide the technical manpower to make technology 

work. 

4.4 Customer Expectations 

Real-time visibility, proactive communications, and data-rich reporting are now baseline 

expectations. A GCC runs track-and-trace, customer communication desks, and 

reporting engines. 

4.5 Consolidation and Competition 

Large carriers and 3PLs have already adopted centralized shared-service models. Mid-

sized fleets that do not adapt will struggle to compete on cost, reliability, and digital 

capability. 

 



5. How a GCC Can Strengthen Mid-Sized Trucking Companies 

5.1 Operations Support 

A GCC can manage: 

 Track-and-trace updates 

 Appointment scheduling 

 Document chasing and indexing 

 Exception handling for delays and reschedules 

 Pre-planning prep work 

This allows dispatchers to focus on driver management, service recovery, and problem 

solving. 

5.2 Financial Process Outsourcing (FPO) 

GCC finance teams handle: 

 Billing and invoice validation 

 AR and collections follow-up 

 AP processing and reconciliation 

 Detention/accessorial workflows 

 Claims documentation 

 Payroll data prep 

This reduces transaction cost and accelerates cash flow. 

5.3 IT, Data, and Analytics 

GCC IT teams support: 

 TMS and telematics maintenance 

 Integration support and API/EDI 

 Reporting and dashboards 

 Automations and workflow improvements 

 Cybersecurity monitoring 

This gives mid-sized fleets access to capabilities normally reserved for large 

enterprises. 



5.4 Customer Service 

A GCC can run: 

 A centralized customer communications desk 

 24/7 coverage for key accounts 

 KPI and scorecard preparation 

 Carrier and broker inbox management 

This greatly improves customer experience without expanding U.S. headcount. 

5.5 Compliance & Safety Support 

GCCs can manage: 

 Driver file documentation 

 MVR checks 

 Safety data entry 

 Audit preparation 

U.S. safety leaders keep oversight while the GCC handles administrative workload. 

 

6. Why Mid-Sized Fleets Must Transform to Stay Competitive 

Larger carriers and 3PLs already benefit from: 

 Centralized shared-service centers 

 Offshore support teams 

 Greater IT investment 

 Stronger data capability 

 Lower administrative cost per load 

If mid-sized fleets keep the old model—dispatchers doing everything, back-office labor 

in expensive markets, patchwork processes—they risk: 

 Higher cost structures 

 Weaker customer experience 

 Slower technology adoption 



 Lower operational reliability 

 Reduced competitiveness during freight downturns 

This is not about fear; it is about strategic alignment. 

The industry is evolving. Scale and efficiency are no longer optional. 

 

7. Practical Roadmap for GCC Adoption 

1. Identify high-volume, repeatable processes suited for relocation. 

2. Start with a pilot team (5–10 people) to handle billing, documentation, or track-

and-trace. 

3. Define clear KPIs: cost per transaction, billing cycle time, accuracy rates, 

update frequency. 

4. Standardize workflows with SOPs, training modules, and QA checklists. 

5. Integrate technology support - reporting, analytics, TMS optimizations. 

6. Scale gradually into finance, IT, analytics, and continuous improvement. 

7. Embed the GCC into long-term planning for budgeting and capacity 

management. 

 

8. Conclusion 

Mid-sized trucking companies stand at a decisive moment. 

Competition is intensifying, costs are rising, and customers expect more sophistication 

and visibility than ever before. 

GCCs are no longer just a cost-saving mechanism. 

They are a pathway to: 

 Sustainable operations 

 Stronger customer relationships 

 Better data and decision-making 

 More reliable service 

 Long-term competitiveness 

Mid-sized fleets that take proactive steps to restructure their operating backbone will 

remain resilient and relevant. Those that delay transformation may find themselves 



increasingly outpaced by larger players with deeper operational and technological 

capacity. 

The next decade of trucking will belong to companies that not only move freight—but 

build the scalable systems and capabilities that move their business forward. 

 


