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1) MOVE FASTER From international 

air freight to next-day air shipments, 

UPS can move critical parts or 

finished components quickly 

and reliably. And technology like 

UPS Paperless® Invoice can help 

reduce customs delays by up to 

56%—enabling you to meet service 

agreements and satisfy customers.

2) RESPOND QUICKER With UPS 

technology like Quantum View®,

you can see your supply chain and 

adjust to changing customer demands. 

With status updates for both package 

and freight shipments—incoming 

and outgoing—your supply chain is 

more visible, and, consequently your 

business is more responsive.

3) SIMPLIFY RETURNS When 

customers need to return, repair 

or replace a product, UPS has one 

of the largest portfolios of reverse 

logistics solutions to help streamline 

the process. And with millions of 

UPS access points worldwide, your 

customers can easily return their 

purchases to you.

When UPS surveyed leaders in high-tech companies, we learned that a key 
challenge is maintaining the bottom line while improving the customer 
experience. This balancing act is not impossible. It just takes logistics, by UPS.

For more high-tech industry insights, go to thenewlogistics.com/technology or snap the QR code.

3 WAYS LOGISTICS CAN KEEP HIGH-TECH 
CUSTOMERS COMING BACK.
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The list of trucking companies offering refrigerated shipping is endless. But only one offers team expedited 
services exclusively … CRST. Our new Temperature Controlled Team Service means customers with temperature-
sensitive products get the benefi ts of working with one of the largest truckload carriers in the country. 
Unmatched safety and security combined with the newest equipment means perishable loads can go farther, 
faster … at a cost competitive to single drivers! 

Get all the facts at www.crst.com and see why Temperature Controlled Team 
Service is the best value in refrigerated shipping.

Introducing 
Temperature Controlled Team Service 

from CRST.
Faster service. Better value.

A new and better degree of service.

w w w. c r s t . c o m
855-250-2778
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by Keith Biondo | Publisher

Delivering the Final Smile

I
t’s dangerous to take a “hands-off” approach to customer service. That’s 
the conclusion of a recent CAPS Research report authored by Mei Li, PhD 
at Lehigh University. Relying only on carriers and service providers to 

drive the final customer service experience, warns Dr. Li, puts you at risk of 
having service failures that can trash your other customer service efforts.

We are operating in an era of having to do more with less, and sometimes 
it’s tempting to rely completely on our service partners to carry the standard. 
If you do, you’ll likely get a painful reminder that customer service is only as 
good as its weakest link.

I have my own weakest-link customer service story to share. Fifteen years 
ago, I wrote about a major department store’s customer service failure on a 
bed delivery. My store experience was excellent – knowledgeable salesman, 
great selection, good prices, and a promise of fast delivery.

But because the store was not involved in customer delivery, and relied 
solely on its warehouse and carrier partners, my final-mile nightmare 
destroyed the in-store experience and the sale. There was zero customer ser-
vice oversight or involvement. True, that was before we had smartphones or 
email, but we did have telephones.

Fast forward 15 years, and I am buying a chair. Same in-store customer ser-
vice with Joe, a knowledgeable, helpful, friendly, and funny salesman. A great 
sale price. Delivery? One month. Why? Because the chair comes from North 
Carolina – low inventory, build to order. I can relate to that.

But I am compelled to share with Joe my bed delivery nightmare. After rib-
bing me about holding a 15-year grudge, Joe assures me that this time it will 
be different. If I bought stuff more often, he notes, I would know they are all 
over home delivery now.

So I buy the chair and mark my calendar one month out. Two weeks 
later, I get a phone call that the store is ready to deliver the chair – two weeks 
early – with a choice of delivery times at my convenience! And get this, they 
say once they commit, they will hit a 30-minute delivery window. This does 
not happen in New York, where traffic materializes instantaneously.

On the morning of delivery, I get a cellphone call from the truck driver: 
“We’re on the way; text me if you need me.” Two hours later, he calls to con-
firm the delivery time. Then a final call: “We’ll be there in 15 minutes.”

And they were. The next day, I received a post-delivery call and email from 
the store to make sure I was satisfied with the experience.

Sure, it’s easy to outsource your customer service. But the use of new tech-
nology and tools – email, cellphones, social media – make it even easier to stay 
involved, from order to final-mile delivery, no matter what the shipment.

I’ll be talking about my great customer service experience for the next 15 
years. Wouldn’t you want your customers to say the same?
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IN�PERSPECTIVE
BY Perry A. Trunick

Associate Editor, Inbound Logistics
ptrunick@inboundlogistics.com

The Invisible Discipline
For all of its name recognition, supply chain management can be almost 
invisible within an organization.

H
enry Ford’s preference for vertically integrated manufacturing 
led him to say that the manufacturing process begins at the 
moment the raw material is removed from the earth and ends 

when the finished product is delivered to the customer. He owned 
most of those processes and, as a consequence, had near-total control 
over his supply chain. That was in 1915.

Henry Ford wasn’t the first to 
model the supply chain and consider 
the impact of its various components 
and business disciplines. We can 
look farther back to Adam Smith and 
his pivotal 1776 work, The Wealth of 
Nations. In the course of a few pages, 
you can extract a description of the 
supply chain for a “wollen coat” worn 
by the common laborer. Smith also 
describes the supply chains support-
ing that supply chain – referring to the 
ships, ropes, rigging, and sails – carry-
ing some of the goods.

Smith argues for economically 
linking all the goods that must be 
purchased and consumed in the cre-
ation of the ocean vessel trade, which, 
in part, supports the textile trade 
that produces the coat on the average 
man’s back. He stacks supply chain 
upon supply chain.

There are earlier examples or 
models. But the point should be suf-
ficiently clear that supply chains 
aren’t a new concept. And manag-
ing the portions of a supply chain 
that are critical to your enterprise is 
also nothing new. But, even with the 
sophisticated tools available to today’s 
manufacturing and retail businesses, 
we struggle to optimize supply chain 
flows. (Insert your favorite illustra-
tion of pipes or arrows showing goods, 
information, and capital moving 
along a horizontal continuum.)

Presenting a clear view of supply 
chain management as a business dis-
cipline extends to higher education, 
too. In fact, some academics are still 
debating whether to grant SCM the 
status of a business discipline at all. 

As a faculty member of the 
Operations and Supply Chain 

Management Department, Monte 
Ahuja College of Business at Cleveland 
State University, I face that challenge 
at the beginning of each semes-
ter. One goal is to overcome the bias 
toward viewing supply chain man-
agement as an extension of logistics, 
procurement, manufacturing, or any 
other discipline that wants to claim 
it. University departments are no 
different. Where supply chain man-
agement is taught can determine how 
it is taught.

One popular view is that supply 
chain leaders bring their strengths 
in specific vertical disciplines such as 
logistics and procurement, and add a 
fundamental knowledge of the other 
core disciplines. Strong analytical and 
leadership skills then combine in that 
individual’s ability to determine the 
best strategy and tactics to support 
overall business objectives – and to 
then lead the organization to accom-
plish those goals.

If that sounds like a tall order for an 
individual business leader to fill, it is 
an even greater challenge for the edu-
cation system that must train our new 
supply chain leaders.� n
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DIALOG
LETTERS TO THE EDITOR

You Asked For It, You Got It
Merrill Douglas’ article Intermodal 

Inroads (October 2011) was interesting, 
but when is someone going to address 
the driver shortage issue and the prob-
lem of getting good equipment (chassis) 
to move intermodal loads? We, as an 
industry, are driving good drivers away 
from this business.

— George Baima, Pacella Trucking 

Express Inc., Chicago, IL

Editor’s Note: Visit the IL Web site to 
read How the Driver Shortage Affects 
Capacity (January 2011) and our feature 
article on weathering the chassis crisis 
(The Perfect Storm, February 2011).

Don’t Trust the Numbers
I am alarmed about the nega-

tive impact of Compliance, Safety, 
Accountability (CSA) 2010 on small 
business, and the Federal Motor Carrier 
Safety Administration’s (FMCSA) failure 
to recognize the initiative’s effects.

 Your article CSA Compliance Through 
TMS (October 2011) mentions L’Oreal’s 
desire to “comply with CSA 2010 regu-
lations.” But there are, in fact, no CSA 
regulations to “comply” with, and the 
long arm of the FMCSA has yet to reach 
into the shipping docks.

The idea of tracking CSA scores also 
goes against the specific disclaimer on 
the CSA Web site: “Readers should not 

draw conclusions about a carrier’s over-
all safety condition simply based on 
the data displayed in this system.”

The article mentions L’Oreal’s con-
cern about its liability in a motor 
vehicle accident. According to transpor-
tation attorney Henry Seaton, shippers 
such as L’Oreal could expose them-
selves to further liability by tracking 
these scores.

A CSA score does not ensure a safe 
driver is moving L’Oreal freight. The 
CSA data is more flawed than the 
FMCSA will acknowledge.

When probable-cause states such as 
Indiana stop trucks for traveling one 
mph over the limit just so they can 
do an inspection, it can impact a car-
rier’s score by as much as 30 percent. 
Small carriers with outstanding safety 
records can lose business because of 
flawed data.

— Wayne Yoder, safety director,  

Bryan Systems

The Key Shift
It’s great that some companies are 

shifting production from Asia back to 
U.S. manufacturing facilities (Is U.S. 
Manufacturing Coming Back?, August 
2011). However, it’s amazing that busi-
ness leaders and politicians seem to 
be dumbfounded amnesiacs about 
why our economy is in ruins. It’s 
simple: Our country was built on man-
ufacturing, and unless we have that 

foundation, we will soon be going 
down the tubes.

— Eric Olson, director of supply chain, 

Millennium Pharmaceuticals

tweetlog
tweeting it forward:

Watco_Transload  Watco Companies

“@ILMagazine: Why the US needs 
a rail-based transportation vision: 
bit.ly/mVxYgv” Watco Companies 
agrees with that!

Quintiq  Quintiq

Challenges and opportunities in 2011 
for #3PLs, according to @ILMagazine. 
bit.ly/rbgMGr

GenexLogistics  Genex Logistics

Using a single forwarder or multi-
forwarder approach; which is best 
for your team? bit.ly/rUojdx RT 
@ilmagazine #freight #logistics

chimaribel  Maribel Quezada

Train reading :) RT @ILMagazine HOW: 
Inbound Logistics how-to guide to 
#logistics and #transportation best 
practices: http://bit.ly/uQEbfp

JDASoftware  JDASoftware

@ILMagazine says ‘the world is 
becoming our warehouse’ when 
discussing #supplychain and #logistics. 
Do you agree? http://bit.ly/vJjyN7
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Drop us a line:
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Dialog, c/o Inbound Logistics
5 Penn Plaza, NY, NY 10001

Follow us:
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Boosting Supply Chain Sustainability

S
ustainable business practices 
and supply chains reduce 
waste, cut costs, and improve 

profit margins. Alan Amling, direc-
tor of global logistics and distribution 
marketing at UPS, offers the following 
tips to help businesses improve supply 
chain sustainability.

1
Avoid reinventing the wheel. 
�Minimizing waste is the first step 
in sustainability. Before investing 

in your own supply chain technology, 
distribution center (DC), or delivery 
fleet, consider using existing resources 
through a third-party logist ics 
(3PL) provider. Many 3PLs have the 
resources – from offering an expedited 
service to storing parts in a field stock-
ing location – to help you expand or 
improve your business.

2
Map your supply chain. �Ensure 
that all stops along your supply 
chain – from production facilities 

to warehouses and DCs to customer 
locations – are optimally aligned. A 
well-mapped supply chain can reduce 
transportation legs, cutting fuel costs 
and carbon emissions.

3
Evaluate your packaging. �Use the 
least amount of materials possible 
while still ensuring the security of 

the package’s contents. A damaged item 
means a return shipment and more car-
bon emissions.

4
timize your transport modes. 
�Ocean, truck, intermodal, and air 
transportation each produce a dif-

ferent level of carbon output per unit. 
Consider the time and distance con-
straints for each shipment, and select 
the shipping mode that will address 
both with minimum carbon footprint.

5
Consolidate and maximize space. 
�When possible, consolidate ship-
ments to maximize container and 

trailer use. If you’re unable to fill a con-
tainer with one shipment, don’t let 
it ship half full. Use a less-than-con-
tainerload service and book only the 
amount of container space you require.

6
Tune in to technology. �When it 
comes to logistics, the smallest 
detail can mean all the difference. 

Using telematics and analytics, some 
logistics providers can identify even the 
smallest strength or weakness in opera-
tions, and realign them for better route 
and driver optimization. By staying in 
tune with every detail – from a left turn 
to an aircraft landing –  you ensure that 
each leg of your supply chain is as sus-
tainable and efficient as possible.

7
Assess your assembly strategy. 
�Store-ready displays take up more 
space than unassembled ones, and 

can cost up to twice as much to ship 
overseas. Ship in bulk and work with 
your 3PL to assemble the final product 
upon arrival.

8
Go paperless where possible. 
�Companies switching from paper 
to electronic billing can eliminate 

an estimated 124 million sheets of 
paper annually. Paperless invoices con-
vert lengthy customs documents into 
electronic data, automating the cus-
toms process and saving time.

9
Know your role in reverse. �Defective 
parts or products are often sent to 
a central DC for sorting before 

going to their final destination for 
repair, replacement, or proper disposal. 
Shipping items directly to the manu-
facturer or repair facility cuts fuel costs, 
driver miles, and unnecessary emis-
sions, while saving time and improving 
the customer experience.

10
Analyze your carrier. Assess your 
carrier’s fleet, whether on land, 
ocean, or air, as well as any ad-

ditional solutions that can save your 
company money while lowering its envi-
ronmental impact.� n

STEP-BY-STEP SOLUTIONS

by Deborah Catalano Ruriani
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                Call Us At 1 (877) 469 0510
                Email Us At info@us.geodiswilson.com  

 Geodis Wilson is the
Airfreight Forwarder 

of the Year 2010 and 2011
ACW World Air Cargo Awards 2010 and 2011
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R E A D E R

PRO�FILE as told to Merrill Douglas

Jill Hesselroth:  
Opportunity Knocks

I studied accounting in college, then took a job 
with The Gillette Company, but soon found that finance wasn’t a 
good fit for me. I liked cost accounting, however, which made me 

think I’d enjoy supply chain management and operations.

My mentor at Gillette suggested 
I pursue certification in production 
and inventory management from 
the Association for Operations 
Management, along with certification 
in purchasing management and proj-
ect management. Once I earned the 
first two credentials, he supported my 
transition into a supply chain manage-
ment role.

After joining Nortech in June 2010, 
I spent my first three months visiting 
suppliers and our seven manufactur-
ing sites to learn about this business 
and our industry. Nortech operates five 

plants in Minnesota, one in Wisconsin, 
and one in Monterrey, Mexico. I 
studied our processes, reviewed profit-
and-loss statements, and observed how 
the company faces challenges.

Based on what I learned, I created 
a list of improvement opportunities. 
Then the company’s CEO and I agreed 
on some challenges to start addressing. 
The first goal is developing standard 
processes for the seven sites, which 
will provide a solid foundation for 
eliminating waste and reducing costs.

We’re a company of acquisitions, so 
although our plants are performing 

 Jill Hesselroth� is vice president, 
global supply chain at Nortech 
Systems� in Wayzata, Minn. An 
electronics manufacturing services 
provider, Nortech Systems produces 
wire and cable assemblies and 
printed circuit board assemblies, 
and provides diagnostic repair and 
integration services.

Responsibilities: 

Analyzing the company’s supply chain to 
identify opportunities for improvement, then 
implementing those improvements.

Experience: 

Various positions, culminating in manager 
of information technology, receiving, 
stores warehouses, and reprocessing, 
The Gillette Company; director, global 
business applications and processes, 
St. Jude Medical; fulfillment, supermarket 
and manufacturing value stream manager, 
Andersen Corporation; vice president, global 
operations and logistics, Zimmer Spine.

Education: 

BS, accounting, University of Minnesota. 
Certifications: CPIM, CPM, Lean Systems, 
Project Management.

The Big Questions
What’s on your Bucket List?
Serving on a corporate board, living in Italy and Spain for several months with my 
husband, learning Spanish, taking a cruise to Alaska, and improving my golf game.

What are your hidden talents?
I’m an excellent gardener when I find the time. I’m also a certified scuba diver.

Something you don’t do well but really like to do?
I like figuring out how difficult things work, both mechanically and theoretically. 
For instance, how is a plane designed to fly?

Worst job you’ve ever had?
Doing physical inventory because it’s wasteful. Cycle counting is much more 
accurate and proactive.

How have you given back to your community?
I’ve participated in nine Habitat for Humanity builds. My husband and I chaired 
the Salvation Army Red Kettle campaign in our county for 10 years, and we’ve 
volunteered at schools and managed sports teams.
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well, they’re not necessarily doing things consistently. We’ll 
focus on processes such as sales and operations planning, 
supplier selection, production scheduling, quoting, and 
assembly. We’ll also look at our manufacturing cycle times to 
ensure we have our systems set up to plan resources correctly.

Throughout my career, I’ve been a disciple of lean systems, 
and my proudest accomplishments have involved creating 
solutions that eliminate waste, make processes flow better, 
and allow teams to work smarter rather than harder.

At Andersen Corp., for instance, my leader challenged me 
to figure out how to deliver all the materials to our manufac-
turing lines in hourly increments, providing just the items 
the operators needed to manufacture windows in the next 
hour. My team of operators, supervisors, lead production 
and materials planners, engineers, managers, and suppliers 

worked methodically through each component on the line.
We decided to store all materials in a “supermarket” until 

operators needed them. We created schedules, pick lists, and 
custom delivery carts that provided sequenced materials to 
each line. That allowed operators to stay at their stations, 
rather than walking away to get the parts they needed.

The new process improved our material control, reduced 
inventory, and yielded huge productivity improvements. And 
we met our goal very quickly – from concept to completion in 
about one year.

Moving from finance into a new discipline was the scar-
iest decision I’ve made in my career, but I’m glad I did it. I 
definitely have a passion for supply chain management and 
operations, along with lean systems. It’s that passion that 
fuels my success.� n
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If it were easy, 
everyone would do it.

“No carrier is perfect – but they should be accountable. 
That’s why I use Saia. When my account rep and I review 
my Customer Service Indicators® each month he addresses 
any issue up front. He explains how it was resolved and 
we discuss areas for improvements on both sides. 
I like knowing he’s not here to sell me… 
he doesn’t have to.” 

John Greason
Logistics Manager, Houston, TX

Saia’s Customer Service Indicators – 
Six key metrics that help improve the quality of 
our service to you, month after month. 

Customer Service Indicators
On-time Pick-up • On-time Delivery • Exception-free Delivery • Claims-free Service • Invoicing Accuracy • Claims Settled within 30 DaysException-free Delivery • Claims-free Service • Invoicing Accuracy • Claims Settled within 30 DaysException-free Delivery

1.800.765.7242 • www.saia.com
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NOTED
The Supply Chain In Brief
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SEALED DEALS

 The Boeing Company selected High Point, 
N.C.-based 3PL New Breed Logistics to provide 
logistics and supply chain management of 
commercial aircraft fasteners in support of the 
Boeing Aggregated Standards Network program. 
The program encompasses planning, ordering, 
storage, and distribution of fasteners for up to 
300 Boeing suppliers and 20 Boeing fastener 
manufacturers. New Breed will provide forecast 
aggregation for fasteners, capacity planning, 
supply base management, inbound transportation 
management, product storage, order processing, 
and outbound transportation coordination.

Henkel China, a maker of adhesive technologies, 
laundry and home care products, and cosmetics/
toiletries, awarded Agility a five-year contract 
to be the exclusive logistics partner for Project 
Dragon. The project is designed to streamline 
Henkel’s manufacturing in China to cover growth 
over the next 10 years and to leverage economies 
of scale in manufacturing and supply chain 
processes. Agility will provide inbound logistics, 
raw materials and finished goods warehousing, 
production supply, and outbound logistics services.

NOTED
The Supply Chain In Brief

INFOCUS
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UP THE CHAIN

Jim Lyons has been named vice president, chief manufacturing 
officer for engines manufacturer Cummins Inc. Lyons will work on 
improving the company’s worldwide manufacturing performance 
with an emphasis on successful delivery, schedule stability and 
attainment, and waste reduction.

Lawn, garden, and pet supplies company Central Garden & Pet 
Company promoted Paul Hibbert to senior vice president, supply 
chain. Hibbert is responsible for all aspects of the company’s 
consolidated supply chain operations including manufacturing, 
warehousing, procurement, inventory management, and distribution.

Branded apparel maker VF Corporation appointed Tom Glaser 
as its next supply chain leader, taking over from Boyd Rogers when 
he retires at the end of 2011 after four decades with the company. 
Glaser will assume responsibility for VF’s global supply chain, 
including all manufacturing and sourcing operations.

Industry veteran Joe Brink joined Fiesta Restaurant Group Inc. 
as vice president of supply chain management. Brink oversees all 
aspects of the supply chain, including food and ingredient sourcing, 
purchasing, food safety, quality assurance, and distribution for 
Fiesta’s two brands, Taco Cabana and Pollo Tropical.

Dung V. Dao assumes the newly 
created senior role of vice president of 
the global supply chain for online hair 
replacement company Hair Direct. 
Dao will direct a multinational strategy 
to expand the company’s supply and 
distribution network, refresh and 
streamline product lines, and drive long-
term manufacturing innovation.
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recognition
 Averitt Express was 
honored with the LTL Carrier 
of the Year Award by Parker 
Hannifin, a Cincinnati-based 
manufacturer of motion and 
control technologies. Parker 
Hannifin recognized Averitt 
based on several critical 
success factors, incuding 
meeting or exceeding 
Parker Hannifin’s goal of 
97- to 98-percent on-time 
performance while handling 
an average of 1,800 shipments 
per month across its network.

Parker Hannifin’s Reed Tepper 
(l.) presents carrier award to 
Averitt’s Mike Everett. 

APICS The Association for 
Operations Management 
announced Lockheed Martin 
and Magna Karmax Heavy 
Stamping as the winners of 
its Corporate Awards of 
Excellence, presented for 
educational achievement and 

innovation in sustainable 
productivity among the global 
corporate community.

 The Toyota Industrial 
Equipment Manufacturing 
Inc. (TIEM) manufacturing 
plant received the Indiana 
Governor’s Award for Envi-
ronmental Excellence in the 
category Five Years of Continu-
ous  Improvement. This 
is the third time TIEM 
has won the award for 
implementing exempla-
ry environmental projects 
with measurable results.

Joseph C. Curto, president 
of the New York Shipping 
Association (NYSA), received 
the New York/New Jersey 
Foreign Freight Forwarders 
and Brokers Association’s 
2012 Person of the Year 
Award. The NYSA honored 
Curto for his four-decade 
career in the bi-state 
waterfront and his expertise 
in the field of marine cargo 
handling operations.

Heinz North America 
recognized Cryo-Trans Inc. as 
the winner of its 2011 National 
Carrier of the Year award for 

its superior 
performance in 
coordinating and executing 
the transportation of Heinz’ 
Ore-Ida frozen potatoes from 
the Pacific Northwest to points 
in the eastern United States 
using Cryo-Trans’ fleet of 
state-of-the-art mechanically 
refrigerated boxcars.

Home appliance giant 
Whirlpool Corporation 
has named Kansas City 
Southern (KCS) its Rail 
Carrier of the Year for the 
second consecutive year. KCS 
transports several thousand 
boxcars for Whirlpool 

annually to destinations 
throughout North America.

Cabot Microelectronics 
Corporation named Mitsui 
O.S.K. Lines (MOL) its Silver 
Logistics Supplier Award 
winner for outstanding service. 
The award is based on several 
key performance elements 
such as service quality, cost 
containment, on-time service, 
and vessel availability. MOL is 
the first logistics company to 
receive a supplier award from 
Cabot Microelectronics.

Livingston International acquired 
Norfolk, Va.-based Hipage Company 
Inc. This strategic move extends 
Livingston’s customs and compliance 
expertise, as well as its international 
freight forwarding capability, to 
companies importing and exporting 
through the southeastern United 
States. The acquisition also gives 
Livingston added expertise in 
foreign trade zone operation and 
administration.

Hub Group subsidiary Comtrak 
Logistics Inc. acquired certain 
assets of Challenge Transportation, 
an intermodal drayage carrier 
headquartered in Newark, N.J. 
With the addition of the New Jersey 
terminal to its network, Comtrak 
is able to offer drayage and regional 
trucking services throughout the tri-
state and Northeast region.

Gold River, Calif.-based shipping 
and trucking company Alliance 
Traffic Group has been acquired by 
Leading Edge Logistics, a supply 
chain and logistics management 
company headquartered in 
Philadelphia. Alliance will operate as 
an independent subsidiary, offering 
a range of LTL, truckload, rail, and 
expedited air services.
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Finding a work vehicle fl exible enough to handle your every day is 

rare. Finding an entire family is downright uncommon. The 2011 

Freightliner Sprinter offers innovative, economical and class-leading 

features while supporting numerous options and upfi ts for exactly 

what you need. Visit FreightlinerSprinterUSA.com and your local 

dealer to build your Sprinter today.

UNCOMMON VERSATILITY
    RUNS IN THE FAMILY.

12 MINIBUS PACKAGES

2 CAB CHASSIS MODELS

3 PASSENGER VAN MODELS

3 CREW VAN MODELS

10 CARGO VAN VARIATIONS

30 SPRINTER VARIATIONS 
TO FINISH ANY JOB.

010303.3_FL2011Print-Family_InboundLog7.875x10.75.indd   1 8/17/11   4:07 PM

Sprinter_(placed)ad.indd   1 8/23/11   4:29 PMFACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3plFACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3plFACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3pl

http://www.inboundlogistics.com/3pl/3pl_rfp.shtml
http://www.inboundlogistics.com/3pl/3pl_rfp.shtml
http://www.inboundlogistics.com/3pl/3pl_rfp.shtml


No one makes it simpler 
to master complex logistics.

There are no short cuts to creating great work. Each effort requires vision, talent, originality 
and desire. At ProTrans, we approach each 3PL opportunity as a new challenge. No 
off-the-shelf applications here. Using our CORE discipline, we focus on control, visibility 
and reporting so that your logistics solution can fully benefi t from our daily experience 
in the network resulting in better capacity optimization, timing and overall transportation 
management. Let us paint you a picture of unique opportunities. It just might turn out to be, 
well, a masterpiece. Give us a call at 888.776.8726 or see us online at www.protrans.com.
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shaping the future of logistics
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INFOCUS

by Joseph O’Reilly

Transportation Management Breaks Out

Transportation management system (TMS) solutions and TMS-
managed services have been evolving at hyper-speed over the 

past few years, largely driven by an economy in a tailspin, corporate 
mandates to reduce costs at all costs, and the emergence of Software-as-
a-Service (SaaS) and cloud-connected networks. The facility with which 
companies can develop and deploy function-rich transportation sys-
tems, and the reception from ROI-oriented shippers, has opened the 
floodgates for new companies, different approaches, and greater value.

While technology vendors continue to 
dominate the transportation and logis-
tics solutions space, third-party logistics 
providers (3PLs) are making their own 
impression. Transportation management 
continues to be a focal point as ship-
pers confront looming Hours-of-Service 
changes, inevitable capacity and driver 
shortages, and fluctuating fuel costs. 
Accordingly, 3PLs are shaping their port-
folios to provide shippers with a more 
intuitive product.

Managed TMS service is one example of 
how providers are helping shippers sepa-
rate functional dissonance from supply 
chain noise – identifying tactical trans-
portation problems, then engineering 
strategic solutions that cut across all logis-
tics disciplines.

3PLs such as C.H. Robinson Worldwide, 
Inc. have contributed to this growing 
market niche by bundling TMS technol-
ogy with management and execution. 
Ten years ago, TMC emerged as a separate 
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division under the C.H. Robinson 
umbrella, with the specific intent of 
helping customers target transporta-
tion management.

“TMC is organized as a standalone 
division because many shippers want 
to retain control of carrier selection,” 
says Jordan Kass, executive direc-
tor of TMC, based in Eden Prairie, 
Minn. “This move demonstrates our 
commitment to a fair and level play-
ing field in areas such as bidding and 
rate confidentiality.” 

Still, some TMC customers also use 
C.H. Robinson as a core transporta-
tion services provider, recognizing the 
advantage of a partner that can pro-
vide a totally integrated transportation 
management program – from brokerage 
through to execution and optimization.

As another example, Menlo 
Worldwide Log ist ic s  –  the San 
Mateo, Calif.-based logistics arm of 
Con-way – recently divined a new busi-
ness approach that similarly breaks out 

the transportation piece. The roll-out of 
Menlo Transportation Services, which 
combines traditional transportation 
management with solutions engineer-
ing, is designed to remove waste, create 
new efficiencies, and introduce lean 
continuous improvement processes to 
transportation network operations.

Given the entrenched market pres-
sures shippers now face, Menlo saw an 
opportunity to deconstruct its previous 
transportation management platform 
and rebuild it around lean concepts, 
creating a more progressive and sus-
tained value proposition.

“We realized that what we considered 
core services – warehousing and trans-
portation – were, by definition, waste,” 
says Carl Fowler, senior director of oper-
ations at Menlo Logistics Worldwide. 

“Current market headwinds forced our 
hand to be more proactive about deliv-
ering value to customers.” 

Menlo endeavored to infuse its 
transportation management offering 

with lean guiding principles that 
probe for deeper solutions rather than 
immediate economies. “The goal is to 
provide sustaining value, not just find 
cheaper rates,” says Fowler. “We want 
to help customers link upstream and 
downstream processes to this supply 
chain node.” 

Transportation management has 
always provided a natural entrée 
into other supply chain areas such as 
procurement, vendor management, 
demand forecasting, and order manage-
ment. By developing this new platform, 
Menlo wants to let lean methodology 
identify problems, guide better trans-
portation best practices, then unleash 
these efficiencies elsewhere in the sup-
ply chain for further optimization.

In effect, C.H. Robinson/TMC and 
Menlo are drawing out the transpor-
tation function, isolating its value 
within a broader supply chain context, 
then building it back up. Getting back 
to basics is the natural instinct when 

Channeling Demand
E-commerce and multi-channel retailing are placing greater demands on 
order fulfillment practitioners, according to Lakeland, Fla.-based Saddle 
Creek’s E-Fulfillment Trends Report. The study is based on online survey 
responses from 160 retailers, distributors, and manufacturers involved in 
e-fulfillment functions. It explores best practices, challenges, and emerging 
trends across the country. Among the report’s findings:

■■ The rise of e-commerce has elevated order fulfillment operations to a 
critical business function. The practice now requires sophisticated processes, 
state-of-the-art resources, and an in-depth understanding of multiple sales 
channels.

■■ There is a distinct trend toward multi-channel retailing (in store, catalog, 
and online), as 57 percent of respondents use more than one sales channel.

■■ The demand to deliver perfect orders and a consistent brand 
experience from channel to channel can be challenging for many companies. 
Processing time for outbound orders (35 percent), system integration (29 
percent), and upholding service standards (29 percent) are particularly 
weighty responsibilities, according to respondents.

■■ To accommodate the increasing sophistication of fulfillment practices, 
39 percent of respondents outsource some or all of their e-fulfillment 
operations. The most widely mentioned advantages are “alternative to 
investment in overhead/infrastructure” and “opportunities for cost savings.”

Source: E-Fulfillment Trends Report, Saddle Creek Corporation 2011

Biggest E-Fulfillment 
Challenges

35�% Processing Time — Outbound Orders

29�% System Integration

29�% Upholding Service Standards 

26�% Returns

24�% International Shipments

20�% Need for Customization

17�% Processing Time — Receiving

11�% Quality Requirements

8�% EDI Processing
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We know the logistics challenges you face as a CPG
manufacturer: supporting high-volume promotions,
avoiding chargeback fines, earning high retailer
scorecard marks. We know, because we specialize in
logistics support for CPG products – warehousing,
packaging and transportation services, all in one
integrated solution for retail distribution. We can help
cut your costs by up to 35% and improve service to all
your retailers. So if you want better ways to get your
goods from factory floor to store shelf, remember: 
Kane Is Able.

We’re the 
CPG logistics specialists.

Need better ways 
to get your 

goods here?

888-356-KANE (5263) • info@kaneisable.com •  www.kaneisable.com
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complexity muddies supply chain back-
waters. And many shippers welcome 
this grass-roots solution as directives to 
reduce costs remain top of mind.

But logistics service providers are 
also challenged by shippers to con-
tinually provide more value, and 
these approaches facilitate continu-
ous improvement, demonstrating and 
reinforcing the value of transportation 
outsourcing. They also simplify trans-
portation management by making it 
more distinct and accessible, which 
is particularly relevant for small- and 
medium-sized businesses that have yet 
to capitalize on their transportation 
and logistics operations.

The State of 
Transportation
As transportation funding floats to 

the top of state agendas, govern-
ment and transportation authorities 
are focusing attention on measures to 
finance infrastructure development 
and enhance freight movement. Here 
is a roundup of some recent legislation:

Ohio: In a move that other cash-
strapped DOTs will watch closely, Ohio 
legislators are mulling future options 
for managing the Ohio Turnpike and 
other roads amid rising costs.

Transportation officials are work-
ing with consultants to determine the 
best course of action – maintaining 
the status quo, removing tolls alto-
gether, or leasing the roadway to a 
third party. Privatization opponents 
fear an immediate cash infusion will 
lead to a service downgrade, higher 
tolls, and trucks diverting to and dam-
aging nearby roads. Apart from keeping 
the current system in place, the origi-
nal provision for creating a turnpike 
was to remove the tolls once the initial 
construction debts were repaid. That 
never happened.

Wisconsin: Governor Scott Walker, 
along with support from the Wisconsin 
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Department of Transportation and the 
Department of Agriculture, Trade, and 
Consumer Protection, recently signed 
into law nine transportation bills that 
will benefit both the agriculture and 
freight transportation industries. For 
farmers and producers, the new laws 
will streamline the permitting process, 
which will specifically help shippers 
transport agricultural products such as 
fruit, grain, vegetables, and livestock to 
ports for export.

California: The forecast for transpor-
tation funding in the Golden State is 
turning cloudy. It will take more than 
$500 billion through 2020 to main-
tain crumbling roads and outdated 
freeways, and alleviate traffic conges-
tion, according to a recent preliminary 
report by the California Transportation 
Commission. It is a funding gap 
that could delay more than 3,000 
safety improvements. 

Officials are exploring the possibility 
of raising the gas tax, which will greatly 
inflate transportation costs in a state 
where fuel prices are already sky high 
because of low-carbon fuel mandates.

GE Shines Light on New DC
The recent debut of General Electric’s 

(GE) centralized logistics center for 
renewable energy components in Olive 
Branch, Miss., demonstrates the con-
tinuing growth of the U.S. renewable 
energies sector, and the need for efficient 

distribution and parts replenishment. 
The company says the new facility will 
help improve customer response times 
throughout North America as more 
wind and solar energy projects are 
developed and existing power facilities 
require maintenance.

GE Energy’s renewable energy ser-
vices group will use the new logistics 
center to distribute replacement wind 
turbine parts and solar technology 
components. Additionally, it will pro-
duce customer-specific kits that include 
multiple parts for each service activ-
ity, which increases productivity by 
ensuring that all of the parts required 
for a project are packaged together. The 
center also will provide and maintain 
specialized tooling for GE’s field ser-
vices team.

The new facility also complies 
with Leadership in Energy and 
Environmental Design (LEED) Silver 
Certification standards. Sustainable 
features include skylights, upgraded 
insulation, an efficient warehouse 
lighting system, and highly reflective 
white TPO roofing to reduce cooling 
loads.� n

With our Guaranteed Retailer Consolidation Service,
CaseStack covers your logistics penalties.

Can anyone else say that?

Call 855-638-3500 or
visit us in our Fayetteville office to learn more.

CaseStack.com • consolidation@casestack.com

Delivering logistics solutions for CPG companies.

End MABD Headaches.

GE Energy’s renewable energy services 
group is building a centralized logistics 
center in Mississippi to distribute solar 
technology components.
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Temp-Controlled Capacity 
Challenges Heat Up

Truck capacity continues to be a primary 

challenge for temperature-controlled shippers. 

More than 27 percent of shippers participating 

in RWI Transportation’s 2012 Temperature-

Controlled Transportation Report deal with 

a lack of capacity by finding new carriers. 

Thirteen percent enter into long-term contracts 

with carriers, and six percent specifically seek 

out asset-based carriers and 3PLs as strategic 

partners. Other temperature-controlled shippers 

are making significant efforts to optimize lane 

demand planning and improve scheduling. 

For more information on this research, go to 

www.RWItrans.com.

Source: 2012 Temperature-Controlled Transportation Report, 
sponsored by RWI Transportation
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At Alaska Air Cargo we have the routes, schedules and expertise to keep  

your perishable shipments in premium condition. Our local experts undergo 

specialized training in cold-chain logistics so they can stage, ship and handle 

all of your perishables to more than 80 destinations across the U.S.

Keep it cold, keep it fresh at alaskacargo.com. 

Keeping it fresh 
is our specialty.

T M

U n b e a t a b l e  f r e q U e n c y    I    

Mike has been a valued cargo team member since 1987 and is trained in cold-chain handling.

AKC11-400 Perishables Inbound Logistics_V4.indd   1 12/2/11   2:33 PM
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GLOBAL
The World at a Glance by Joseph O’Reilly

TRANS-TRADE INC.
Advanced Logistics Center 
Alliance Logistics Hub, Fort Worth, TX

TRANS-TRADE 3PL/ SUPPLY CHAIN SERVICES

IMPORT – Container Freight Station (CFS), Centralized Examination Station (CES), and Foreign Trade Zone (FTZ)

VALUE ADDED SERVICES – to include Kitting, Light Assembly, Pick/Pack/Ship, Sample Packs, etc. 

WAREHOUSING – Trans-Trade provides integrated warehouse services that can fl ex with your changing 
business needs. We will optimize your warehouse processes to support B2B and/or B2C distribution, and virtually 
any other confi guration you require. 

• Merge-In-Transit/Multi-Order Consolidation  
• Forward/Reverse Technical 3PL Services 
• Cross-dock Services 
• Device Processing Services to include:
 Packout Processing, device Flashing, 
 Target Testing, Relabeling, etc.

For more information call 972.456.1581 x1606
or email alliance3pl@transtrade.com
www.transtrade.com

LOGISTICS CENTER - Up to 540,000 square feet of 
confi gurable space for your distribution and storage needs. 
Kiting, picking, packing, FTZ all under one roof

SIXTY (60) DOCK DOORS
Ample secure trailer parking to handle your transload needs 

PRIVATE ACCESS TO BNSF INTERMODAL FACILITY
Exclusive, no permit transport for overweight containers

CONTAINER YARD 
Up to sixteen (16) acres for container and trailer storage, 
six (6) paved acres with 24 hour security 

TT_ad_2.indd   1 11/14/11   4:01 PM
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A merger of Japan’s big three container lines – MOL, “K” Line, 
and NYK – is one option to help rein in losses. The three companies 

would boast a fleet of 285 ships with a total capacity of 
approximately 1.2 million TEUs. 

GLOBAL
The World at a Glance by Joseph O’Reilly

Japanese Ocean Carriers Mull Merger
In a move reminiscent of Air China/

Cathay Pacific’s recent joint venture 
cargo agreement, Japan’s three largest 
container lines are considering a merger 
to stave off rising costs and capture 
greater market share in the region.

MOL, NYK, and “K” Line are in 
ongoing discussions to consolidate 
operations, reports French container 
shipping analyst Alphaliner. The ocean 
carrier industry at large has been beset 
by economic volatility, especially as 
demand patterns in certain lanes and 
regions continue to waver. For many 

steamship lines, the fact that a peak 
shipping season never materialized 
in 2011 is an ominous warning of 
changing trade dynamics.

Carriers have recognized that surplus 
capacity is a problem. During the first 
recessionary wave in 2009, many began 
idling assets in an effort to reduce 
vessel operating costs and better reflect 
demand. That trend continued into 
2011. But smaller operators without 
market share are still at a disadvantage.

None of the Japanese ocean carriers 
currently commands a top-three 

position in any of their key markets, 
according to Alphaliner. Through 
consolidation, however, MOL, NYK, 
and “K” Line would create the world’s 
fourth-largest ocean carrier – following 
Maersk, MSC, and CMA CGM – with a 
combined market share of 7.5 percent.

A Japanese “mega-line” would be the 
market leader on the Far East-North 
America trade, the second-largest carrier 
on the Far East-South America and 
Far East-Oceania routes, and third on 
the Asia-North Europe and intra-Far 
East markets.
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3PL Militzer & Münch attributes much of its 
growth to project logistics business in Russia. 

Managing a supply chain is complex. And your business is unique. Let 
UniGroup Worldwide Logistics design a solution tailored to your needs.  
We’ll show you the way to a more efficient logistics solution.

UniGroup Worldwide Logistics is a new name, but the foundation of the 
company is well-established. It is built on the heritage of United Van Lines 
and Mayflower Transit, trusted providers of reliable specialized transportation  
and logistics services for more than 50 years. Based on a network of 1,300 
service centers in 146 countries, we are a single source for customized 
supply-chain solutions.

Whether your supply chain is domestic or international, UniGroup Worldwide 
Logistics manages a global network of resources to show you the way to 
seamless, dependable and efficient solutions.     

For more information, call (877) 545-8080 or visit us at ugwwlogistics.com.

terra haute, IN 3:37 a.m.

We’ll show you the way.TransporTaTion services           projecT ManageMenT           DisTribuTion services

UniGroup Worldwide Logistics, LLC

Inbound_Log_Double_Half_WH.indd   1 10/28/11   9:23 AM

Projecting Russia’s Fortunes
Russia’s economy has always been married to its wealth of oil and gas reserves – for 

better or worse. A lack of diverse domestic industries has left the country highly 
vulnerable to oscillating global fuel demand and price fixing. But there is one silver 
lining in its unrelenting reliance on “black gold”: Russia has become a center of 

excellence for project logistics.
Moscow-based Volga-

Dnepr Group, and its airfreight 
subsidiary AirBridge Cargo, has 
a well-established presence in 
the heavy-lift cargo industry. 
And global 3PLs such as GAC 
(Dubai) and Militzer & Münch 
(Switzerland) have capitalized on 
the area’s oil boom to develop  
project logistics divisions. 
Militzer & Münch recently 
reported that its Russian project 

logistics business will account for more than 12 percent of total turnover in 
2011 – more than twice as much as last year.

While this rapid growth is largely tied to current Mideast instabilities, there 

is some optimism that this spike, 
together with growing proficiency 
managing project logistics moves, will 
be an impetus for further economic 
diversification and growth. 

Indonesian 
Ports Need 
Improvement

As interest in Southeast Asia heats 
up, transportation and logistics 
capabilities – and shortcomings – are 
becoming more transparent.

Indonesia, for example, is struggling 
to keep pace with neighboring 
countries in terms of building 
out transportation infrastructure 
to accommodate swelling trade 
flows, according to a recent World 
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company is well-established. It is built on the heritage of United Van Lines 
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service centers in 146 countries, we are a single source for customized 
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Bank report. Export costs out of the 
country are considerably higher 
because its ports fall well below 
international standards. Indonesian 
ports are constrained to serving ocean 
carriers that max out at 4,000 TEUs, 
while Malaysia, by comparison, 
can accommodate 14,000-TEU 
steamship lines.

Logistics costs for moving 
product from factory to port are also 
prohibitive – in some cases more than 
one-third higher than Malaysia. The 
Indonesian government is working 
on a two-pronged plan to improve 
connectivity and reduce costs: first, 
creating a transportation system 
by building the necessary inland 
infrastructure; and second, mobilizing 
state-owned enterprises and increasing 
national logistics capacity.� [ ]

Top Master Carriers for U.S. Imports
In Zepol’s latest report summarizing the U.S. trade industry in 2011 to 
date, Mediterranean Shipping Company ranks second on the Master Carrier 
list. MSC is one of the few ocean carriers that exhibited growth, posting a 
17-percent increase in TEUs shipped from last year.

CarrieR  TEUs (millions)*

Maersk Line 147,487

MSC Mediterranean Shipping Company  140,956

APL Co. PTE Ltd. NOL Group 103,536

Evergreen Line 100,550

Hanjin Shipping Company 87,761

Hapag Lloyd 85,846

Compagnie Maritime D’Affrètement 68,967

Hyundai Merchant Marine 64,685

Orient Overseas Container Line 62,489

Yang Ming Marine Transport Corp. 61,360

* Average import volume, Jan.  2011 — Oct. 2011� Source: Zepol Corporation
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Smart� 
Moves

Education and Career Advancement
by Anne Barry

Anne Barry is communications director, Council on 
Safe Transportation of Hazardous Articles Inc., 

 518-761-0668 • anne@costha.com

Warning! Dangerous Lack of Support  
for Hazmat Professionals Ahead

I
t is often said that dangerous goods 
handling compliance becomes an 
issue only when a non-compliant 

situation is discovered. The better dan-
gerous goods professionals perform, the 
less necessary they appear. 

Lack of recognition for danger-
ous goods management professionals’ 
contributions, increasingly complex 
global transportation regulations, and 
insufficient career development 
opportunities may prevent the most 
qualified management candidates 
from pursuing careers in dangerous 
goods transportation. 

To encourage interest in the haz-
ardous materials/dangerous goods 
field, industry associations and part-
ner organizations are introducing 
initiatives such as the Council on Safe 
Transportation of Hazardous Articles’ 
“Blueprint for Success: Enhancing the 
Image of the Hazardous Materials/
Dangerous Goods Professional.”

This initiative aims to elevate the 
business community’s perception 
of dangerous goods professionals to 
help them gain career security and 

opportunities. Blueprint for Success 
promotes the following core objectives: 

■■ Develop key partnerships with 
regulators and other organizations 
domestically and internationally to 
coordinate and form new programs 
and resources for hazardous materials/
dangerous goods professionals.

■■ Work with existing programs and 
associations to design or expand pro-
fessional development curriculum to 
evolve careers in hazmat transportation.

■■ Stimulate awareness and influence 
regarding the value of the hazardous 
materials/dangerous goods transpor-
tation compliance profession among  
senior decision-making executives at 
corporations, associations, and within 
regulatory bodies.

■■ Increase public awareness of the 
value the profession provides.

Promoting Top Talent
Transportation safety, especially 

where dangerous goods are concerned, 
demands highly qualified participants 
throughout the transportation chain. 
National and international legislation 

is currently imposing more stringent 
and severe requirements for training 
personnel engaged in dangerous goods 
operations. And, the amount of infor-
mation and knowledge required from 
these specialists is constantly growing. 

It can be challenging, however, 
for commercial companies and gov-
ernment entities to find the right 
personnel to comply with all the indus-
try’s requirements. Some countries 
suffer from an acute shortage of hazmat 
professionals, as worthy candidates are 
not attracted by career prospects in the 
dangerous goods field and seek employ-
ment elsewhere.

Industry associations are continuing 
to work with individuals, companies, 
schools, colleges, universities, and the 
regulatory community to heighten 
awareness of the critical function 
hazmat professionals perform in the 
global business community. 

Proactive initiatives such as the 
Blueprint for Success are essential 
elements of promoting the safe trans-
portation of regulated hazardous 
materials by all modes.� n
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Your customers expect fresh.
But you can’t achieve fresh deliveries without superior temperature control 
in transit. As a leader in food and beverage transportation, C.H. Robinson 
provides the capacity you need to keep your fresh, frozen, and floral 
shipments at the right temperature while en route to your customers.  
So your products not only get to market faster, they get to market fresher.

Satisfy your customers by working with the food and beverage 
transportation experts. solutions@chrobinson.com  |  800.323.7587
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Fresh expectations.
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VIEW�POINT
by Joe LaFergola

VMS Lifts Warehouse Labor Productivity

T
racking lift truck operator time 
can be a challenge for warehouse 
managers. The Occupational 

Safety and Health Administration 
(OSHA) requires lift truck operators 
to complete a pre-operation checklist 
before starting each shift. This inspec-
tion involves ensuring that the truck is 
working properly, and looking for signs 
of potential problems, such as hydrau-
lic leaks. 

A recent study by a major big-box 
retailer found that most of its opera-
tors spend approximately two minutes 
filling out the pre-operation check-
list and up to 15 minutes filing it with 
the administrator. Multiply this time 
by the number of lift truck operators 
at a facility, and filing the checklists is 
clearly a productivity drain.

Automated Filing
One way warehouse managers can 

decrease downtime is by using a vehi-
cle management system (VMS), which 
enables forklift operators to complete 
and electronically file the OSHA check-
list instantly, right at the lift truck. 

A VMS offers several benefits in 
addition to time savings. First, the 
electronic pre-operation checklist is a 
paperless system, which saves manual 

filing time and reduces errors. 
Second, the ability to randomize 

the checklist prevents operators from 
quickly checking boxes based on mem-
ory rather than taking time to properly 
inspect the lift truck. 

Third, electronic record retention 
and ease of document retrieval enables 
managers to spend less time doing 
paperwork and more time managing 
the warehouse operation. 

Finally, VMS solutions prevent unau-
thorized parties from operating trucks, 
and act as a “lockout” against using the 
truck if the pre-operation inspection 
finds a critical deficiency.

Adding up the Savings
By eliminating the need for the oper-

ator to file a paper checklist, the big-box 
retailer recognized that its VMS created 
an extra 15 minutes of productive time 
per operator, per shift. 

This 15-minute gain per opera-
tor creates a huge financial savings 
opportunity each year. In a single-
shift operation with 25 lift trucks, for 
example, an operator’s wage may be 
approximately $35 per hour. The 15 
minutes per day saved by electronically 
filing the checklist, multiplied by 250 
days of operation and 25 trucks, regains 

the facility $54,687 in productivity.
Saving 15 minutes per lift truck each 

day also allows operators to move more 
pallets per shift. Assuming a truck 
moves 16 pallet loads per hour, an extra 
15 minutes of production means four 
more loads can be moved per shift. 

If operators typically move 16 pallets 
per hour over the course of four hours 
of operation, they move 80 pallets in 
a shift. If operators can instead move 
84 pallets per shift, they can increase 
product moved by five percent per shift.

VMS solutions can provide data that 
further breaks down important met-
rics, including key hours (the number 
of hours the lift truck is turned on), 
deadman hours (the number of hours 
the truck is engaged in operation), and 
travel and lift time. The system should 
remove the need to perform calcula-
tions, and graphically display results 
that point facility managers in the right 
direction, enabling better management 
and facilitating the ability to meet pro-
ductivity and cost-reduction goals.

Whether it’s filing a pre-operation 
checklist more efficiently, moving 
more pallets, or saving money through 
gained time, VMS solutions can help 
warehouse managers derive more value 
from their lift truck fleets.� n

Joe LaFergola is manager of business and 
information solutions, The Raymond Corporation, 

800-235-7200 • raymond@raymondcorp.com
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THANKS TO OUR CUSTOMERS FOR AN AWARD-WINNING YEAR.

Southwest Airlines Cargo® is honored to have received several prestigious awards this year. Our Customers 
know they can depend on our Employees to consistently deliver reliable, ontime, and friendly service. 
We appreciate that our dedication to excellence continues to be recognized and valued by our Customers.

Southwest Airlines Cargo received several accolades in 2011. We have been recognized as “Domestic Carrier of the Year” (Airforwarders Association), “XLA Domestic Airline of the Year” (Express 
Delivery & Logistics Association), “Quest for Quality Award Winner” (Logistics Management magazine), and *Winner of the “Up to 199,999 Tonnes” category with the highest overall rating 
across all weight divisions (Air Cargo World ’s ACE Survey). ©2011 Southwest Airlines Co.

SWACAR11040_7d875x10d75_Awards.indd   1 11/14/11   2:43 PM
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Tom Sanderson is CEO of Transplace, 
and chairman of the Alliance for Safe, Efficient, 

and Competitive Truck Transportation,  
972-731-4540 • Tom.Sanderson@transplace.com

by Tom Sanderson

The Safety Measurement System: 
A Flawed Assessment of Motor Carrier Conduct

D
eveloped to suppor t  the 
Federal Motor Carrier Safety 
Administrat ion’s (FMCSA) 

Compliance, Safety, Accountability 
(CSA) initiative, the Safety Measurement 
System (SMS) methodology is intended 
to monitor motor carrier and com-
mercial motor vehicle driver safety 
performance. It must pass rigorous 
review before it becomes law. 

Under the Administrative Procedure 
Act, the FMCSA must consider the 
effect these rules will have on the 
motor carrier industry, the cost of regu-
lation, and its impact on small business 
enterprises, in particular.

There is no proof that SMS meth-
odology is a better measure of safety 
than the objective-based compliance 
review currently required by statute. 
SMS methodology is based on “grading 
on a curve,” which assumes that half  
the motor carriers it rates are somehow 
marginal or deficient.

Repeatedly, carriers with very low 
crash rates and satisfactory safety 
ratings score poorly under SMS meth-
odology based on flawed data, fuzzy 
math, and technical violations that 
have no proven correlation to safety.

Highway fatalities involving trucks 

are at an all-time low. A mass of new 
regulations are not needed, particularly 
when competition, efficiency, and jobs 
are at stake. Yet the broker and shipper 
community has been slow to realize 
the effect of SMS methodology.

Unsafe? Says Who?
Vendors selling carrier-monitor-

ing programs have attempted to make 
shippers and brokers feel they must 
second-guess the FMCSA’s ultimate 
fitness determination to avoid vicar-
ious liability or negligent selection 
lawsuits. Shippers, like the traveling 
public, should be protected by the reg-
ulations and the regulators, who should 
be solely responsible for certifying 
safety. We should not be required to 
second-guess the FMCSA’s ultimate 
determination, or be subjected to suits 
based on state law when federal law 
should have preemptive effect.

The current data available for down-
load from the FMCSA Web site reports 
on 768,000 truck and bus carriers. 
Inspection data from the past two years 
exists for 325,000 carriers. Of those, 
91,722 possess enough data to have at 
least one Behavior Analysis & Safety 
Improvement Categories (BASIC) score. 

This means that 88 percent of federally 
authorized motor carriers are not being 
measured by the new system.

Of those with a BASIC score, 51,230 
have at least one score above the 
FMCSA limbo bar. That’s right: more 
than 50 percent of all carriers that have 
a score on at least one BASIC have at 
least one BASIC above FMCSA’s arbi-
trary threshold.

A system that, based on arbitrary 
compliance thresholds, suggests half 
of motor carrier capacity is unfit for 
the shipping public to use, cannot 
be accepted by the shipper and bro-
ker community.

The major flaw in SMS methodology 
is that, regardless of how well the motor 
carrier industry performs, the system 
will always brand 50 percent or more 
of the carriers it measures as deficient. 
In a time of capacity shortage, unem-
ployment, and economic woe, the last 
thing our industry needs is to curtail 
available carriers and stifle competition 
in the false name of improved safety.

The shipper and broker commu-
nity must take a critical and hard look 
at this new system and consider the 
economic and compliance burden it 
threatens to create.� n

FACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3pl

http://www.inboundlogistics.com/3pl/3pl_rfp.shtml


OK

Prepared by The Digital Studio | Goodby Silverstein & Partners. All rights reserved. 415.392.0669

Released on 09.27.11Printed at 100% Round 1

Client
Job Number
Ad Number

Ad-ID
Job Title

File Name
File Format
Start Date

Color /Media
Materials Due

1st Insertion
Vendor

Pubs

B
T
L
G
S

People
Creative Director

Assoc. Creative Director
Art Director
Copywriter

Proofreader
Account Management

Account / Operations
Producer

Product Specialist
Legal

Digital Studio

Mechanical SpecsSprint Consumer
SPRNTB2B-510
006431
Introducing Sprint Direct Connect. Putting dispatch...
Q4 ‘11 SDC Verticals Print-Transportation & Distribution (A version)
SPRNTB2B-510_006431 Q4 ‘11 SDC Verticals Print_A_7.75x10.5.indd
Adobe InDesign
9-26-2011 12:02 PM
4/C Mag
*see notes
*see notes
PDI
*see notes

8.75 in x 11.375 in
7.75 in x 10.5 in
7 in x 9.75 in
None
1 in = 1 in

*World Trade (Nov/10.7), 
Commercial Carrier 
(Nov/10.17), Heavy Duty 
Trucking (Nov/10.19), 
Logistics Mgt (Nov/10.21), 
Supply Chain Brain 
(Nov/10.21), Supply & 
Demand (Dec/11.8). 

Mark Dunn/Mike Mazza
None
Phil Vo
Joel Lugar
Ryan/Jeff/Jen
Ashley Erickson/Megan Brown
Melissa Redada
Rachel Thomas
None

Kirsten Finkas @ 9-27-2011 11:39 AM

 Notes

 3
99

11
   

 V
er

si
on

:0
2 

   
  0

9-
29

-1
1 

   
  m

p

**Monthly charges exclude taxes, Sprint Surcharges (incl. USF charge of up to 15.3% [varies quarterly], Administrative Charge [up to $1.99/line/mo.], Regulatory Charge [$0.40/line/mo.] and state/local fees by area [approx. 
5–20%]). Sprint Surcharges are not taxes or gov’t.-required charges and are subject to change. Details: sprint.com/taxesandfees. Sprint received the highest numerical score in a tie among full-service wireless providers in the proprietary 
J.D. Power and Associates 2011 U.S. Full-Service Wireless Purchase Experience StudySM Vol. 2. The study is based on responses from 9,190 consumers measuring 4 full-service wireless providers, and measures opinions of consumers who purchased a 
wireless product or service within the last 6 months. The proprietary study results are based on experiences and perceptions of consumers surveyed January–June 2011. Your experiences may vary. Visit jdpower.com. Phone requires a new-line activation 
(or an eligible upgrade) and a two-year Agreement. GPS reliability varies by environment. International services are not included. Sprint Business Advantage Messaging and Data Plan: Offer ends 1/7/12. Talk Plan: Additional Anytime Min.: $0.25/min. 
Nights: Mon.–Thurs. 7pm–7am; Weekends: Fri. 7pm–Mon. 7am. Partial min. charged as full min. Any Mobile, Anytime: Applies when directly dialing/receiving standard voice calls between domestic wireless numbers as determined when the call is placed 
using independent third-party and Sprint databases. Standard roaming rates/restrictions apply. Only available with select Sprint plans and while on the Nationwide Sprint or Nextel National Networks (excludes calls to voicemail, 411 and other indirect methods). 
Voice/Data Usage Limitation: Sprint reserves the right, without notice, to deny, terminate, modify, disconnect or suspend service if off-network usage in a month exceeds (1) voice: 800 min. or a majority of min.; or (2) data: 300 megabytes or a majority 
of kilobytes. Prohibited network use rules apply. See in-store materials or sprint.com/termsandconditions for specifi c prohibited uses. Messaging: Includes text, picture and video for domestic messages sent or received. International 
messages sent or received from the U.S. are $0.20/msg., and from outside the U.S. are $0.50/msg. SMS voice messages may incur an additional data charge of $0.03/KB. Data: Premium content/downloads (games, ringers, songs, 
certain channels, etc.) are additional charge. Texts to third parties to participate in promotions or other may result in additional charges. Sprint Radio includes access to select radio channels and song downloads (cost varies). Sprint TV® 
includes select channels. Direct Connect: Nextel and PowerSource devices operate on the Nextel National Network. Sprint devices operate within certain EV-DO Rev. A coverage areas on the Sprint 3G Network. Group Connect (21 
max. participants) currently operates between parties on the same push-to-talk network platform. International Direct Connect is not included. ©2011 Sprint. All rights reserved. Other marks are the property of their respective owners.

Sprint ranks 
“Highest Satisfaction with 
the Purchase Experience 

among Full-Service
Wireless Providers in a Tie.”

—J.D. Power and Associates

For J.D. Power and Associates award
information, visit jdpower.com

$69.99
 per month

sprint.com/sprintdirectconnect
8-SPRINT-BIZ (877-746-8249)

Unlimited data, text, chirp and 
calling to any mobile with a Business AdvantageSM 
Messaging and Data plan.

Get it all while on the Sprint network. Requires a two-year Agreement per line.
Other monthly charges apply—see below.**

nt ranks 
ion with 

perience 
-Service
n a Tie.”
Associates

ates award
power.com

Kyocera DuraMax™

Mil spec 810G durable

Introducing Sprint Direct Connect.
Putting dispatch in the passenger seat 
with the next generation in push-to-talk.
Shorten the distance between dispatch and your drivers with the next-generation 
network that offers an improved data experience. Change routes instantly with the 
push of a button, locate and assist drivers, and send and receive work orders from 
almost anywhere. And now with an Unlimited data plan, you can text, chirp and call 
any mobile as much as you want. All while on the Sprint network. Sprint Direct 
Connect makes communication so easy, it’s like you’re sitting shotgun.

S:7 in
S:9.75 in

T:7.75 in
T:10.5 in

B:8.75 in
B:11.375 in

PACIFIC DIGITAL IMAGE • 333 Broadway, San Francisco CA 94133 • 415.274.7234 • www.pacdigital.com
Filename:

Colors:
Operator: Time:

Date:
006431_Trans_A_775x105.ps_wf02
Cyan, Magenta, Yellow, Black

SpoolServer 21:37:42
11-10-05

NOTE TO RECIPIENT: This file is processed using a Prinergy Workflow System with an Adobe Postscript Level 3 RIP. The resultant PDF 
contains traps and overprints. Please ensure that any post-processing used to produce these files supports this functionality. To correctly 
view these files in Acrobat, please ensure that Output Preview (Separation Preview in earlier versions than 7.x) and Overprint Preview 
are enabled. If the files are re-processed and these aspects are ignored, the traps and/or overprints may not be interpreted correctly and 
incorrect reproduction may result. Please contact Pacific Digital Image with any questions or concerns.

Sprint_(placed)ad.indd   1 10/21/11   12:35 PMFACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3pl

http://www.inboundlogistics.com/3pl/3pl_rfp.shtml


It�MATTERS

34  Inbound Logistics • December 2011

by Lorcan Sheehan

Safeguarding Your Supply Chain  
Against Rising Fuel Prices

R
ising fuel prices have affected 
most supply chains through fuel 
surcharges or increased compo-

nent and operating costs. By planning 
ahead and evaluating where your supply 
chain activities are performed, as well 
as your current processes, you can face 
these challenges head-on and reduce the 
impact on your operations and the bot-
tom line.

Prepare your supply chain for rapid 
fluctuations by addressing these factors:

1.	 Flexible infrastructure. Supply 
chains have undergone dramatic 
changes in recent years in response 
to shifting product needs, labor costs, 
taxes, and environmental consider-
ations. Being flexible enough to employ 
multiple routes to market is an impor-
tant risk mitigation strategy, but it also 
provides the capability you need to 
rebalance product flows in response to 
changing input costs.

2.	Network optimization. As oil 
prices increase, you may be forced to 
evaluate where distribution centers 
are located in relation to areas of high 
demand. The combination of higher 
logistics costs and added inventory 
requirements has prompted many 
companies to move supply chain 

operations closer to key markets. 
A network optimization analysis 
may result in opening or closing 
distribution centers, or even moving 
facilities to more optimal locations. 
Frequent evaluations are necessary 
to ensure your supply chain model 
matches current conditions.

3.	Postponement strategies. A post-
ponement strategy based on your 
network optimization analysis can help 
increase the density of product coming 
from remote manufacturing locations. 
By sending unfinished or unpackaged 
goods into regions that are closer to the 
end consumer for final assembly, you 
can maintain inventory at a flexible 
level and reduce fuel costs.

4.	Shipping practices. Changing 
your shipping practices can dramat-
ically impact your bottom line. This 
can be as simple as establishing spe-
cific delivery dates with key customers, 
which will enable you to consolidate 
shipments. You can also partner with 
a company that is not a competi-
tor but ships product to the same 
retail locations. Consolidating ship-
ments between multiple brand owners 
can reduce costs and increase ship-
ment density.

5.	Environmental responsibility. 
Adopting sustainable supply chain 
practices can help reduce costs and 
support corporate environmental ini-
tiatives. Consider using alternative 
fuel sources for trucks and other vehi-
cles to avoid fluctuating oil prices 
and the complexities they cause. The 
Environmental Protection Agency’s 
SmartWay Program aims to reduce 
environmental pollutants caused by 
traditional fuel sources by providing 
companies with cleaner alternatives, 
including ethanol, E85, biodiesel, and 
natural gas and propane. 

Also evaluate product packaging 
for opportunities to go green. Bulky 
product packaging made from syn-
thetic materials and plastics is not 
friendly to your operations, shipping 
costs, or the environment. Redesigning 
packaging to be more compact and 
incorporate recyclable materials with 
little or no plastic can increase pallet 
density, which reduces shipping costs 
and carbon footprint.

To manage rising fuel costs, gain 
a firm understanding of your supply 
chain, then implement strategies that 
add flexibility to your infrastructure 
and benefit your operations.� n

Lorcan Sheehan is senior vice president, 
marketing and strategy, ModusLink, 

 781-663-5000 • lorcan_sheehan@moduslink.com
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Joplin is Rebuilding and Open for Business

O n May 22, 2011, the most devastating, deadly single U.S. 
tornado in six decades ripped through the city of Joplin, 
Missouri and the neighboring village of Duquesne. With 
winds of nearly 300 miles per hour, the tornado carved 

a path 10 miles long and nearly one mile wide through the two 
communities.

The death toll reached 161 and more than 900 people were 
injured, many critically. Nearly 4,500 housing units were destroyed 
and 9,000 people were displaced for the long term. Also destroyed 
were Joplin’s high school, technical school, new middle school, and 
two elementary schools. The Catholic elementary school was also 
demolished. These buildings housed half of each system’s students.

Destroyed or severely damaged were more than 500 places of 
employment – from St. John’s Regional Medical Center with more 
than 2,000 employees, to dozens of medical offices, big box retailers, 
and scores of small, local firms. More than 5,000 job positions were 
impacted. The storm was a staggering blow to the 52,000 people of 
Joplin and Duquesne.

And yet, within minutes, our other regional hospital, Freeman 
Health System, and a St. John’s triage center were treating the 
hundreds of injured. Within 36 hours, the Joplin emergency 
and public works crews, with help from our great neighboring 
communities, had all 107 miles of streets in the devastated area 
completely opened for rescue crews.

Within one week, St. John’s opened in a 60-bed tent hospital 
that is now transitioning to a full-service, 100-bed “permanent unit.” 
St. John’s has already announced a location for a new $500-million, 
400-bed state-of-the-art medical center.

On August 7, 2011, the expedited clean-up goal was met. More 
than three million cubic yards of debris, enough to cover 180 football 
fields 10 feet deep, was removed.

Perhaps the biggest miracle was the Joplin Public Schools. 

Helped by local, committed contractors, the schools’ leadership 
team fulfilled the promise made the day after the storm: that school 
would start on time. Today, 98 percent of the students are back and 
more show up each day. The Catholic elementary school opened in 
a temporary location on-time, as well.

The 9,000 people displaced for the long term are still in the area, 
still committed to living here, and either already in new quarters or 
ready to rebuild.

We have seen an extraordinary effort from our business 
community. Of the 523 businesses and medical practices directly 
in the path, nearly 400 are already reopened at existing, new, or 
temporary locations. Most have gone the extra mile to keep their 
employees on payroll as well.

This miraculous recovery would not be possible without so much 
help from the federal and state government, and from so many of 
you. Nearly 200,000 volunteers have come to our community. They 
helped find shelter for those without homes, provided tons of food 
and material, and removed debris. Millions of dollars in donations 
have come from so many others, as well.

There is a long road to recovery still ahead and people continue 
to ask how to best direct their help. For monetary donations, there 
is www.rebuildjoplin.org, which lists six key local organizations 
that are working on long-term recovery. Specifically included in 
the six key local groups is the Joplin Area Chamber of Commerce 
Foundation Business Recovery Fund, which can be accessed directly 
here: www.joplincc.com/businessrecovery.

We still grieve for the victims and their families, but our 
communities are not victims. We have found the courage in our own 
hearts and the kindness of thousands of Americans. Thanks to your 
support and the indomitable spirit of the people in Joplin, Duquesne, 
and our region, we will be back stronger than ever. 

Rob O’Brian� is president of the Joplin Area Chamber of Commerce 
in Joplin, Mo., and the region’s lead economic developer.

(417) 624-4150 • robrian@joplincc.com

knowledgebase©
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A s consumer confidence wavers from month 
to month, retailers are working extra hard to win 
shoppers’ hearts and coax money from their wallets. 
All aspects of customer service – including extended 

hours, attentive employees, attractive displays, well-organized Web sites, 
easy checkout, and hassle-free returns – keep shoppers in the mood to buy. 
So does a well-run supply chain. 

Sure, retail outlets stand at the far 
extreme of that chain. By the time a 
customer lifts an item from a shelf or 
drops it in an online shopping cart, 
the retailer has completed most of 
the planning and execution needed 
to move that product from the 
manufacturer to consumer.

Still, to make sure that customers 
get the products they want, when they 
want them, and enjoy the experience 

enough to come back for more, a 
retailer must create a smooth and 
efficient path from supplier to store – or, 
in the case of online retailers, all the 
way to the consumer’s door. 

Retailers with a knack for pleasing 
customers deliver the best possible 
mix of product offerings, superior store 
operations, and a visually appealing 
environment, says Briggs Briner, a 
director with PricewaterhouseCooper’s 

Stellar retail supply chain planning 
and management seal the deal on the 
consumer shopping experience. 

By Merrill Douglas
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Customers connect with Brookstone at more than 300 stores 
in shopping centers and airports, as well as through a print 
catalog, an e-commerce site, and an affiliate program that 
places select merchandise with partners such as Staples and 
Bed, Bath & Beyond. 

Brookstone stores carry 300 to 500 products, but its Web 
site offers a great deal more, says Bill Wood, vice president 
and chief information officer at the Merrimack, N.H.-
based company. Customers who like an item in the store, 

but want to see alternatives, can use their smartphone or 
tablet computer to scan a quick response code attached to 
the product, view more items on the mobile version of the 
Brookstone Web site, and place an order on the spot. If the 
customer doesn’t have an appropriate mobile device, a sales 
associate with an Apple iPad can help. 

“We have full capability at the store level to place orders 
for all the products that are available online,” Wood says. 
“The customer can be sitting in a massage chair at the store, 
order that chair, and place an order for accessory products.” 

Thanks to the company’s supply chain infrastructure, 
staff at Brookstone’s distribution center (DC) in Mexico, 
Mo., may well have that massage chair ready to ship before 
the customer leaves the mall. As of 2011, that infrastructure 
includes a newly upgraded warehouse management system 
(WMS) from Atlanta-based Manhattan Associates.

When Brookstone first implemented its WMS in 2001, it 
operated stores and a catalog business, but had only started 
to experiment with e-commerce and affiliate partnerships. 
“Now they represent a much larger portion of our business,” 
Wood says. 

A big incentive for the recent upgrade lay not with 
Brookstone’s retail operations, but with the wholesale affiliate 
program. “Manhattan Associates’ software integrates with 

PRTM Management Consulting Practice in Dallas. Solid 
supply chain management is key to that kind of success. 
“Effective supply chains deliver the optimal product 
offerings and associated non-product store supplies to enable 
a superior and consistent shopping experience,” he says. 

An optimal product offering provides what PRTM calls the 
Triple A – an affordable and available assortment. “Affordable 
products are delivered by keeping supply chain costs low 
through effective sourcing strategies, quality standards, 
and optimized logistics or distribution 
networks,” Briner says. Companies that 
implement supply chain strategies to 
cut costs can pass some of those savings 
to customers. 

Retailers keep products available 
by accurately forecasting demand, 
then using smart tactics, such as 
postponed inventory allocation, to 
allow for adjustments when forecasts 
are inaccurate. “The optimal product 
assortment – size, color, style mix – is 
achieved through effective planning 
and a responsive supply chain,” 
Briner says. Capabilities such as rapid 
replenishment help in this area. 

An effective supply chain also 
supports customer-centric store 
operations. “The supply chain can 
provide shelf-ready products, such as 
pre-tagged goods or goods on hangers, 
that enable store employees to focus on 
serving customers,” Briner says. And a 
retailer with a well-run supply chain can offer a wider variety 
of shopping options, such as the ability to order online, then 
pick up the product in a brick-and-mortar store. 

The following case studies demonstrate how four retailers 
use stellar supply chain strategy to guarantee customer 
service that outshines the competition.  

Brookstone  

Ready to Ship in One Hour

O ne example of a company that uses nimble channel-
crossing strategies to good advantage is specialty 
retailer Brookstone. Founded with a 24-page black-

and-white catalog in 1965, Brookstone opened its first retail 
location in 1973. Today, it’s a multichannel merchant selling 
solar-powered backpacks, the iPod-controlled Rover Wireless 
Spy Tank, and thousands of other useful and unusual items. 

Efficiently operating multiple retail channels allows Brookstone to sell its in-store 
customers additional products from its Web site via smartphone or tablet computer.
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culture trends will shape demand for the costumes they will 
sell in 12 months.

“As the last parcels leave our facility every Halloween, 
we start planning for what’s going to be hot the next year,” 
says Terry Rowinski, chief operating officer at the direct 
marketing company in New Berlin, Wis. 

BuySeasons is really two businesses in one. Through its 
CelebrateExpress, BirthdayExpress, and 1stWishes catalogs 
and Web sites, it satisfies a steady, year-round need for party 
supplies and décor. But under the company’s other two 
banners, BuyCostumes and CostumesExpress, BuySeasons 
serves demand that peaks massively in September 
and October. 

Logistics activity for the costume business comes in three 
phases, says Rowinski. First, there’s an inbound flood of 
materials for BuySeasons’ own manufacturing operation and 
finished inventory from vendors in Europe and Asia. 

Then, in September, orders start pouring out the door to 
customers. Finally, as the outbound flow swells to its peak in 
late October, the company starts grappling with exchanges 
and returns. 

Long-range planning is part of the magic that BuySeasons 
deploys to keep customers delighted with its costume 
selection and service. The company stays closely in touch 
with licensing agencies that represent movies, TV shows, 
celebrities, and other pop culture phenomena that might 
feed customers’ dreams for a Halloween transformation. 

“We work with the licensing agencies to understand what 
will be trending in their businesses as they move forward in 
the next year,” Rowinski says. Will Angry Birds and Snooki 
retain their appeal? What does Pixar have in production? 
Based on those insights, BuySeasons lays plans for making 
and procuring costumes. 

As the new season approaches, BuySeasons uses its Web 
sites and catalogs to provide a sneak peek at new products 

and let customers pre-order. “We 
start taking demand against 
those products even though they 
haven’t left the country where 
they’re being manufactured,” 
Rowinski says. 

BuySeasons uses data it collects 
from suppliers and its own 
production plant to determine 
when those early orders will be 
ready to ship. That data must 
be accurate. “You don’t want to 
tell customers they will receive 
their costumes on Sept. 15, 
then not deliver until Oct. 30,” 
says Rowinski.

Pre-orders provide a clue as 
to how popular new products 

many leading retailers. By operating on the current version, 
we could take advantage of that pre-defined integration,” 
Wood says. The new version of the WMS allows Brookstone 
to, for instance, generate shipping labels that comply with its 
partners’ specifications. 

But the upgrade also helps Brookstone operate more 
efficiently and cost effectively, freeing up money to invest in 
providing products of greater value. “Consumers are looking 
for innovation and quality in our products,” Wood says. “If 
we can invest dollars in those areas, as opposed to handling 
packages, I think they appreciate that.” 

For online shoppers, including in-store customers who 
turn to the Web for more options, the upgrade provides 
quicker turnaround. “Many times, a package is ready and 
waiting for UPS pick-up within one hour of the order being 
placed,” Wood says. 

The new WMS also allows Brookstone to prepare packages 
for a wider range of parcel carriers, rather than using UPS for 
every delivery. “That allows us to be more flexible and ship 
more cost-effectively to consumers,” he adds. 

BuySeasons  

Staying Ahead of What’s Hot

W hen managers at BuySeasons haul out their 
crystal balls every October, they’re not 
preparing to pose as fortune tellers a few days 

later on Halloween. They’re trying to divine which pop 

Processing orders for on-time 
delivery plays a crucial role in 
BuySeasons’ highly seasonal sales. 
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hard to keep product flowing steadily to all those locations. 
“Our in-stock position is at 98 percent,” Pankey says. And 
as the company pursues ambitious expansion plans over the 
next five years, officials are determined to maintain that high 
service standard. 

With that goal in mind, PSP is working to gain more DC 
capacity and make its distribution network efficient enough 
to serve a rapidly growing roster of retail locations. The 
strategy calls for replacing PSP’s two existing DCs, in Jackson 
and Ann Arbor, Mich., with a single large facility. 

Early in 2011, PSP started working with LLamasoft, a 
supply chain planning and analytics software vendor, to 
identify the best location for the new DC. LLamasoft, based 
in Ann Arbor, provided its Supply Chain Guru software and 
brought in experts to perform modeling on PSP’s behalf. 

One goal of the modeling exercise was to find a location 
from which PSP could continue serving its stores effectively 
and at the best possible cost. Another goal was to figure out 
how big the facility should be and how much inventory it 
should hold.

“Typically, our freight tends to be more expensive than 
warehousing from a total cost perspective,” Pankey says. 
So the model had to consider what it would cost to serve 
the stores over various distances. “The tool let us do that 
by quantifying the rates for shipping from these new 
locations,” he adds. The model also considered how much 
product the DC should hold, and what it would cost to keep 
that inventory. 

The modeling tool helped officials at PSP decide to locate 
the new facility somewhere between Indianapolis, Ind., 

will prove once the season ramps up. 
That information helps BuySeasons 
match production to demand as the 
season progresses. 

Recent efforts to maintain a lean 
inventory of paper, inks, and other 
costume materials also have helped 
BuySeasons respond to evolving 
demand for specific products. “We’ve 
eliminated weeks – or even days – of 
materials on hand, so that we can 
always keep products fresh, and be 
as nimble as possible in what we’re 
manufacturing,” Rowinski says. 

If customer demand soars for a 
specific costume line, BuySeasons can 
order larger quantities of the necessary 
materials and ramp up production. 
“On the other hand, if for some reason 
demand starts to trail off, we can easily 
let the time run out on the theme or 
product until it makes sense to let it 
die,” notes Rowinski. 

One further key to delivering 
excellent customer service is strong 
coordination among all of BuySeasons’ 
departments. “It took a sales operations and planning exer-
cise to integrate our merchant team, financial team, and 
supply chain department to make sure everyone was on the 
same page,” Rowinski says. 

If buyers get merchandise in-house, for example, but it 
takes four days for DC staff to receive it, put it away, and 
make it available for picking, customer service bogs down. 
“The ability to organize and work together is what makes our 
operation run so well,” Rowinski says. 

Pet Supplies Plus  

98 Percent In-Stock

Employees at Pet Supplies Plus (PSP) take pride in 
their ability to keep stores stocked with the products 
customers want. “When consumers elect to come 

into one of our stores, more than likely they’re going to walk 
out with everything they need,” says Todd Pankey, senior 
vice president, supply chain, at the Farmington Hills, Mich.-
based company. 

Founded in 1988, Pet Supplies Plus claims a position as the 
third-largest pet retailer in the United States. It operates more 
than 240 outlets in 23 states, and company officials work 

To support its rapidly growing roster of retail locations, Pet Supplies Plus plans to 
streamline its distribution network and add DC capacity. 
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Wayfair also revels in praise from happy customers, as 
evidenced by testimonials posted on its Web site: “The 
experience I had with Tiffany has made me a customer for 
life.” “I am very thankful for how fast you reacted.” “I am 
impressed by the way you care about customers.”

Responsive customer service reps help Wayfair shine in 
customers’ eyes. But another secret behind the company’s 
customer service success is its logistics savvy. 

“The delivery of the item is where we prove ourselves,” 
says Mark Mastrandrea, vice president, supply chain at 
Wayfair. “We’re focused on fast, on time, and clean.” That 
means getting customers the products they want as soon 
as possible and in great condition, whether the shipment 
contains a corkscrew, a backyard sandbox, or a four-piece 
living room suite. 

“In order to do that, we rely on having accurate inventory  
information and shipping times, and being able to quote 
them to the customer,” Mastrandrea says. 

Tracking availability is a particular challenge for Wayfair, 
for two major reasons. One is the sheer number and variety of 
its products. Wayfair currently offers more than 4.5 million 
items from more than 5,000 suppliers, and it’s adding to 
those numbers all the time. 

The second reason is that Wayfair is mainly a drop-ship 
merchant, passing orders to its suppliers, then managing 
transportation to get the goods directly to customers. To tell 
customers when to expect their shipments, Wayfair must be 
able to peer into the inventories of all 5,000 suppliers. 

That visibility comes thanks to the company’s heavy 
investments in technology, most of it developed in-house. 
Wayfair’s processes for collecting data from suppliers are 
easy to set up and replicate. “We excel at onboarding new 

and Columbus, Ohio. “It also 
helped us to decide how big 
the warehouse needed to be,” 
Pankey says. The next steps will 
be to choose a precise location, 
and contract with an industrial 
engineering firm to design 
the facility. 

Since completing that initial 
project, PSP has worked with 
LLamasoft to perform further 
analyses that, among other 
things, will help the company 
maintain its high customer 
service standards. One initiative 
was a trend analysis, which 
revealed that PSP’s sales volume 
spikes around Labor Day, then 
remains heavy through the end 
of the year. 

“That project has given us 
a tool we can use for labor 
planning to hit our service 
expectations from a shipment 
perspective,” Pankey says. 

LLamasoft has also helped PSP standardize reporting on 
key performance indicators, including one that measures 
order fulfillment performance. In addition, LLamasoft has 
helped PSP analyze its use of warehouse space and, based on 
that knowledge, achieve a better product flow. 

“We applied a new slotting program that has improved 
our efficiency in the facility and allowed us to move to zone 
picking, rather than the batch picking that we had been 
doing previously,” Pankey says. 

The coming years will see PSP transporting pet supplies 
to more and more locations. “As a percent of the total, our 
increase in stores should outpace any of the other specialty 
pet retailers in the marketplace,” Pankey says. Thanks to solid 
supply chain planning, PSP should have no trouble keeping 
all those new shelves filled. 

Wayfair  

Fast, On Time, and Clean

B oston-based e-tailer Wayfair’s tag line is, “A zillion 
things for the home.” The company revels in big 
numbers, such as the 9.6 million orders placed via 

its Web site since 2002, and the 200,000 hours its employees 
had spent with customers in 2011 as of late October. 

Wayfair’s customer service team relies on accurate inventory and shipment tracking information 
to provide consumers with order updates.
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suppliers,” Mastrandrea says. “We bring on about 130 new 
vendors every month.”

Because fashion plays a big role in home goods, vendors 
are constantly introducing new products and discontinuing 
old ones. 

“We have a lot of technology and data feeds that allow 
us to stay on top of that information for all our suppliers,” 
Mastrandrea says. 

Besides keeping track of which products are available, 
Wayfair also must maintain precise data on the dimensions 
and weights of all the items it sells, so it can plan the 
deliveries. “We select the best carrier for the origin and 
delivery points, the product weight, and the service class,” 
Mastrandrea says. 

Wayfair works mainly with parcel carriers, several less-
than-truckload (LTL) carriers, and white-glove carriers that 
specialize in delivering and setting up furniture and other 
high-value merchandise. 

For a company that manages transportation from vendors’ 
DCs all over the United States, to customers all over the 
country, speed is a major challenge. Speed is also a key 
element of customer service, which is why Wayfair recently 
implemented a new strategy to get its most popular items to 
customers even faster than before. 

To accomplish that, in 2011 Wayfair altered its business 
model, introducing DCs in Ogden, Utah, and Hebron, Ky. 
LTL and full truckload carriers haul selected products from 

suppliers to the two DCs, where employees pick orders and 
ship products via parcel carrier. 

“These DCs make thousands of products available to 
anywhere in the United States within two days,” Mastrandrea 
says. “It’s part of our initiative to be faster, reduce lead times, 
and get products to customers right away.” The new strategy 
has proven so successful that Wayfair plans to bring more 
products into the two DCs in the near future. 

Company officials also plan to revamp the way they ship 
larger items via LTL or white-glove carrier. 

“We’re focusing on improving packaging and package 
testing, and how we work with carriers on larger goods 
that are heavy, contain glass, or present different kinds of 
problems than a parcel package would,” Mastrandrea says. 
The goals are to deliver these items faster and to reduce the 
risk of damage. 

Ultimately, all these efforts are designed to promote 
Wayfair’s core values – selection and service – and to make 
sure the company’s numbers keep soaring. “Our supply chain 
and customer service are built around growth – bringing on 
more suppliers, handling more products, and talking to more 
customers,” says Mastrandrea. 

Like their counterparts at PSP, BuySeasons, and 
Brookstone, officials at Wayfair understand that 
implementing strong processes all along the supply chain 
can help make shoppers happy and keep them coming back 
for more.� n

Do you need a logistics partner 
that will bend over backwards 

for you?

Warehousing & Distribution   •   Transportation   •   Value-Added Services

kencogroup.com
1-800-758-3289
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THE CUSTOMER

United Natural  
Foods Inc. (UNFI)
Providence, Rhode Island
www.unfi.com
UNFI is a U.S. independent 
national distributor of 
natural, organic, and 
specialty foods and 
related products, including 
nutritional supplements, 
personal care items, and 
organic produce.

THE PARTNER

Cardinal Logistics
Concord, North Carolina
www.cardlog.com
The third-party logistics 
(3PL) provider serves 
multiple industries 
nationwide with dedicated 
contract carriage, final-
mile delivery, and logistics 
management.

When United Natural Foods Inc. wanted to consolidate multiple 
carriers into one, it turned to Cardinal Logistics to manage its 
inbound moves and provide shipment visibility.

Dedicated Refrigerated 
Fleet Helps Food Distributor 
Keep Its Cool

U
NFI’s inbound logistics operation 
transports more than 40,000 
products – including natural and organic 
groceries, and frozen and perishable 
foods – to its 14 distribution centers 

throughout the United States for outbound delivery 
to its customers. Cardinal Logistics supplies 
inbound transportation services for UNFI’s Eastern 
and Western Regions.

The 3PL helped UNFI consolidate from multiple 
carriers in the Eastern Region by engineering 
a dedicated fleet operation. The 
arrangement has proven to be a 
reliable option for UNFI, which 
now has one point of contact for its 
inbound network. Cardinal is able 
to manage the inbound moves and 
incorporate vendor freight without 
increasing the fixed assets.

While converting from multiple 
carriers to one, Cardinal assumed 
UNFI’s refrigerated trailer assets 
and added Cold Link® refrigerated 
tracking technology with alert 
management and reporting 
capabilities. The refrigerated trailer 
fleet can be remotely monitored and 
reset as required.

Cardinal transitioned UNFI’s Western Region 
activity from single-temp refrigeration and dry van 
movements to multi-temp equipment, reducing the 
overall product shipment cycle. The current solution 

also optimizes driver and equipment resources. 
With UNFI’s input, Cardinal built region-based 

key performance indicator (KPI) reports to assist 
with decision-making. Changes to origin points 
presented an opportunity based on more detailed 
shipping information. 

Cardinal’s mobile handheld technology, 
Cardinal Activity Tracker, is used for EDI updates 
such as arrival and departure times, and supports 
UNFI’s KPIs and weekly reports. 

Before the relationship with Cardinal, UNFI had 

limited inbound fleet metrics. With Cardinal’s help, 
the KPIs allow UNFI to monitor costs on a load, 
stop, and mileage basis. UNFI is now also able to 
track reefer fuel burn and loaded trailer dwell time 
to help increase efficiencies.
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T
he high-tech, high-value products 
Wells-Gardner Electronics makes and 
ships require special handling in several 
regards. Before hiring Geodis Wilson, 
Wells-Gardner was using a provider that 

did not own offices in all the ports Wells-Gardner’s 
products were shipped to and from, which added 
extra expense and time to the shipping process. 

Wells-Gardner hired Geodis Wilson three years 
ago. Owning offices at every origin and destination 
point Wells-Gardner needed allowed Geodis Wilson 
to help the company avoid duty and taxes. It also 
improved communication, service, and shipment 
visibility; reduced shipping times; and cut costs.

Geodis Wilson now handles approximately 15 
less-than-containerload, full containerload, and 
airfreight shipments of LCD flat-panel monitors and 
related parts each month for Wells-Gardner. Geodis 
Wilson is the sole provider for shipping product 
from Hong Kong to destination ports just outside of 
Sydney, Australia, and Montreal, Canada.

“Geodis Wilson has been excellent to work 
with,” explains Bob Urban, Wells-Gardner’s director 
of global logistics. “They openly exchange ideas 
to improve service and reduce costs wherever 
possible, consistently and immediately notify us 
of rate changes, and demonstrate ingenuity when 
providing back-up shipping solutions when we 
encounter problems.”

Geodis Wilson has come through for Wells-
Gardner in memorable ways. “An urgent shipment 
for one of our largest customers was picked up in 
Montreal Friday morning for delivery in Chicago 
Monday morning,” Urban recalls. “We had always 
used a broker specializing in North American 

cross-border clearance for the infrequent occasions 
when we import from Canada. The broker never told 
us our account had a value limit, and this shipment 
far exceeded that figure. So, the driver was turned 
away in Windsor late Friday night. 

“The trucking company told me we could submit 
a new power of attorney to increase our value 
threshold on Monday, meaning the goods would be 
delayed until Tuesday,” he continues. “I contacted 
the Geodis Wilson operations team. Immediately, 
they arranged to take the shipment, submit a 
new entry on our behalf, and ensure the shipment 
arrived on Monday as planned. 

“All this ‘above and beyond’ service was provided 
on Saturday,” he adds. “Geodis Wilson was the only 
one of four freight forwarders that also do brokerage 
that was willing to work on Saturday.”

THE CUSTOMER

Wells-Gardner 
Electronics 
Corporation
McCook, Illinois
www.wellsgardner.com
Founded in 1925, publicly 
traded Wells-Gardner 
Electronics Corporation is 
a global manufacturer and 
distributor of premium video 
displays, including: LCDs, 
LCD flat-panel displays, 
digitally controlled monitors, 
analog monitors, and 
support parts.

THE PARTNER

Geodis Wilson
Headquartered in France; 
worldwide presence
www.geodiswilson.com
With 5,500 people and 
a global network, Geodis 
Wilson is one of the world’s 
largest freight forwarders 
and 3PLs, serving 
customers with integrated 
supply chain solutions 
that deliver cargo by air, 
ocean and ground via their 
numerous warehouses 
located strategically 
throughout the globe.

Receiving great logistics service, communications, and pricing 
is no game for the leading provider of LCD monitors to the global 
gaming industry.

Superior Service, 
Seven Days a Week

Geodis Wilson’s CUSTOMER SERVICE Benefits:
1.	 Communications. Geodis Wilson’s Chicago 

branch operations manager serves as the 
key, accountable contact and manages 
all of Wells-Gardner’s needs related to 
communications, reporting, scheduling, 
and more. She provides daily reports to 
Wells-Gardner and communicates with 
its import and export logistics teams.

2.	 Price. Fees are lower for shipments to both 
Canada and Australia because of Geodis 
Wilson’s competitive pricing structure and 
because the company has its own offices 
in all relevant ports.

3.	 Speed. Geodis Wilson has reduced transit 
time to Canada by one week. 
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THE CUSTOMER

International 
Automotive 
Components (IAC) 
Group
Southfield, Michigan
www.iacna.com
IAC is a leading global 
supplier of automotive 
components and systems, 
including door and trim 
systems, instrument panels, 
consoles and cockpits, 
flooring and acoustics 
systems, and headliner and 
overhead systems.

THE PARTNER

ProTrans 
International Inc.
Indianapolis, Indiana
www.protrans.com
ProTrans International Inc. 
is a 3PL that focuses on 
capacity management and 
better visibility, with data 
support  for efficiency gains 
and inventory management.

I
nternational Automotive Components 
(IAC) Group needed a more efficient way to 
coordinate and consolidate shipments among 
its 33 North American plant locations. The 
IAC plants are spread throughout the United 

States, Mexico, and Canada, making capacity 
management, real-time data visibility, shared 
network flexibility, and intra-Mexico cooperation 
essential to success.

Because ProTrans serves more than 400 
manufacturing locations in North America – with 
two-thirds of those customers in automobile 
supplies – there was a natural synergy between 
IAC’s needs and ProTrans’ capabilities and 
experience. For example, the 16 IAC plants located 
in the upper Midwest and Ontario were, on 
average, within just 90 miles of a ProTrans cross-
docking facility. Moreover, the remaining nine 
plants throughout North Carolina, South Carolina, 
Tennessee, and Virginia were only 150 miles, on 
average, from the nearest ProTrans cross-docking 
facility, and three plants were as close as 100 miles.

To address IAC’s needs, ProTrans used its CORE 
supply chain management program, which focuses 
on control, visibility, and reporting. Using customized 
business intelligence software for logistics analytics, 
ProTrans allowed IAC to create tailored reports that 
give the company complete supply chain visibility.

“Operating the IAC business with our CORE 
program makes us a freight manager as well as a 
true operator in the network,” says Shawn Masters, 
vice president of operations, ProTrans.

Additionally, ProTrans’ ProMex Direct service 

enabled IAC shipments to move into Mexico 
without stopping for unloading, additional 
handling, or validation along the border. Freight 
was verified at one of ProTrans’ northern facilities 
near the IAC plants, with brokerage paperwork 
filed while trucks were heading south. The crossing 
processing is streamlined to provide maximum 
transportation efficiency and velocity, and reduce 
overhead inventory carrying costs.

Finally, ProTrans provided IAC a Michigan-
based management team to interface with 
the manufacturer’s leadership at its Southfield 
home office. “We were initially impressed with 
ProTrans’ overall program and its support of our 
manufacturing plants,” says Craig Russell, North 

American logistics manager, IAC. “As we move 
through the implementation phase, ProTrans 
is displaying the innovation we were expecting 
in designing unique programs to optimize our 
shipments throughout North America.”

Automotive component supplier IAC needed better control, 
visibility, and reporting to help weld its supply chain into a cohesive 
unit. ProTrans delivered innovation and customized solutions 
designed to control costs along IAC’s network.

Freight Consolidation Drives 
Auto Supply Chain Efficiency

48  Inbound Logistics • December 2011

FACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3pl

http://www.inboundlogistics.com/3pl/3pl_rfp.shtml


Customer Service  
Case Studies

SPONSORED EDITORIAL

Outsourcing its direct-to-store distribution to Ryder Supply Chain 
Solutions helped Milo’s Tea Company quench its customers’ thirst 
for better service.

M
ilo’s Tea was running a private fleet 
of 12 small refrigerated trucks and 
13 drivers to handle direct-to-store 
distribution (DSD) within a 100-mile 
radius of its production plant. The 

company had established business relationships 
with wholesale dairy distributors to manage 
deliveries beyond the local area. 

Milo’s had expanded across the 
southeastern United States, with 
distribution in 13 states, but its 
private fleet was struggling to deliver 
to more than 330 locations within 
the DSD network, and to meet the 
stringent service requirements of 
large customers.

In 2008, Milo’s outsourced its 
fleet to Ryder under a dedicated 
contract carriage arrangement. 

Upgrading from straight trucks and vans to tractor-
trailers trimmed the fleet’s size and weekly mileage 
significantly, and allowed Milo’s to make one or two 
weekly deliveries per store, depending on demand. 

Given these parameters, Ryder’s optimization 
engine initially recommended six 28-foot tractor-
trailer units and seven drivers. Ryder also provided 
all new drivers, because the larger vehicles required 
that drivers carry a commercial driver’s license.

Milo’s has realized a number of benefits in the 
two years since partnering with Ryder:

■■ Reduced costs. By resizing the equipment and 
fleet, Ryder cut weekly mileage from 7,000 to 
about 5,250 miles. The fuel, manpower, and 
mileage savings reduced overall DSD fleet 
operating costs by nearly 20 percent.

■■ Increased efficiency in managing seasonal surges. 
Ryder maintains a core fleet of equipment and 
drivers, supplementing it with resources as 
necessary to cover surges. The supplemental 
drivers are fully trained on Milo’s delivery 
procedures and routes. When the demand spike 
ends, the additional drivers and equipment 
return to other Ryder operations.

■■ Improved fleet and driver reliability. If a truck 
breaks down or a driver is sick, Ryder resolves 
the issue with little or no service disruption.

■■ Better information for better management. Ryder’s 
on-board computers gather information on 
every aspect of the operation. Ryder develops 
a weekly key performance indicator (KPI) 
report that tracks mileage, cost per case, cost 
per delivery, on-time performance, cases per 
delivery, fuel efficiency, and dunnage returns. 
These KPIs help Milo’s understand its unit costs.

■■ Tapping best practices. Milo’s benefits from 
Ryder’s experience running dedicated fleets. 
“We gain the valuable lessons Ryder has learned 
from other clients, and Ryder has the resources 
to act on those lessons,” says Jay Evers, Milo’s 
vice president and chief operating officer. 
“If they see an opportunity for improvement, 
they present us with a recommendation, so we 
can act on it immediately,” adds Mitch Wolfe, 
manager of sales and marketing at Milo’s. 
“We didn’t have many late deliveries, but now 

we’ve completely eliminated them,” says Wolfe. “Our 
on-time delivery performance is 99.8 percent.” 

Better service is helping Milo’s grow its business, 
even in the company’s mature DSD market. 

THE CUSTOMER

Milo’s Tea Company
Birmingham, Alabama
www.milostea.com
Milo’s Tea is a leading 
tea manufacturer. It has 
distributed its Famous 
Sweet Tea for more than five 
decades.

THE PARTNER

Ryder Supply Chain 
Solutions
www.ryderscs.com
Ryder Supply Chain 
Solutions is an end-to-end 
logistics partner committed 
to helping companies 
transform their supply 
chains and achieve peak 
performance by delivering 
the best in operational 
execution. Ryder develops 
supply chain strategies, 
and manages and executes 
scalable logistics operations.

Reliable In-Store 
Deliveries Fit to a Tea
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delivered

No matter what you need picked up and delivered,  
NFI will get it there. By plane, train, truck, donkey  
or wheel barrow. www.NFIindustries.com 
877-NFI-3777
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Hungry for efficiency and cost 
savings, foodservice companies and 
restaurants are acquiring a taste 
for supply chain management. 

by Amy Roach Partridge

Value
Brings

Foodservice 
Logistics

Table to the
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Catering to the Economy
It’s not only large restaurants and chains that are feeling the pinch of a 

tough economy. Small foodservice companies also need to find smart ways 

to deal with rising commodity and transport costs, and decreased consumer 

spending. The answer can often be found by tweaking the supply chain.

Take Stamford, Conn.-based David’s Soundview Catering as an example. The 

corporate foodservice management company—which feeds more than 1,000 

people per day with a staff of 30—provides catering services and operates 

cafes in office buildings. It also prepares and delivers more than 300 meals 

daily to office workers who place orders online. The business was growing rap-

idly until the economy began to tank in 2009. Owner David Cingari decided to 

use the downturn as an opportunity to root out, and reduce, hidden costs in 

his supply chain.

Instead of laying off sous chef Debbie Mortimer, Cingari decided to reposi-

tion her as a purchasing agent to help reduce the company’s spend on food 

and supplies. “Because we grew so fast for so many years, we were only 

focused on getting product here; we never keyed in on supply costs,” Cingari 

explains. “Any reputable vendor that could deliver fresh produce, meat, and 

fish daily at 5 a.m. got our business.”

In her new position, Mortimer focuses on negotiating costs with existing 

vendors and branching out to new suppliers with better rates. After just a few 

months, the company reduced food costs by five percent. 
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W hen at their favorite restaurant, most diners probably 
don’t think about the complex logistics and supply 
chain maneuvers that must occur to bring their meal 
to the table. But behind the plate is a dynamic and 

intricate supply chain that links farmers and growers, food purveyors, 
restaurant supply vendors, distributors, purchasing co-ops, transpor-
tation and logistics providers, and restaurants. And depending on the 
size, geography, and menu diversity of the eatery or restaurant chain, 
that supply chain can function in vastly different ways.

When the foodservice supply chain 
works well, the end result is a satisfied 
consumer who will bring both repeat 
business and profits to the restaurant 
and its myriad trading partners. But 
when the supply chain goes awry, 
everything from food safety to supply 
continuity, cost management, and 
consumer pleasure is compromised. 

With so much at stake – and in an 
economy where enticing consumers to 
dine out is difficult – it is not surprising 
that the restaurant industry is 
becoming more focused on improving 
supply chain operations. The area has 
been overlooked in many restaurants 
and foodservice companies for far too 
long, says David Parsley, senior vice 

president of supply chain management 
for Brinker International Inc., which 
owns, operates, and franchises more 
than 1,500 restaurants under the 
Chili’s Grill & Bar and Maggiano’s 
Little Italy brands.

Elevating Logistics
“The foodservice business doesn’t 

always hold the supply chain in the 
same regard as other industries,” Parsley 
says, explaining that many restaurants 
still focus narrowly on procurement, 
missing opportunities to optimize 
operations at all points throughout the 
supply chain.

“Purchasing is only part of the 
equation,” he adds. “The restaurant 

supply chain includes a l l the 
links – from raw commodities through 
processing – until goods reach the 
restaurant and are handed to the guest. 
Every one of those links represents an 
opportunity for improvement.”

The challenge for Brinker – which 
logs nearly $1 billion in spend annually 
for food, beverages, and equipment – is 
managing the supply chain to meet 
its specifications and expectations for 
quality and consistency.

“We need to ensure that products 
are available in our restaurants when 
they are needed, and in the proper 
condition,” Parsley explains. “For fresh 
products, we need to know if the cold 
chain has been maintained properly. 
Were frozen products kept frozen 
throughout transit? Did the bread 
arrive fresh and in good condition?

“And we need to do all that in the 
face of constantly shifting menu mixes, 
promotions, and limited-time offers, 
which takes an incredible amount 
of coordination, collaboration, and 
communication,” he notes. 

Despite the difficulty, restaurant 
companies are increasingly beginning 
to understand the impact and value 
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“With the volumes we purchase, that small percentage translates to 

significant savings,” Cingari notes. 

Cingari also optimized the company’s seven delivery trucks—which 

were often sitting idle after 1 p.m. each day because of the drop in 

business—by using them to transport supplies from one of its newest 

vendors, Restaurant Depot, a nationwide cash-and-carry foodservice 

wholesaler. Restaurants and foodservice companies utilize Restaurant 

Depot to buy caseloads of food and supplies at discounted prices. 

Cingari’s trucks now fill up palletized orders of food, beverages, and 

dry goods from Restaurant Depot three times a week—a move that 

has helped cut both product and transportation costs. 

Though David’s Soundview Catering is once again generating 

healthy business, it has retained its focus on supply chain strategy 

and cost reduction. Mortimer’s position is still intact; she continu-

ally evaluates new vendors and has centralized the ordering process 

for all supplies. Cingari’s chefs email her each week with their desired 

items, then Mortimer compiles contract bidding prices, selects the 

vendors, and places and traces all orders to ensure cost-effectiveness 

and timely delivery.  

“Business this year has been tremendous, but we are continuing to 

keep our focus on improving the bottom line,” Cingari says.
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vice chair of the new NRA group. 
Er ickson knows f i r sthand the 
importance of managing logistics in 
the restaurant business. 

“I was the entire Del Taco supply 
chain department for many years,” 
Erickson jokes. Today, three other 
employees help her manage the 
department’s $175-million spend, and 
the group is working on optimizing 
that spend to benefit the business and 
its customers.

“We tightly manage our direct spend 
on items we deliver to the stores, such 
as food and packaging, and goods that 
support the core business,” Erickson 

“Bringing restaurant companies 
together to share best practices, 
benchmarking, and supply chain 
strategies will help elevate supply chain 
management for the whole industry,” 
Parsley says. 

A Fresh Look
One restaurant company working 

hard to elevate its supply chain is Del 
Taco, a 525-location Mexican quick-
service restaurant chain. Janet D. 
Erickson, Del Taco’s executive vice 
president of supply chain, shares 
Parsley’s passion for spreading the 
supply chain gospel and will act as 

that supply chain management can 
bring. They don’t really have much 
choice, Parsley notes. 

“Restaurant chains can’t easily grow 
anymore by building hundreds of new 
locations,” he says. “Instead they have 
to manage their supply chains in a way 
that brings bottom-line profitability.    

“Brinker’s investment in supply chain 
strategy is producing returns that don’t 
compromise quality, food safety, or 
supply continuity,” Parsley adds. “At 
the same time, it enhances the guest 
experience and our margins.”

To help boost that type of supply 
chain effectiveness across the entire 
restaurant industry – which accounts 
for some $600 billion in annual sales 
and is one of the largest private-sector 
employers in the nation – the National 
Restaurant Association (NRA) is 
launching a Supply Chain Management 
Executive Study Group, which Parsley 
is chairing. The group, which will 
hold its first meeting in May 2012, 
will facilitate dialog and best practices 
exchange around key issues such 
as rising commodity and wholesale 
food prices, ingredient sourcing, and 
product traceability. 

The logistics challenge for restaurants 
such as Chili’s is always having the right 
menu mix on hand to serve shifting 
customer expectations. 

Small corporate 
foodservice 

management 
company David’s 

Soundview Catering 
used the 2009 

economic downturn 
as an opportunity 

to perfect its supply 
chain recipe.
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nature of food and fuel prices.
“Restaurant chains need to better 

understand how volatility increases 
commodity costs and total landed 
costs,” Bernitt says. “For example, the 
transportation costs for shipping beef 
from Omaha to New England may be 
higher than the commodity costs. But 
unless restaurant chains have visibility 
to that information, how do they know 
if they are paying the right freight costs, 
or if they have the right origin point for 
their commodities?” 

This type of visibility may be 
common in some industries, but it 
is a top priority for restaurant supply 
chains. Brinker is currently in the midst 
of improving supply chain visibility 
through a technology implementation 
that will grant the company “a better 
understanding of inventory at the 
restaurant, distributor, and supplier 
levels, as well as access to closer to real-
time data within the supply chain,” 
Parsley says.

The software will also give Brinker 
visibility into its actual product 
usage, which means the company 
can craft more effective procurement 
strategies. And the increase of reliable 
data will boost the company’s overall 
supply chain performance as well, 
Parsley notes. 

“We will have visibility into our 
third-party DCs and will be able to 
see what products are being shipped; 
if they are being shipped at the agreed-
upon price; and if they are from 
authorized suppliers,” says Parsley. 

“By having the visibility we want, 
we’ll gain tighter control over those 
processes, which enhances food safety 
and quality, and everything else we 
strive to do.” 

Cooking Up Creative Solutions
Not surprisingly, the economy is 

driving this increased embrace of 
visibility technologies and supply 
chain management expertise within 
the restaurant business. With consumer 
spending down, competition to get 
diners in the door is intense, and 
rising commodity and fuel prices have 
cast a spotlight on reducing costs and 
increasing margins wherever possible.

as well. We can’t negotiate away these 
kinds of macro, external environment 
issues. Instead, we have to figure out 
ways to better manage the costs.”

While Del Taco is still hashing out 
the best way to tackle these issues, 
Erickson’s ability to address supply 
chain challenges is getting a boost 
from a new procurement system the 
company is currently implementing. 
Historically, Del Taco received an 
electronic feed from its third-party 
distribution network that provided 
only basic information such as pricing 
data and the number of cases moved in 
a particular week.

“The new system will give us the 
ability to examine our spend, more 
effectively manage the procurement 

cycle, and provide visibility and 
consistency across the supply chain 
department,” says Erickson.

Biting Into Visibility
The increased need for supply 

chain visibility is one of today’s top 
trends among restaurant companies, 
notes Todd Bernitt, general manager 
for C.H. Robinson Worldwide Inc., a 
third-party logistics provider that 
offers transportation, sourcing, 
and technology solutions to the 
foodservice industry. 

“Historically, there hasn’t been a 
lot of visibility in restaurant supply 
chains,” Bernitt explains. “But 
restaurant companies really need 
visibility to what is happening with 
their partner suppliers, growers, DCs, 
and during transportation so they can 
make educated supply chain decisions.” 

Visibility is also crucial in helping 
restaurant chains manage and control 
essential elements of their total landed 
costs – especially given the volatile 

explains. “And we are continuing 
to ref ine processes to manage 
indirect supplies such as equipment; 
maintenance, repair, and operations 
supplies; and technology.”

The company – whose menu includes 
Mexican food such as tacos, burritos, 
quesadillas, and nachos, as well as 
American staples such as hamburgers, 
fries, and milkshakes – serves nearly 
three million customers each week 
through a network of four third-party 
distribution centers. Its increased 
focus on supply chain management 
is helping Del Taco face a number of 
unique logistics challenges. 

The chain’s large concentration of 
West Coast locations makes it difficult 
to maintain equal food costs across the 

system as it expands into the Midwest 
and East Coast. “We are working closely 
with suppliers and distributors to 
transport our food more cost-effectively 
to the Midwest and East Coast markets,” 
Erickson explains.

In addition, because many of Del 
Taco’s key ingredients are proprietary 
formulations, the company can’t simply 
contract with food manufacturers 
located closer to the DCs serving its 
Midwest and East Coast stores. “Having 
manufacturers produce proprietary 
product in the small quantities we 
need for those few stores is just too cost-
prohibitive,” she notes. 

Cost considerations are especially 
crucial for Del Taco today because 
many of its menu items rely on 
ingredients whose prices have soared 
recently. “We use a lot of ground beef, 
cheese, and other dairy products, and 
the costs for those commodities have 
gone up recently,” Erickson says. “These 
products cost more now at origin, and 
the transportation costs have increased 

“�Restaurant companies need visibility to what is 
happening with their partner suppliers, growers, 
DCs, and during transportation so they can make 
educated supply chain decisions.”

—Todd Bernitt, general manager, C.H. Robinson
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For its part, UFPC has been working 
with CDC since the mid-1990s, but 
has ramped up its redistribution 
activities over the past decade as part 
of concerted efforts to drive costs out 
of the Yum! Brands supply chain. 
UFPC purchases dry and frozen goods, 
packaging, and chemicals through 
CDC, and has experienced “significant 
growth in the volume we move 
through redistribution,” Brown says. 

“Redistribution has helped us 
eliminate or minimize the volume of 
expensive LTL freight we move,” he 
explains. “And the win for the Yum! 
Brands distributors is that instead of 
getting 18 or 20 small LTL orders going 
to many different DCs, they can go to 
one place to purchase an aggregated 
order. Also, because we are ordering 
efficient quantities of each item, they 
can turn their inventory much faster.”

Enticing Consumers with LTOs
The industry’s increased focus 

on supply chain management and 
the need to adopt new strategies to 
cope with a challenging economy 
is playing out against a landscape 
already made difficult by the nature 
of the notoriously competit ive 
restaurant business.

The NRA counts some 906,000 
restaurants nationwide, with new 
dining destinations popping up all 
the time. In order to lure consumers 
through their doors, restaurants  
frequently rely on promotions and 
limited-time offers, which can have far-
reaching supply chain implications. 

“Consumers have a lot of options 
when it comes to dining out, so limited-
time offers (LTOs) are a common 
way for restaurant chains to drive 
traffic and excitement,” explains C.H. 
Robinson’s Bernitt. “But restaurants 
have to carefully manage the inventory 
and  logistics of those offerings. If an 
LTO is on the menu and the consumer 
is coming in to order it, they’d better 
have that item available.”

In addition, restaurants have to 
be careful not to overpromise or 
overpromote an LTO – and end up 
paying the price.

“Restaurants don’t want to offset 

explains Tom Varga, vice president of 
business development for Consolidated 
Distribution Corporation (CDC), a 
leading foodservice redistributor and 
UFPC’s redistribution provider. 

CDC purchases food and other 

restaurant supplies in truckload 
(TL) quantities from a variety of 
manufacturers, then stores the goods 
in its warehouses in Chicago, Atlanta, 
and Dallas. UFPC and CDC’s other 
customers can then order multiple 
manufacturers’ products from CDC in 
whatever quantities they need – instead 
of in the bulk minimums most 
manufacturers require. 

Next, orders are received from third-
party distributors, and CDC ships 
TL quantities of the various goods 
UFPC has purchased on Yum! Brands’ 
behalf, then transports them back to 
the DCs. The goods – and the savings 
that come from TL shipments – will 
eventually make their way to the Yum! 
Brands restaurants. 

“Redistribution is a necessary piece 
of the modern foodservice supply 
chain,” Varga says. “It helps companies 
move products from the supplier 
to the restaurant’s DC at the lowest 
landed cost, which is passed on to the 
restaurant.” A harsh economy and fuel 
cost volatility has helped to increase 
the popularity of redistribution services, 
Varga notes. 

“The whole industry is faced 
with margin suppression and cost 
containment. Facing those challenges  
star ts with understanding the 
necessary and added costs in every leg 
of the supply chain,” says Pat Brown, 

director of transportation for UFPC, 
the purchasing and supply chain 
management organization for Yum! 
Brands Inc., owner of the KFC, Pizza 
Hut, and Taco Bell chains. 

Louisville, Ky.-based UFPC – which 
negotiates the procurement of food, 
packaging, non-food, and equipment 
items for more than 20,000 restaurants 
in the Yum! Brands empire – is charged 
with securing the best cost for purchase, 
distribution, and delivery of supplies to 
Yum! restaurants.

“We have to ensure that Yum!-
specified food and packaging moving 
through the supply chain is the right 
item from the right place at the right 
price – and that the price makes it all 
the way to the back door of the store,” 
Brown explains. To help accomplish 
its mission, UFPC has embraced the 
practice of redistribution, a strategy 
gaining favor among restaurant supply 
chains in these tough economic times. 

Redistribution helps foodservice 
distributors and purchasing co-ops 
such as UFPC cut costs by avoiding the 
need to purchase goods in expensive 
less-than-truckload (LTL) quantities, 

The Del Taco restaurant chain focuses on superior supply chain management to help serve 
three million customers weekly through a network of four third-party distribution centers.   
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their offerings to reflect those trends, 
they must also be prepared to make 
changes to the supply chain. 

When the Atkins diet was prevalent 
in the 1990s, for example, Brinker 
developed a low-carb menu for its 
Chili’s chain. Today, Chili’s boasts a 

“guiltless grill” section reflecting lower-
calorie and lower saturated fat options, 
and Maggiano’s features a gluten-
free menu. 

“Our culinary team works with our 
marketing teams and brands to keep 
current on what we need to be sensi-
tive to,” Parsley notes. “But the size and 
breadth of the Brinker brands require 
careful consideration to find menu 
items that we can both source and 
execute, and replicate in more than 
1,500 restaurants.”

Whether your next meal out comes 
from the drive-through, a casual dining 
chain, or an upscale restaurant,  every-
thing on your plate is the purposeful 
result of a complex combination of 
planning, development, procurement, 
and supply chain management.� n

commodities that bring the value you 
want to your guests, but allow you 
to manage margins cost-effectively,” 
he notes.

Supply Chain on the Menu
“We work closely with marketing 

when they are considering adding or 
subtracting items from the menu,” adds 
Del Taco’s Erickson. “We need to make 
sure that the supply chain can adjust, 
that we can get the necessary goods 
to the restaurants in time to support 
menu changes, and that we don’t have 
too much or too little inventory. 

“We want to be as nimble as we 
can to reduce the amount of obsolete 
inventory at the end of a promotion or 
a menu item, and to make sure we are 
forecasting accurately when we feature 
a new menu item,” she says.

In addition, restaurant companies 
often need to adjust their menu mix 
to respond to consumer demand shifts. 
Given diet, allergy, and seasonal trends, 
certain foods fall in and out of favor 
with consumers. As restaurants change 

the additional receipts and higher 
turn they get from extra consumers 
coming in for an LTO by incurring 
cost increases f rom expedited 
transportation costs, having to quickly 
purchase more inventory, or dump 
extra inventory if they miscalculate 
how popular a promotion will be,” 
Bernitt notes.

Also, restaurants must be smart 
about exactly what items they feature 
as promotions or LTOs. While it may 
be obvious that a strawberry salad is 
not a good winter promotion, it might 
also not make sense as a summer LTO 
if strawberry prices are higher than 
normal or if weather conditions have 
resulted in a poor strawberry crop.

“We have to be smart about selecting 
what products to feature on our menus,” 
says Parsley of Brinker. “Supply chains 
need to work more collaboratively with 
marketing and culinary departments in 
deciding when to emphasize a product 
on the menu. 

“It’s all about adjusting the menu 
mix to take advantage of shifts in 

“The Business of America is Business”
Calvin Coolidge
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MITIGATING SUPPLY CHAIN 

Today’s logistics and supply chain managers grapple 
with volatility, risk, and uncertainty. Learn what you 

can do to prepare for the unexpected.

by Perry A. Trunick

December 2011 • Inbound Logistics 59

Asking “How’s the weather?” can be much more 
than a conversation starter. For logistics and supply 
chain professionals, it may be a way of anticipating 
potential problems.

Tornadoes, hurricanes, floods, earthquakes, and 
other natural disasters can cause major supply 
chain disruptions, and it can take weeks or months 

to recover from their effects. Some businesses are 
still dealing with the aftershocks of the March 2011 
earthquake and tsunami in Japan.

Although supply chain managers should be tak-
ing active measures to reduce future disruptions, 
many organizations lack a formal process for eval-
uating and minimizing risk, says Jim Lawton, 
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financial indicators can help pre-
dict potential problems. For example, 
companies experiencing financial dif-
ficulty often pay off debts to improve 
their credit. Though this may not be an 
absolute indicator, it can be meaningful 
along with other signs.

Reduced maintenance spending 
is another tactic carriers might use 
to improve their cash position. If you 
experience missed appointments due to 
mechanical breakdowns and increased 
damage claims, reduced maintenance 
might be a root cause and raise some 
questions about a carrier’s finan-
cial condition.

Financial matters aren’t shippers’ 
only concern about their carriers. In 
the past 12 months, shippers have 
turned their attention to validating 
carrier capacity, says Paul Martyn, vice 
president of supply chain strategy at 
BravoSolution, a global supply man-
agement software and professional 
services provider with U.S. headquar-
ters in Chicago.

Martyn recommends assessing a car-
rier’s “asset footprint” by overlaying 
your shipping lanes and needs with 
carrier capacity and performance.

“Using sophisticated tools to provide 
visibility on performance measures 
as well as price, shippers can monitor 
carrier relationships and performance 
in specific lanes,” he explains. “This 
can reduce the time between mea-
suring risk and response. You can’t 
predict every disruption, but by mea-
suring more often, you can model how 
to respond.”

Cost pressures often lead to an 
undue emphasis on benchmarking 
rates instead of carrier performance. 
“Rates are important, but set and mea-
sure performance goals with the carrier, 
then share results,” Martyn says. “You 
may want to keep a percentage of your 
business with carriers you know, but 
discussing and measuring performance 
builds trust with both carriers you use 
and new carriers you may want to try.”

provider JV Kelly Group Inc.
“Most manufacturers have plans for 

Tier-1 supplier disruptions, but many 
are starting to consider how Tier-2 and 
Tier-3 suppliers interact,” he continues. 
“Often, the answer is that they supply 
more than one of the manufactur-
er’s Tier-1 suppliers, which adds a level 
of risk.”

For example, a third-party distribu-
tion center (DC) may be served both 
inbound and outbound by carriers that 
provide services to other outsourced 
and in-house DCs. One of those carri-
ers closing its doors could affect several 
DCs and the customers or plants those 
facilities serve.

Another critical factor in planning 
is competing for resources that grow 
scarce after a disruption. “A Tier-2 dis-
ruption means more competition for 
resources – whether components or 
raw materials used in manufacturing 
or logistics services – not only among 
your first-tier suppliers, but potentially 
from the larger marketplace as well,” 
Kelly notes.

Consider the example of the 
St. Johnsbury Trucking Company, a 
Northeast carrier that fell victim to a 
slow economy and closed its doors in 
1993. Shippers who had been using 
St. Johnsbury in the northeastern 
United States tried to shift to other car-
riers – all of whom had been steadily 
reducing capacity to cope with lower 
freight volumes. As a result, competi-
tion for resources was intense.

Check the Indicators
Many logistics professionals are con-

cerned about the next St. Johnsbury in 
their carrier network. One supply chain 
risk factor they are scrambling to cover 
is their service providers’ dependability. 
Weaknesses in your carriers’ finan-
cial health, capacity, and performance 
can introduce problems in your supply 
chain, so it’s wise to evaluate these fac-
tors periodically.

Some carrier performance and 

president and general manager of sup-
plier management firm D&B Supply 
Management Solutions. That can lead 
to paralysis: being overwhelmed by the 
vast array of risks – where to begin? – or 
over-analyzing and trying to discover 
and address every risk.

To begin developing a risk man-
agement program, consider what you 
need to make your business successful. 
Evaluate the risks in the context of your 
business: What actions do you want 
to see occur, and when? What pro-
cesses and technology do you need to 
make that happen? When does it need 
to happen?

Watch out for pitfalls, such as 
assuming an item’s cost represents 
its significance, cautions Lawton. He 
cites an example of a highly engi-
neered screw that a company needed 
to complete a subassembly. That screw 
didn’t show up on the list of criti-
cal components that the company 
needed to carefully monitor, and its 
supplier wasn’t among the strategic 
relationships the company managed 
closely. Yet, an interruption in the 
screw’s supply disrupted the subassem-
bly’s production.

Shedding a Tier
To avoid the need to manage every 

supplier of every nut and bolt, many 
companies develop virtual vendor mas-
ters, says Lawton. These include Tier-1 
suppliers and relevant or critical Tier-2 
suppliers. Part of what they are out-
sourcing is the Tier-1 supplier’s ability 
to manage Tier-2 supplier risk.

The same process a manufacturer 
might use to manage component supply 
risk can be applied to other industries 
and to logistics service providers.

“Japan’s earthquake, tsunami, and 
subsequent problems at the Fukashima 
nuclear power plant illustrated how 
compounding disasters can affect 
a whole region,” explains Jim Kelly, 
CEO of Huntington, N.Y.-based cost 
reduction and risk mitigation solution 
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Through this process, shippers can 

better match their network to carrier 
capabilities, which helps create appro-
priate alternatives if your business 
changes, or a disruption occurs.

From an operations perspective, 
performance measures can lead to bet-
ter alignment of processes among the 
shipper, carrier, and consignee. Those 
efficiencies can provide savings that are 
reflected in rates. Quantifying benefits 
in other areas – such as reduced damage 
or fewer paperwork errors – can help in 
evaluating rate performance, as well. 
Saving a few pennies per mile might 
be driving higher freight damage costs 
and poor customer service.

Put It In Writing
Another important factor in mitigat-

ing supply chain risk is ensuring that 
supplier and service provider contracts 
protect your company’s interests. With 
U.S. imports continually increasing 
and exports in the trillions of dol-
lars, companies are getting involved 
in more global sourcing arrangements 
and long-distance relationships with 
international suppliers, notes Dina 
Ribbink, assistant professor of oper-
ations management, University of 
Western Ontario.

Ribbink, who co-authored a study on 
the impact cultural differences have on 
contractual relationships, focuses on 
“contract completeness” as a means to 
mitigate some of the risk cultural differ-
ences and other factors introduce into 
global supply chain relationships.

“Uncertainty increases if you deal 
with partners from different cultural 
backgrounds, and that uncertainty can 
lead to more opportunistic behavior,” 
Ribbink says. “Cultural background 
shapes values, expectations, and 
behaviors. Similarities in the part-
ners’ perceptions and background help 
companies reach more positive negotia-
tion outcomes.

“Complete contracts can spell out 
expectations to bridge some of the 

When it comes to putting supply chain risk management into 

practice, logistics leaders are most concerned with customer risk, demand 

channel volatility, and the chance of a double-dip recession, according to 

Supply Chain Strategies and Practices for Volatile Conditions, a financial 

security survey of 300 supply chain executives.

Management priorities are focused on efforts to reduce order cycle time 

to customers, improve throughput, and accelerate the supply chain, all of 

which reduce capital risk exposure. But, in addition to the economic focus, 

companies are greatly concerned about severe events affecting the sup-

ply chain and a sense that they need to get out ahead of those events, says 

survey author Lisa Harrington, senior fellow at the University of Maryland’s 

Supply Chain Management Center, Robert H. Smith School of Business.

Key to the process of getting ahead of severe events is planning and 

rehearsing for disasters and for recovery. Companies that had previously 

experienced a disaster or disruption were more willing to invest in pre-

event preparation. Rehearsal was also important for those companies. 

Companies that rehearsed performed better when confronting a crisis than 

those who had not planned, or had planned but never rehearsed.

Three other factors affect the degree of an event’s impact: discovery, 

communications, and decision-making. The faster a company discovers and 

communicates that a severe event has taken place, the less impact it has, 

or the company sees more positive performance results. 

Just as critical is decision-making. Recognizing the severity of an event, 

and communicating effectively, improves the outcome, but slow decision-

making can significantly impact results, as well. In one example, a company 

calculated that a one-hour delay in making a decision on how to respond 

could result in a full day’s delay in getting product to the affected site.

The greater the financial impact of a disruption, the higher the likelihood 

that it could have been managed better, suggests the study. There seems 

to be a direct correlation between how well an event is managed and the 

financial cost.

BESTWorst
Hope for the

Prepare for the
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Even if you’ve established strong relationships and 

solid contracts with all your suppliers and service 

providers, external events can jeopardize your 

supply chain.
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external events can jeopardize your 
supply chain. For example, political 
upheaval, economic protests, national 
labor actions, and complete regime 
changes created turbulent conditions 
throughout the summer of 2011. While 
the media focused on the human and 
political struggles, some factors behind 
the scenes held the attention of logis-
tics and supply chain professionals.

As protests in Egypt mounted and 
the government toppled, many sup-
ply chain professionals focused on 
the Suez Canal. Disruption of this 
vital trade link could have been dev-
astating to many supply chains. These 
events naturally lead to questions about 
port security.

Ships and Ports Security
After the terrorist attacks of Sept. 

11, 2001, the International Maritime 
Organization developed a set of 
security procedures known as the 
International Ship and Port Facility 
Security Code (ISPS). The purpose of 
the ISPS is to assess and address risks on 
a case-by-case basis with measures that 
reduce the threat to, or vulnerability of,  
ships and ports.

Ensuring you work with ocean car-
riers and ports that are ISPS-compliant 
helps mitigate the risk to your own sup-
ply chain. Assessing the effectiveness of 
measures taken at each port is more dif-
ficult, however. 

Risto Talas of England’s University 
of Hull Business School has developed 
an approach that helps ports assess 
the efficiency of their own security 
spending against actual performance 
in reducing that risk. His model, cur-
rently applied to terror threats at ports, 
could be expanded to look at other risks 
throughout the supply chain.

Talas started by looking at the risks 
to port terminals themselves, includ-
ing a bomb introduced by foot, car or 
truck; introduction of biological agents; 
mining of the port or structures; or a 
vessel attacked by suicide boat.

international law firm K&L Gates.
Altman cautions against inad-

vertently entering into “electronic 
consent” through a series of e-mail 
exchanges. “If you agree to a price and 
quantity in an e-mail, you may have 
entered into an enforceable contract,” 
she says.

One way to reduce risk on imports 
is to deal with a U.S.-based entity. “But 
the foreign supplier’s U.S. entity may 
have no assets in the event you need 
to seek a legal remedy, so be cautious,” 
says Altman.

“With foreign contracts, spell out 
more details than you would with 
your U.S. purchases,” she recommends. 
“These details can include what legal 
system applies to the contract; pricing, 

including currency and what date will 
be used to determine the exchange rate; 
delivery and payment terms; and dis-
pute resolution.”

If the risks of foreign sourcing sound 
high, it’s because they are. But the 
value of relationships often outweighs 
the appeal of opportunistic or transac-
tional behavior. “Even with significant 
cultural distance between parties, sup-
pliers often won’t default because they 
want to continue the relationship,” 
Ribbink says.

Quantifying Security Risk
Even if you’ve established strong 

relationships and solid contracts with 
all your suppliers and service providers, 

gap created by cultural differences,” 
she continues. Detailed contracts are 
sometimes associated with higher 
transaction costs, however, so it’s 
important to strike a balance.

Know the Law
The legal system in the country or 

countries where the parties are doing 
business can affect contracts, as well. 
In a common-law system such as the 
United States, contracts tend to be 
longer. In countries where civil law is 
the system, civil codes are often more 
inclusive, so some details already con-
tained in the civil code can be excluded 
from the contract.

Contracts can only go so far in miti-
gating risk, however. In some countries, 

the issue can be enforcing contract 
terms if a supplier defaults.

Arbitration services can help resolve 
contract issues if the parties agreed to 
arbitration terms in the original con-
tract. The Hong Kong International 
Arbitration Centre suggests specify-
ing the terms under which a dispute 
would go to arbitration, then select-
ing a venue – preferably a country with 
a common-law system – and including 
that in the contract.

When it comes to international 
trade, the goals are simple. Buyers want 
to get what they paid for, and sell-
ers want to get paid. “Reaching those 
goals, however, can be complicated,” 
says Susan Altman, a partner with 
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K

This data allowed the ports to ana-
lyze loss by incident type and recognize 
their weaknesses or greatest vulner-
abilities. It also helped demonstrate 
the value of spending on security, 

He worked with 
insurance underwrit-
ers to assess risk and 
probability, and with 
port security officials 
to calculate expected 
losses with no security 
systems in place, based 
on the probability 
of any of the secu-
rity threats occurring 
within a 12-month 
period. In one exam-
ple, Talas showed an 
expected loss for one 
port calculated at 
$5.6 million.

T h e  s i m p l i -
f i e d  f o r m u l a 
multiplies the threat 
by the vulnerability 
by the consequences. 
Evaluating security 
systems individually 
against each threat 
enabled Talas to find 
a correlation between 
ef fec t iveness  and 
expected loss.

For instance, access 
control at a port’s 
landside gates have 
no effect on deter-
r ing a waterborne 
attack. However, gates, 
fences, access control, 
and biometric access 
control have a strong 
correlation in miti-
gating risk of a bomb 
delivered by foot, or a 
car or truck bomb.

Using those various 
correlations of effec-
tiveness, Talas was 
able to show that the 
risk could be reduced to $1.9 million. 
He calculated the ratio of risk reduction 
to spending as $7.13 – for every dol-
lar spent on security, risk was reduced 
by $7.13.

and indicated how to 
allocate that spend 
more effectively.

Using what  he 
has learned about 
assessing secur ity 
investment against 
residual risk in this 
terror-based scenario, 
Talas is now examin-
ing other types of risk. 
The potential exists to 
apply this approach to 
other types of supply 
chain disruption risks. 

The result is one 
that every supply 
chain manager would 
be eager to see: the 
ability to allocate 
the right amount of 
resources to avoid the 
risks with the greatest 
probability for disrupt-
ing their supply chains 
and causing the great-
est loss.

Recognizing Risk
The sheer com-

plexity of extended 
supply chains intro-
duces and amplifies 
risk – whether related 
to economic stability 
or physical security. 
Recognizing where 
those risks are great-
est – and which risks 
are the most poten-
tially disruptive – can 
help focus resources 
on reducing poten-
tial losses. 

W e l l - d e f i n e d 
business practices, 

thorough contracts, good physical secu-
rity, and active planning are just a few 
steps that can help keep your supply 
chain whole and strong, no matter what 
disruptions are thrown your way.� n
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T
e can all easily describe the attributes of  top-performing supply chains. But can we as eas-
ily identify the skill sets and leadership qualities of the people who drive those operations?

The skill sets of supply chain managers typically follow two tracks. One track relates to tech-
nical skills; the other to leadership, which may include deep knowledge in one or more supply 
chain disciplines, and enough expertise in the others to lead a major portion of the business.

In the case of both skill sets, universities and businesses 
need to work farther upstream to reach younger talent and 
demonstrate the career opportunities available in supply 
chain management, says Lamar Johnson, executive director, 
University of Texas-Austin. High schools also need help in 
recognizing the career’s potential and developing programs 
to train students in the technical skills employers crave.

Universities must have the ability to teach technical skills, 
but graduates won’t come out with full mastery in any one 
area, Johnson suggests. To supplement formal education, 
companies need to develop training and education programs 
that build skills. These efforts will help them identify and 
develop supply chain management leaders.

Companies often fall short in this regard, according to 
doctoral student Trish Gibson, whose research shows that 
companies don’t have good “induction programs” and ongo-
ing professional learning. “Employers who complain of a skill 
gap among new graduates are suffering from amnesia,” she 
says. “They are falsely remembering their own newly gradu-
ated selves as fully formed, and able to solve every problem in 
any business that would hire them.”

Most new graduates lack life experience and confidence 
(though they may very well exhibit over-confidence in some 
of their own abilities). “Businesses can’t expect 45-year-old 
heads on 23-year-old shoulders,” Gibson says.

Johnson agrees. “Students who earn an undergraduate 
degree are 22 years old,” he says. “There are things they don’t 
know. They haven’t hired or fired anyone. They haven’t had 
enough life experience.” 

Universities can only go so far because they offer merely 
a classroom environment. “The only way to learn how to 
lead an organization is to get out and lead one,” Johnson says. 

“You have to start by leading a small operation, then larger 

ones.” Internships can help students gain some real-world 
experience, but the opportunities are still limited.

“Universities can assemble the ingredients, and may even 
stir them a bit, but employers have to finish baking the 
cake,” Johnson says. Universities need to offer programs 
that develop promising leaders’ deep-discipline technical 
skills, then move them to another supply chain discipline 
to develop a similar deep technical skill. After that, future 
leaders would move through various supply chain disciplines, 
gaining sufficient advanced-level skills. 

Corporations play an ongoing role for individuals fol-
lowing the technical track. An individual who chooses to 
become a technical expert in one area, such as procurement 
or logistics, would remain in that field but develop some 
deeper knowledge and supplemental skills that will prove 
valuable in a supply chain environment.

First Job Skills: A Tall Order
Ideally, the supply chain career progression starts early, in 

high school, and continues through university education, 
and into the corporate setting. After all that training, what 
should new supply chain management graduates bring to 
their first corporate jobs? 

“Statistical math skills, forecasting education, operations 
management education, an understanding of accounting, 
negotiation research ability, Excel skills beyond the basics, 
process mapping skills, inventory/materials management 
comprehension, logistics understanding, and procurement 
know-how,” says Steven R. Killmer, purchasing consultant 
for global petroleum company Saudi Aramco. 

That’s a tall order, and it only includes hard skills. Soft 
skills such as public speaking and PowerPoint presentation 
experience, emotional intelligence, and strong writing ability 

Top-performing supply chains focus on attracting and retaining 
talent — both technical ability and leadership. Here’s how to find and 

nurture true supply chain competency.  by Perry A. Trunick

Career Solutions
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are also necessary.
Soft skills, especially interpersonal communications, 

are a growing part of the debate about skill gaps in supply 
chain management. Those soft skills, and others, are part of 
Johnson’s leadership track, but he adds them to the technical 
career track as well. 

“Leaders need to be able to interface with the CEO, the 
CFO, and other disciplines,” he says. “A technical procure-
ment expert should also have that ability.”

Many of the soft skills companies value, which fall under 
the banner “emotional intelligence,” are illusive and difficult 
to define or measure. But that doesn’t mean it’s impossible. 
Michigan State University, for example, uses a mixture of 
psychometric tests, one-on-one interviews, and group dis-
cussions/problem-solving exercises as part of its graduate 

selection process, according to Nicholas Little, assistant direc-
tor of executive development programs at Michigan State 
University’s Broad College of Business.

Soft skills can be taught in the classroom as part of a larger 
course, but in some ways it may be too early in “work life” 
for a supply chain student to appreciate, understand, and 
implement the nuances of emotional intelligence. “We do, 
however, teach emotional intelligence in our undergradu-
ate Hospitality Business program because it can have a huge 
impact on customer service,” Little notes.

Companies tend to want both hard and soft skills in full 
measure. They scour manufacturing and other functions 
looking for talent who can manage across disciplines, but 

“it’s the wrong time to do it,” Johnson says. They need some-
one with overarching experience who can be trained in the 
vertical disciplines. 

Finding the Perfect Fit
Most companies will face a training gap between what 

they need and what recruits are capable of; this gap will vary 
by company and job.

“Some companies realize they will never find the perfect 

fit, and know that new-graduate recruits should receive 
broad training instead of focusing on just one job,” says 
Little. “Those companies have developed rotational develop-
ment programs for new-graduate hires to prepare them for 
future leadership. The programs expose them to many dif-
ferent parts of the supply chain during a long-term induction 
to the company.”

The ideal program is for a supply chain graduate to spend a 
few years developing deep skills and expertise in a core area, 
then work toward an advanced skill level in other disciplines. 
At the same time, the individual needs to learn leadership 
skills. It’s a long process, and, Johnson admits, there’s a risk 
that an individual will be hired away before completing the 
full development process.

“Any company trying to develop leaders takes a risk,” says 
Johnson. “But despite the chance of losing employees, 
companies still need to train.” 

Some companies may decide to buy talent 
instead – probably from a company that has a training 
and development program, he adds. 

People who want to advance may decide to return to 
school and get the skills they need. “But I don’t know 
of a single company that guarantees a promotion after 
earning an MBA,” Johnson notes. “Instead, they say, 
‘Earn the degree, show us what you can do with these 
new skills, then we’ll see.’” 

Small Companies, large challenges
The training and development process sounds good 

for large companies with plenty of resources who are 
willing to reap the benefits while risking losing talented 
individuals before they realize their full potential. But 

what about small and medium-sized enterprises (SMEs)?
SMEs don’t always have the in-house expertise or the 

money to search for, select, and hire skills and competencies 
the way larger global companies can, says Freek Brilleman of 
Netherlands-based BeSCOPE Consultancy.

But SMEs do have the resources to provide the right train-
ing. “They only have to prepare better,” he insists. “With 
proper planning and preparation, SMEs can fill the gap 
quickly and cost-effectively, and the benefits of the training 
will be obvious.”

It is normal for employees at a smaller company to handle 
multiple tasks, so by their nature, SMEs create an environ-
ment similar to the training ground Johnson describes. 
Setting priorities is a major skill at a smaller company. “But 
foremost, the employer/owner is well aware of the difference 
between core and side activities,” Brilleman says.

The implication is that an individual whose core respon-
sibility is logistics may also function to a lesser degree in 
other areas. Shifting needs will refocus priorities within that 
core function or in others. Setting priorities becomes a criti-
cal skill.

Brilleman projects that same set of characteristics on the 

Universities can assemble the 
ingredients for a supply chain 

leader, but employers have  
to finish baking the cake. 

— Lamar Johnson, executive director, 
University of Texas-Austin
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organization itself. “Small companies – up to 1,000 employ-
ees – often don’t focus on skills training, which is part of 
setting priorities,” he says. “If small companies would take  
more time to identify what core skills training they need,  
they’d see the improvement in effectiveness and cost savings.” 

In any organization, large or small, training must be a 
priority to yield benefits. But small companies face some 
additional challenges. Should they offer individual or group 
training? Are cooperation and collaboration ancillary goals 
of the training? Can they keep customers satisfied on days 
when staffers are in training?

Though a commitment to training and education sounds 
disruptive, especially to a small company, the lack of devel-
opment can impair supply chain performance. Research 
conducted by Accenture suggests “supply chain masters” 
devote disproportionally more time and energy than their 
competitors to developing talent.  

Educators are conducting similar discussions and debates. 
Is supply chain management a business discipline responsi-
ble for managing across other business functions as well as 
the supplier and customer network? They are struggling to 
develop education strategies to address the business com-
munity’s needs in the constantly expanding supply chain 
management environment.

Supply Chain implications 
Fifty-two percent of employers had difficulty filling sup-

ply chain positions in 2011 – up from 14 percent last year, 
according to the 2012 Third Party Logistics Study presented 
by CapGemini. Respondents to the global study indicate the 
top driver of organizational success is having the right peo-
ple and leadership in place. This was true of both third-party 
logistics (3PL) provider respondents (77 percent) and users of 
third-party services (61 percent).

Universities aren’t the sole source of talent. “Companies 
can invest in talent management, leadership skills, and 
succession planning,” say the study’s authors. “Talent man-
agement is the vigorous, systematic process of connecting 
a clear, well-defined business strategy to the recruitment, 
retention, and development of talent.” In other words, top-
performing supply chains are associated with companies that 
link a talent strategy to their business strategies.

There are clear reasons why 3PLs would view talent as a 
top priority. For one thing, that is what they are selling. But, 
3PLs also need a culture and commitment similar to the cli-
ents for whom they perform supply chain tasks. 

A subtle message lies within 3PLs’ recognition of how 
important talent is. Suppliers to companies that emphasize 
supply chain performance need to be more than low-cost 
producers or leading product innovators. They need to match 
their customers’ commitment to developing and maintain-
ing a high-performing supply chain.

That circles back to Brilleman’s point that developing sup-
ply chain talent is not a luxury for small companies. If they 
are, or want to be, suppliers to leading companies, their sup-
ply chain performance will have to match or exceed that of 
their customers.  

There is no quick and easy solution to the supply chain 
management talent challenge. Universities are taking what 
they see and hear from industry, and developing programs to 
meet those needs. But the curriculum development process 
can be slow, especially where programs must withstand the 
review process of academic certification.

Many companies have strong ties to universities and 
work closely on developing programs and funding research. 
Even more companies have ties for recruiting purposes. But 
showing up at job fairs is not the same as volunteering for 
committees to help with curriculum development, provid-
ing funding and resources to support programs, and offering 
paid internships to help foster talent development. 

The Talent Supply Chain
Talent development operates a supply chain of its own. 

The employer acts as the consumer of the product – a newly 
graduated bachelor’s degree holder in operations manage-
ment or a freshly minted MBA – and may be buying on the 
open market, looking for the best talent, wherever it is.

Or, that consumer may have established close, collabor-
ative relationships with core suppliers, sharing needs and 
goals, and supporting “product” development and inno-
vation. Less likely is the prospect that either has a similar 
collaborative relationship with the next-tier supplier – the 
high school.

Taken literally, the supply chain that produces that new BS 
in logistics has a 16-year lead time. And, as much of the pub-
lic school performance debate shows, parental involvement 
is a significant contributor to success. The crucial eight years 
for companies that will be beneficiaries of the supply chain 
education system are from high school through undergrad-
uate degree.

After that, it’s up to the business community to train and 
nuture the next generation of supply chain leaders. � n

Top-performing supply chains are associated with companies 
that link a talent strategy to their business strategies. 
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•  Build your skills through Krannert’s strong core curriculum
•  Hone your leadership ability through hands-on project learning
• Gain a global perspective through international study trips

877-MBA-KRAN
www.krannert.purdue.edu/stem
www.gscmi.org 
krannertmasters@purdue.edu

L E A R N I N G
with Leading Logistics
CONNECT

A non-profit university, Bellevue University is accredited by The Higher Learning Commission and a member of the North Central Association of 
Colleges and Schools • www.ncahlc.org • 800-621-7440 • Bellevue University has received specialization accreditation for its Bachelor of Science 
in Accounting, Bachelor of Science in Business Administration, and Masters of Business Administration degree programs in business through the 
International Assembly for Collegiate Business Education (IACBE), Olathe, Kansas. Bellevue University is a member of AACSB International – the 
Association to Advance Collegiate Schools of Business • www.aacsb.edu • Bellevue University does not discriminate on the basis of age, race, 
color, religion, gender, national origin, or disability in the educational programs and activities it operates. *As ranked by Security Magazine, 2007.

Contact Bellevue University today

Your learning may qualify for waived CTL exams!

In today’s competitive global economy, 
companies need leaders who understand 
the latest information technologies.

Award-winning Bellevue University can give you the skills  
and confidence to innovate and excel in your career. 

We offer a bachelor’s degree in Logistics Management  
in addition to several other career-relevant master’s degree  
programs for supply chain managers, including:

	 •	 MBA	with	a	concentration	in	Supply	Chain		 	
  Management
	 •	 Management
	 •	 Managerial	Communications
	 •	 Management	of	Information	 
	 	 Systems
	 •	 Project	Management

Get  
AST & L 
certified

Business.bellevue.edu 
800-756-7920

Scan with your  
Smartphone now.
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CAREERSOLUTIONS

Give your employees access to a quality 

online education. American Public 

University offers more than 100 

undergraduate, graduate degree and certificate 

programs including Transportation and Logistics 

Management and more. Our costs are far less 

than other top online universities, helping you 

stretch your dollars even further.

Learn more about one of the best values in 
online education at www.studyatAPU.com/IL

The more your employees know, the more your organization will succeed. 
And you’re one click away from making it happen.

Transportation and Logistics // Business // Information Technology // Management // Security Management

Text “APU” to 
44144 for more info. 
Message and data 
rates may apply. 

American Public University

Earn a dEgrEE that takes a multidisciplinary approach to 

prepare graduates to work effectively in today’s logistically 

integrated intermodal transportation systems. Study such course 

topics as transportation policy and planning, transportation and 

land use, international transportation systems, and intelligent 

transportation systems.

• Small classes taught by world renowned faculty 

• Conveniently located in the metro Washington, D.C. area 

• Full-time or part-time study 

• Affordable costs

to lEarn morE, visit policy.gmu.edu  

or call 703-993-8099

Where InnovatIon Is tradItIon

Master of Arts in
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CAREERSOLUTIONS
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ilm_edu-ads2_021511-finals copy.pdf   2/15/11   8:17:32 AM

STAND OUT.
Looking to STAND OUT with your customers or 
management?  TIAU off ers tools and resources 
to give you the upper hand on your competi ti on.

• Certi fi ed Transportati on Broker program 
• Flexible educati on specifi cally for 3PL 

professionals
• Research tools to help your business make 

the right decisions to grow

www.ti anet.org

standoutad.indd   1 2/9/2011   12:20:13 PM

UPGRADE and IMPROVE

Prepare for the future. Request FREE information  
from logistics education experts online at

www.inboundlogistics.com/rfp

Since 1981...the first SCM 
magazine and still the best

SKILLSyour 
logistics
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INPRACTICE

Casebook | by Joseph O’Reilly

Tire importer 

TBC Corporation converts 

its inbound transportation 

to free-on-board terms 

and rolls out a supply 

chain transformation.

Managing Inbound 
Transportation: All On Board FOB

G
iven global trade’s complexity and volatile pace of change, 
it’s hard to conceive how simply altering a few letters on 
an ocean bill of lading (BOL) could radically change an 

organization’s supply chain bearing. In the sea of everyday acro-
nyms, Incoterms are adrift with countless other meanings. But on 
a BOL they mean everything.

Modifying Incoterms – the Inter-
national Chamber of Commerce’s 
commercial standards used to com-
municate the tasks, costs, and risks 
associated with transporting and 
delivering goods – isn’t nearly as sim-
ple as playing alphabet roulette. It 
requires a deep commitment to sup-
ply chain business process change, 
often at the behest of a third-party 
partner or the directive of new lead-
ership – sometimes both.

This was the reality for Palm Beach 
Gardens, Fla.-based TBC Corporation, 
a  s ub s id i a r y  o f  Su m itomo 
Corporation of America, one of 
Japan’s major integrated trading 
enterprises. TBC is the nation’s largest 

vertically integrated marketer of tires 
for the automotive replacement mar-
ket, with retail operations under the 
Tire Kingdom, Merchant’s Tire & 
Auto Centers, National Tire & Battery, 
and Big O Tires brands. The com-
pany also operates as a wholesaler to 
regional tire chains and distributors 
throughout North America.

When Jim Markey came on board 
in 2005 as vice president of logis-
tics, he discovered a supply chain 
approach that was counter-intuitive 
to his previous experience manag-
ing transportation and logistics for 
various tire manufacturers, includ-
ing Yokohama.

“TBC procured most of its  
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CasebookInPractice

shipments from suppliers on a 
Delivered Duty Paid (DDP) basis,” 
Markey recalls. “TBC does a lot of cus-
tomer-direct container shipping, and 
the total cost of delivering goods to the 
customer was included in the price.”

Because TBC’s suppliers are tire 
experts, not shipping experts, freight 
costs were not being managed as 
efficiently as they could have been. 

“I argued that the volatility in ocean 
freight rates – which account for 10 
percent of our total cost – makes it 
more sensible to directly control 
that spend,” Markey explains.

“When working with suppli-
ers, you have to keep an ear to the 
ground and understand market 
trends,” Markey says. “Why not bite 
the bullet and control costs, rather 
than negotiate with suppliers?”

In 2009, TBC partnered with 
Atlanta-based non-vessel operator 
(NVO) American Global Logistics 
(AGL) to help convert its inbound 
shipping terms to free-on-board 
(FOB) and proactively manage its 
transportation costs.

A New NVO Order
Companies that buy on a landed 

cost basis pay the price of the goods 
and the transportation. When 
freight rates rise, the total swells 
accordingly. But when they drop, 
there’s no guarantee suppliers will pro-
rate that cost.

“We’ve seen swings of $1,500 per 
container within six months for ship-
ments to the East Coast,” says Chad 
Rosenberg, CEO of American Global 
Logistics. “When you’re moving several 
thousand containers a year, that fluctu-
ation creates considerable opportunity 
for cost savings.”

AGL specializes in moving furni-
ture from Asia to the United States. But 
the tire industry also fits well within 
its value proposition. The intermedi-
ary banks on large accounts that place 
a premium on service, which isn’t the 
typical NVO model. 

AGL’s average client moves more 

than 1,000 40-foot equivalent units 
every year – more in line with what a 
steamship line does than an NVO.

“We bring value to companies that 
ship containers direct to many cus-
tomers, rather than several thousand 
containers to one distribution center,” 
says Rosenberg. “These shippers and 
their customers have specific demands, 
delivery windows, and challenges.”

TBC was a good fit for AGL because 
it runs a complex operation, and ships 
all over the United States and North 
America. It also gave AGL a clean slate 
to work with.

“We evaluated our best practices and 
TBC’s needs, then worked from origin 
to destination to offer documentation, 
visibility, and carrier selection recom-
mendations,” Rosenberg says. “TBC 
gave us the opportunity to provide 
a total solution that might not have 
been possible if we were working with a 
more mature inbound practitioner.”

Controlling inbound transportation 
is an established trend among direct 
importers with large-item quantities 
that fill containers. But companies are 

growing more sophisticated.
“Tire and furniture industry end 

users are now dictating how freight 
moves, as well as negotiating with 
vendors to be the importer of record,” 
Rosenberg explains. “They want the 
control, but not the liability and risk.”

This is exactly what TBC aspired 
to do. FOB terms ensure suppliers use 
carriers “nominated by the buyer,” as 

Incoterms 2010 stipulates. Cost and 
risk are divided when the goods are 
onboard the vessel, and the seller 
must clear them for export.

“As a tire distributor with a rel-
atively high liability risk for the 
product, we try to limit being the 
importer of record,” says Markey. 

“We arrange for our suppliers to pay 
all expenses involved in moving 
product to us – for example, insur-
ance – apart from the freight cost. 
We haven’t completely unbundled 
the FOB; we take a hybrid approach.”

While there is occasional resis-
tance from suppliers that count 
on TBC’s volume to leverage their 
own discounted rates with carriers, 
there are generally opportunities 
for compromise.

“In the past, we have offered 
AGL’s rates to our suppliers,” Markey 
says. “It’s still an arm’s-length deal, 
but it helps soften some concerns 
about taking away their freight. You 

can’t do that unless you deal with an 
NVO that has attractive pricing.”

FOB FYI
While Rosenberg acknowledges that 

he has never entered an FOB conver-
sion where cost wasn’t the top priority, 
managing inbound transportation at 
point of origin unleashes a flood of 
efficiencies downstream in the sup-
ply chain.

“Shippers want to dictate carrier 
selection, transit and idle time, and 
transport mode,” he says. “They can 
have visibility to all those decisions by 
controlling the flow of goods.”

For example, consignees can oper-
ate a drop-and-hook system if they 
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Tire importer TBC Corporation reduced costs by 
capitalizing on its buying volume and managing 
inbound freight on an FOB basis.
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have enough vol-
ume and cont rol 
over who transports 
the freight. When 
vendors dictate trans-
portation, it becomes 
more complex, almost 
necessitat ing l ive 
unloads. Once they 
load the container 
at the point of ori-
gin, the invoice is on 
the way.

Companies such as 
TBC derive great value 
integrating with NVOs, 
especially in terms of 
direct input regarding 
bookings and ship-
ment tracking.

“We have been able 
to integrate that infor-
mation all the way 
to accounts payable,” 
says Markey. “When 
we started out, AGL 
sent us paper invoices. 
Now, data enters 
directly into our sys-
tem daily. The system 
provides granular data 
that helps us quickly 
and easily slice and 
dice ocean freight and 
drayage costs, or bills 
for detention per diem.”

AGL provides visibil-
ity to this information 
on its Web site. It also 
has an iPhone appli-
cation customers can 
use to track a hot ship-
ment. This level of 
transparency opens up 
even more opportuni-
ties to reduce costs.

“We just constructed 
a 1.1-million-square-foot warehouse in 
Charleston, S.C.,” Markey says. “We 
would typically have included dray-
age as part of the ocean freight rate, 
but we’ve broken that cost out so we 
can negotiate with trucking companies 

independently, and focus on service 
as much as cost. That gives us more 
flexibility unloading and moving 
containers, and helps us avoid accesso-
rial charges.”

In the ocean trade, volatility is a 

given. Even with rates 
stabilizing recently 
as a consequence of 
surplus oceangoing 
capacity and continu-
ing recessionary dips 
in trade, other factors 
keep logisticians such 
as Markey busy.

In 2009, the Obama 
A d m i n i s t r a t i o n 
imposed a 35-per-
cent duty on certain 
types of tires coming 
out of China, which 
ma kes  impor t ing 
cost-prohibitive for 
many manufacturers 
and distributors.

“Chinese production 
is being re-sourced 
to Japan – where we 
originally procured 
tires – and to coun-
tries in Southeast Asia,” 
notes Markey.

TBC now receives 
shipments from Japan, 
Indonesia, Thailand, 
and India. Markey 
has been busy explor-
ing how the company 
must adapt when the 
Panama Canal expan-
sion opens. He was 
involved in the deci-
sion to locate the new 
DC in Charleston. 
Change is fluid within 
TBC’s supply chain.

Wo r k i n g  w i t h 
AGL has enabled 
the importer to cut 
costs by capitalizing 
on its buying lever-
age and managing 
inbound freight on an 

FOB basis. 
But it’s the value-adds and non-

commoditized service intangibles – be 
it a hot alert on an iPhone or a better 
drayage contract – that make this part-
nership a competitive differentiator.� n

We know how to build  
terminal tractors. 
We’ve done it 50,000 times!
We’ve reached another milestone, building over 50,000 
Kalmar tractors since 1958 when the first Ottawa model 
was built. Our number one goal then is the same today – 
to be the industry leader in quality and innovative trailer 
spotter solutions. 

www.cargotec.com www.Kalmarind-northamerica.com

Client: Kalmar
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IN THIS SECTION:

3PLs • Dedicated Contract Carriage

Ryder • www.ryderscs.com

Ryder provides end-to-end supply chain, warehousing, and 
transportation solutions including: third-party logistics (3PL), fleet 

management, RFID operations, reverse logistics, supply chain manage-
ment, transportation management/freight management, truck rental, 

truck leasing, warehousing, lead logistics provider, lead logistics manager, 
service parts operations, and distribution center management.

Saddle Creek Corp. • www.saddlecrk.com

Saddle Creek Corp. is a nationwide third-party logistics company 
integrating warehousing, transportation, packaging, and fulfillment 
services to provide comprehensive supply chain solutions. Our turnkey 
logistics solutions can help you increase efficiency, streamline your 
business, and better manage costs.

ProTrans International Inc. • www.protrans.com

ProTrans’ customers are given complete visibility of their materials 
while having the flexibility of customized services that meet their 

unique needs. Enjoy the simplicity of having one contact manage your 
entire supply chain. ProTrans’ diverse offerings include: land, air and 

ocean transportation; consolidation; inventory management; customs 
brokerage; logistics optimization; carrier management; transportation 

procurement; route execution; and supply chain network management.

Cardinal Logistics Management • www.cardlog.com

Cardinal Logistics Management is a fully integrated logistics and 
transportation solutions provider with industry-leading experience 
and hands-on involvement from our senior leadership team. Cardinal’s 
logistics experts work directly with clients to optimize their supply chains 
by developing and implementing customized transportation solutions 
including specialized equipment and handling, and proven technology. 
Cardinal’s services include dedicated contract carriage, home jobsite 
delivery, transportation management, supply chain consulting, SaaS 
solutions, warehousing, and distribution. Visit us at www.cardlog.com.

3PLs

Dedicated Contract Carriage
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IN THIS SECTION:

Education • Temp-Controlled Shipping

CRST International, Inc. • www.crst.com

CRST International, Inc. launched a new expedited Temperature 
Controlled Team Service (TCTS). TCTS caters to cold chain retailers and 

producers looking for high-quality service to deliver products such as 
fruits and vegetables, dairy, pharmaceuticals, wine, beer, and health and 
beauty aids. Get all the facts at www.crst.com and see why Temperature 

Controlled Team Service is the best value in refrigerated shipping.

University of San Diego • www.sandiego.edu/msscm

The University of San Diego’s ISM-approved Master of Science in Supply 
Chain Management is delivered via e-learning with only a few on-campus 
sessions per year. Through relevant curriculum with applied learning, you’ll 
develop leadership competencies that will enable you to initiate change and 
drive improvements across increasingly complex supply chain networks. 
Join us now for two years that will change your life!

Purdue University-Krannert School of Management 
www.krannert.purdue.edu/stem

The Global Supply Chain Management Initiative at Purdue University’s 
Krannert School of Management gives future managers the opportunity 

to be on the forefront of emerging ideas and technologies that promise 
to provide a differentiating advantage to businesses in the future. 

Krannert’s strong core curriculum helps build your skills, hone your 
leadership ability through hands-on project learning, and gain a global 

perspective through international study trips.

Elmhurst College 
http://public.elmhurst.edu/admission/rsvp/graduate/scm/mail

Elmhurst College offers the Chicago area’s only graduate program in 
supply chain management. In this program, you’ll gain a sound technical 
foundation and hone skills that are absolutely critical for today’s 
professional: communication, negotiation, team building, information 
technology, analytical thinking, working in diverse business environments, 
and sound business decision-making. All coursework maintains a balance 
between current theory and its real-world application.

education

Temperature-Controlled SHIPPING
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Industry experts amass supply chain 
management best practices and skill sets, 
and invest in new research and evaluation 
tools. Now you can benefit. Inbound 
Logistics has selected this collection of 
whitepapers that will give you a jump on 
important supply chain issues. For more 
information on any of these whitepapers, 
visit the Web sites listed below.

WhitePaperDigest

Amber Road

	title :	 Aberdeen Group – Supply Chain Visibility Excellence: 
Fostering Security, Resiliency, and Efficiency

	length :	 27 pages
	download:	 http://tinyurl.com/874hj4l
	su mmary:	 This new report from Aberdeen Group focuses on gaining visibility into 

critical elements across the end-to-end logistics network for improving 
cost and service. Additionally, it takes a look at how best-in-class 
companies are streamlining their supply chains.

Panasonic Solutions Company

	title :	 Improving Customer and Driver Satisfaction with Mobile Technology
	length :	 2 pages
download:	 http://bit.ly/nMVd5k
	su mmary:	 Labatt Food Service is a San Antonio, Texas-based distributor of food and 

food-related products to restaurants in Texas, Oklahoma, and New Mexico. 
The company is widely recognized in the food service distribution industry 
as an innovative, customer-focused, and high-energy leader. In 2008, 
Labatt decided to use technology to improve driver satisfaction and 
delivery efficiency. After exhaustive research, the company selected 
the Panasonic Toughbook® U1 running on the AT&T mobile broadband 
network as their solution. Since adopting the solution, Labatt has seen 
process efficiency improvements and a reduction in fuel consumption. 
And, driver turnover has been cut in half.
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Kiva Systems

	title :	 Creating a Distribution Powerhouse: Why Rapid Deployment Matters
	length :	 7 pages
	download:	 www.kivasystems.com/2011/kivaspeed_ibl_nov2011
	su mmary:	 Create a distribution powerhouse with Kiva Systems! The speed to deploy 

materials handling, add capacity, and change operations is critical for long-
term success. Fast system deployment can be the difference between 
kicking the competition out of the water and limiting your growth. Read 
about Kiva Systems’ way to rapid deployment, then make the right 
automation decision for your business.

Ryder

	title :	 Lean Guiding Principles for the Supply Chain —  
Principle 5: Continuous Improvement

	length :	 13 pages
	download:	 www.ryder.com/supplychain_resources_lean-guiding-principles.shtml
	su mmary:	 Ryder’s Lean Guiding Principles are the foundation for operational 

excellence in all its customers’ warehouses. Principle 5 is Continuous 
Improvement: small incremental, ongoing changes that combine to deliver 
significant gains in quality and efficiency. The stream of continuous 
improvements creates a powerful and constant force, promoting high 
performance throughout a facility and producing tremendous employee 
pride. Learn more by downloading this free whitepaper.

Zebra Technologies

	title :	 Mobile Printing Streamlines Supply Chain and Warehouse Processes
	length :	 8 pages
	download:	 http://tinyurl.com/7ebmyvq
	su mmary:	 Global enterprises are looking for ways to reduce costs and improve 

efficiency and accuracy in their supply chains. To remain competitive, 
distribution centers, manufacturers, and short- and long-haul carriers 
must change the way they label and track goods. Success depends on 
maximizing efficiency throughout all supply chain operations — front to 
back. Optimizing mobile labeling technology is fundamental to achieving 
optimal efficiency.

Kane Is Able

	title :	 Managing Logistics Outsourcing Relationships: 
Why 3PLs Need to be Embedded in Your Business

	length :	 4 pages
	download:	 www.kaneisable.com/whitepapers
	su mmary:	 Current models for managing outsourced logistics relationships limit the 

ability of third-party logistics providers (3PLs) to drive the innovation that 
their customers crave. Changes are needed that allow 3PLs to become 
strategically embedded in their customers’ organizations, with full 
access to long-range business and supply chain plans. Empowered by this 
information, 3PLs can move beyond tactical execution to fulfill the more 
important and powerful roles of supply chain innovator and change agent.
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 Materials Handling: Crown Equipment
The RM 6000 reach truck series now includes a 42-inch chassis truck that reaches 
33 feet while delivering up to 1,000 pounds more capacity at full height. The 
truck design includes the Crown MonoLift mast, which reduces cylinder damage 
when working in tunnels, conveyors, and drive-in rack applications. The fuel cell-
powered Crown RM 6000 features fuel cell controls and gauges integrated into 
the truck dashboard, and offers programmable performance settings and advanced 
diagnostics for the fuel cell power unit.

www.crown.com� 419-629-2311

IN�BRIEF New Services & Solutions
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Warehousing
Preferred Freezer Services
A new 10-million-cubic-foot temperature-
controlled warehouse in Elizabeth, N.J., 
features automated technology, including 
rail-guided robotic stacker cranes that 
handle pallet loads of goods in complete 
darkness, moving two pallets per minute 
from the loading dock to the freezers 
located at each door.

www.preferredfreezer.com� 973-820-4044

Intermodal
ABF
The Ocean LTL expedited less-than-
containerload (LCL)/less-than-truckload 
solution serves shippers importing from 
manufacturing centers in China, Hong 
Kong, and Taiwan. The service offers 
guaranteed weekly departures on a fixed 
day and schedule, which enables ABF to 
expedite shipments up to 40 percent faster 
than traditional LCL sources. In transit, 
virtual warehousing and dynamic rerouting 
allow on-the-water inventory allocation and 
order fulfillment directly from the container 
to the end user or multiple delivery 
locations.

www.abf.com� 800-610-5544

Grafton and Upton Railroad (GU)
GU initiated operations at its new 38-acre 
Envirobulk transload terminal in West 
Upton, Mass. Part of the new Integrated 
Logistics Center created along the GU rail 
line, the facility is located at the intersection 
of Interstates 90 and 495, and serves as 
a truck transfer point for liquid, dry, and 
pellet products. The new facility provides 
full security, flexible operating hours, online 
inventory systems, and enhanced safety 
measures for liquid and bulk transfer.

www.graftonuptonrr.com� 508-839-1701

DHL
DHL launched a new multi-modal service 
between China and Japan that transports 
12-foot containers by ferry, rail, and truck. 
The service cuts costs by up to 60 percent 
compared to air freight alone, and reduces 
transit time by up to three days compared 
to solely using an ocean freight service. 
Using 12-foot containers cuts handling 
and transit time, as well as the potential for 
damage to goods, by eliminating the need 
to move goods from one type of container 
to another to correspond with each 
transport mode.

www.dhl.com� 800-426-5962
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ADVERTISEMENT

PRODUCT SHOWCASE

MODEX 2012SM
 is the industry’s newest expo for the 

manufacturing, distribution and supply chain industries. MODEX 2012 
will feature the best solutions and innovations the industry has to 
offer. By attending you will meet over 500 of the leading providers 
and see their solutions in person, in action. You can also connect 
and network with industry peers and learn the latest trends and 
technologies from leading experts in three keynotes, 70 show fl oor 
educational seminars and several collocated education partner events.

Join us at the 
Georgia World Congress Center 
Atlanta, February 6 – 9, 2012

Register at www.modexshow.com

Modex PS 1211.indd   1 12/12/11   3:34 PM
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Printers
Tharo Systems
The PA2000t/b tamp/blow label printer/
applicator accessory for Tharo’s 
H-Series thermal/thermal-transfer bar-
code label printers features a small 
footprint – 16.5 inches wide x 30 inches 
long for the H-400 or 19.5 inches wide 
x 30 inches long for the H-600 – with 
a remote front panel for easy access, 
regardless of how the applicator is oriented. 
With or without a computer attached, the 

PA2000t/b can print and apply labels to 
convex, concave, or flat surfaces, on either 
the top or side of a package.

www.tharo.com� 800-878-6833

Warehousing Equipment
Zoneworks
The flexible, sliding Blast Freezer Curtain Wall 
provides an alternative to the heavy insulated 
panel doors used by food manufacturers 
and distributors to seal blast freezers/
chillers. Comprised of 18-ounce panels of 

industrial vinyl surrounding anti-microbial 
polyester batting on a tubular steel frame, the 
lightweight barrier can seal openings up to 
25 square feet.

www.zoneworks.com� 800-553-4834

Trucking
U.S. Xpress Enterprises
Recent additions to U.S. Xpress’ coast-to-
coast temperature-controlled expedited 
team bring the carrier’s reefer truck fleet 
to 100, with plans to expand to 250 by 
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the end of 2012. The primary service 
lanes are from California to the Northeast, 
Mid-Atlantic, and Southeast, and back to 
California. U.S. Xpress can now provide 
transcontinental perishable goods delivery 
for the produce, pharmaceutical, chemical, 
chilled, and frozen food industries in 60 
to 70 hours, depending on the origin and 
destination.

www.usxpress.com� 800-251-6291

Tracking Devices
Blue Tree Systems
The new R:COM Dot, a self-contained 
ruggedized dry trailer tracking solution, 
includes features for vehicle tracking, 
in-cab communication and navigation, fuel  

monitoring, engine and driver performance 
monitoring, reefer temperature 
management, automated fuel tax reporting, 
and driver Hours-of-Service management. 
The unit has no external antenna and is 
designed to be mounted covertly on the 
underside of trailers, including flatbeds 
and tankers.

www.bluetreesystems.com� 800-477-7052

3PLs
Trademark Transportation
To integrate its warehousing and 
transportation services, Trademark 
Transportation moved from its Bridgeview, 
Ill., terminal to a larger facility in Joilet, 
Ill., that features a refrigerated dock and 

increased temperature-controlled storage 
space. Trademark offers food shippers 
refrigerated and frozen transportation 
services nationwide, specializing in less-
than-truckload and multiple-stop shipments, 
consolidation and pool distribution, 
warehousing, and logistics services.

www.trademarktrans.com� 800-646-2550

Globe Express Services
New offices in Moscow; Abu Dhabi; 
and Beijing and Nanjing, China, offer 
containerized import/export, project 
shipments, air freight, warehousing, and 
distribution services. 

www.globeexpress.com� 800-874-8827

Reverse Logistics
HomeDirectUSA
The new Direct Liquidation enhancement to 
HomeDirectUSA’s Direct Recovery reverse 
logistics service manages the e-commerce 
sale of returned items for large consumer 
goods retailers. HomeDirectUSA picks 
up the returned goods from the home 
delivery site, transports them to its 
returns processing center for inspection, 
and reports their condition to the goods’ 
owners, who can either set a fixed resale 
price, or offer items for sale in online 
auctions. HomeDirectUSA then ensures 
that the items sell at the best possible 
price, handles delivery to buyers, and 
manages payment processing.

www.homedirectusa.com� 888-818-8668

Software
Cheetah Software Systems
The Cheetah Operations Simulator 
analyzes the impact of operational 
changes, monitors performance, and 
identifies opportunities to dramatically 
increase operations performance. The 
simulator compares historical data against 
simulated data within the Cheetah system, 
allowing users to evaluate equipment and 
network needs.

www.cheetah.com� 800-CHEETAH

 Software: Paragon Software Systems
The new User Defined Feasibility Checks tool, offered with all Paragon’s routing and 
scheduling optimization software, allows users to apply their own business constraints 
to route planning and optimization processes. The option can be used to ensure that 
specific conditions are met; for example, deliveries are completed before any collections 
are scheduled; certain customers always go on the same route; certain delivery types are 
always completed before others; or specific customers are always first on a route due to 
unloading difficulties.

www.paragonrouting.com� 972-731-4308
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ADVERTISEMENT

PRODUCT SHOWCASE

Our mission is simple: To be the low-cost supplier of innovative, 
cost reducing pallets and related transport packaging products 
that meet our customers’ changing needs and provide service that 
exceeds their expectations.

Through its Molded Products Group, Litco International is the 
exclusive North American source for the Inca® Presswood pallet. These 
environmentally-friendly products are molded from wood fiber and are 
commonly used for domestic and export transport packaging for military 
and commercial shipping.

All of Litco’s Inca presswood products are Cradle to CradleSM Certified 
at the silver tier through McDonough Braungart Design Chemistry (MBDC) 
for their ingredients, recyclability and design principles. They are also 
Export Compliant per IPPC-ISPM 15.

One key advantage is that Inca Presswood pallets are nestable, saving 
handling costs and freeing up valuable warehousing and manufacturing 
space for production. 

Inca pallets are free of TBP, TCP and TCA chemicals that are 
a concern to food, produce and pharmaceutical manufacturers. Inca 

pallets will not promote 
the growth of mold, 
making them suitable 
for the most demanding 
shipping applications.

Inca pallets are a 
complement to corporate 
sustainability initiatives. 
With a commitment to 
avoid sending product 

to landfills, Litco offers the removal of truckload lots of spent presswood 
pallets. Inca pallets can be upcycled into a variety of uses at the end of 
their life.

To meet the needs of shippers with smaller products or less-than-full 
pallet load quantities, Litco has launched “half size” presswood pallets.
These half-size pallets offer the same performance and sustainability 
benefits as full size pallets while increasing handling efficiencies and 
reducing costs for shippers of less than full pallet loads. 

Litco International, Inc. Molded Products Group 
One Litco Drive, PO Box 150 • Vienna, Ohio 44473-0150 
Phone: 330-539-5433 • Toll Free: 877-504-7954 • Fax: 330-539-5388 
info@litco.com • www.litco.com
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Roadnet Technologies
The vehicle routing and fleet management 
technology company launched a blog 
focused on educational information; 
industry issues; real-world success stories; 
tips for vehicle routing and GPS tracking; 
and vehicle telematics trends.

www.roadnet.com� 800-762-3638

Appointment-Plus
Appointment-Plus online scheduling 
software allows drivers and carriers to 
schedule delivery times online and at 
their convenience, without having to call 
or receive information from a dispatcher. 
The tool also helps dock personnel 
manage inbound delivery flow and staff 
assignments.

www.appointment-plus.com� 800-988-0061

Amber Road
Global trade management solutions 
provider Management Dynamics changed 
its name to Amber Road. Based in 
Tysons Corner, Va., the company offers 

14 software products, including tools for 
global transportation management, import/
export compliance, supplier management, 
and supply chain visibility.

www.amberroad.com� 201-935-8588

 Materials Handling: Cabka
The completely recyclable CABKAN CPP-888 heavy-duty plastic pallet bears dynamic 
loads up to 3.85 tons, and maintains reliable stiffness at ambient temperatures up to 
104 degrees F. The pallet resists insects, bacteria, and fungi, making it suitable for 
foodservice applications.

www.cabka.com� 314-731-0302
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CALENDAR YOUR LOGISTICS DATEBOOK

January 16-18, 2012, Jump Start 
2012, Atlanta, Ga. Join shippers, car-
riers, and logistics service providers at 
this transportation conference, spon-
sored by SMC3. Session topics include 
next steps in CSA compliance, capac-
ity shifts, transportation technology 
innovations, cross-border trade, and 
cold chain loss prevention and claims. 
Former U.S. Comptroller General David 
M. Walker delivers a keynote presenta-
tion on achieving solutions to America’s 
federal, state, and local fiscal imbalances.

800-845-8090
www.smc3conference.com

February 5-7, 2012, Georgia Foreign 
Trade Conference, Sea Island, Ga. Hosted 
by the Georgia Ports Authority, this event 
offers business sessions to senior-level 

shippers and maritime executives from 
across North America. An elite panel of 
speakers addresses issues facing shippers, 
carriers, ports, terminals, and the mari-
time community into the next century, 
as well as the changing legislation and 
new technologies affecting business.

888-645-7304
http://gaforeigntrade.com

February 6-9, 2012, MODEX 2012, 
Atlanta, Ga. At MODEX 2012, spon-
sored by the Material Handling Industry 
of America, connect and network with 
industry peers and learn the latest man-
ufacturing, distribution, and supply 
chain trends and technologies from 
leading experts in three keynotes and 
70 educational seminars. Attendees 
can also register for several co-located 

education partner events hosted by orga-
nizations such as the Council of Supply 
Chain Management Professionals, the 
American Society of Transportation and 
Logistics, and the Georgia Tech Supply 
Chain and Logistics Institute. 

800-446-2622
www.modexshow.com

February 7-9, 2012, Reverse Logistics 
Association Conference and Expo, Las 
Vegas, Nev. Seminars cover reverse logis-
tics-focused topics of interest to original 
equipment manufacturers, retailers, and 
third-party service providers. Learn the 
latest best practices and strategies for 
returns processing, service logistics, war-
ranty support, and asset management.

801-331-8949
http://rltshows.com

www.ResetSummit.com

2nd Annual

Summit
Logistics and RESET

Military

January 24 – 25, 2012 | Washington, DC Metro Area

Future Concepts and Developments for Retrograde, 
RESET and Redistribution of Military Equipment

Critical lifecycle support presentations  
will highlight:

•	 Enhancing	accountability	and	visibility	of	military	equipment

•	Upgrading	military	equipment	to	increase	their	lifecycle

•	 Logistic	management	and	solutions	for	ports,	airports	
	 and	port	equipment	depots

•	Retrograde,	RESET	and	Redistribution	of	military	equipment

•	 Latest	technology	used	to	RESET	military	equipment

•	And	More!
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CONSIDER IT DONE 
As one of the world’s most trusted third party logistics providers,  
Jacobson Companies can oversee your entire supply chain from end 
to end. Everything from determining the best and most economical ways 
to perform each step from managing the purchase order to consolidation 
at origin to final delivery to store. 

Now, with the establishment of Jacobson Global Logistics in Asia,  
we offer a competitive advantage for a one stop end to end solution.   
You can do more with Jacobson, the originator of Can Do Logistics. 

1.800.636.6171   www.JacobsonCo.com/CanDo

GlObal Can Do logistiCs®
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The big names in transportation will be out 
of the office for a few days in January. 

smc3conference.com
Find out why.

We’re talking logistics.
Atlanta, GA | January 16-18
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NVC
Logistics Group

      

Cut unnecessary company 

expenses by letting O.A.S. solve 

your problems with abandoned, 

damaged, unpaid storage and 

surplus/closeout goods.

828-808-3617
mholivari@yahoo.com

O.A.S.

Warehouse, Abandoned/Damaged 
or Surplus Problems?

Free up warehouse space! 

OAS (class)AD 111.indd   1 11/10/11   4:37 PM

Industry’s Nationwide Last Mile Provider • 

TSA Certified IAC • 

Wholesale Pricing to Industry Partners • 

Airport Coverage throughout U.S.• 

24/7/365 Operations • 

Dedicated TSA Coordinator on Staff• 

STAT and On-demand Deliveries• 

A Partner You Can Trust• 

TOLL FREE: 800-525-3278
info@amexpediting.com
www.amexpediting.com

Call to set up an account Today!

AMERICAN EXPEDITING COMPANY
We built this company one delivery at a time.

American Expediting Company, the local ground courier for industry partners.

Cars ✶ Vans ✶ Trucks
Warehousing ✶ Fulfillment

Buildings 
available up to 

300' wide. 
Low in cost per

square foot.
Natural daytime

lighting.
Easy to relocate.

Expandable.
Little or no

property taxes.

Call one of our ClearSpan specialists at 1.866.643.1010  
or visit us at www.ClearSpan.com/ADIL.

fabric structures

Sustainable  
Design-Build Solutions

FLEXIBLE FINANCE SOLUTIONS

TERMS UP TO 7 YEARS RATES AS LOW AS 4.99%  
AS LITTLE AS 10% DOWN 

ON CLEARSPAN FABRIC STRUCTURES*

*Subject to credit approval.
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12.11RESOURCE
CENTER

INBOUND LOGISTICS WORKS FOR YOU!

3PLs
n	 Americold  pg. 41

Move your temperature-controlled shipments and reach new 
markets easily and affordably with Americold.

americold.com/inboundlogistics� 888-808-4877

n	 BNSF Logistics  pg. 7
BNSF Logistics offers safe, secure, and cost-effective multi-
modal transportation services and solutions around the globe.

www.bnsflogistics.com� 866-722-9678

n	 C.H. Robinson Worldwide Inc.  pg. 29
C.H. Robinson provides the capacity you need to keep your 
fresh, frozen, and floral shipments at the right temperature 
while en route to your customers.

www.chrobinson.com/outsourceit� 800-323-7587

n	 Cardinal Logistics Management  pg. 76
Cardinal’s experience, technology, and service can add up to 
profits for your company’s bottom line.

www.cardlog.com� 800-800-8293

n	 CaseStack  pg. 22
Suppliers turn to CaseStack for innovative consolidation 
programs, efficient warehousing systems, and streamlined 
transportation management.

www.casestack.com� 855-638-3500

n	 Crowley  pg. 37
Get the significant efficiencies and cost-effectiveness that come 
from working with a single-service provider who already knows 
your business.

www.crowley.com/partner� 800-CROWLEY

n	 FAC Logistics  pg. 55
If you ship or receive food products, you need to know FAC. 
Food service logistics is FAC’s business…its only business. 

www.faclogistics.com� 800-285-7004

n	 GENCO ATC  pg. 5
GENCO ATC’s holistic Product Lifecycle Logistics approach 
simplifies the management of complex, compartmentalized 
supply chains.

www.genco.com� 800-378-9671

n	 Geodis Wilson  pg. 11
Geodis Wilson provides shippers with integrated solutions and 
unrivaled customer service.

www.geodiswilson.com� 877-469-0510

n	 Kane is Able  pg. 21
Kane is Able helps CPG manufacturers distribute products 
nationwide with integrated warehousing, packaging, and trans-
portation services.

www.kaneisable.com� 888-356-KANE

n	 Kenco Logistic Services  pg. 45
Kenco Logistic Services bends over backward to solve your 
ever-changing challenges.

www.kencogroup.com� 800-758-3289

n	 Lynden  pg. 58
Lynden’s exclusive Dynamic Routing makes it easy to change 
routing between modes to meet your delivery requirements. 

www.lynden.com� 888-596-3361

n	 NFI  pg. 50
No matter what you need picked up and delivered, NFI will get 
it there.

www.nfiindustries.com� 877-NFI-3777

n	 ProTrans International  pg. 18
ProTrans International focuses on control, visibility, and 
reporting so your logistics solution benefits from better 
capacity optimization, timing, and overall transportation 
management.

www.protrans.com� 888-776-8726

n	 Ryder Supply Chain Solutions  pg. 9
Powerful, integrated, source-to-shelf solutions for the food, 
beverage, and consumer packaged goods industries are now 
part of the Ryder Supply Chain Solutions portfolio.

www.ryderscs.com� 888-887-9337

n	 Saddle Creek Corporation  Cover 3
For more than 40 years, Saddle Creek has provided leading 
companies with warehousing, transportation, and integrated 
logistics services. 

www.saddlecrk.com� 888-878-1177

n	 TransGroup Worldwide Logistics  pg. 63
It’s easy to lose track of shipments when you’re managing the 
supply chain by yourself. Why not try TransGroup Worldwide 
Logistics, one of the big guns in the logistics business? 

www.transgroup.com� 800-444-0294

n	U niGroup Worldwide Logistics  pgs. 26-27
UniGroup Worldwide Logistics maintains a global network of 
resources to show you the way to seamless, dependable, and 
efficient solutions.

www.ugwwlogistics.com� 877-545-8080

n	 Vantix Logistics  pg. 35
Vantix Logistics delivers smarter logistics solutions for virtually 
any industry.

www.vantixlogistics.com� 800-737-5423

Air Cargo
n	 Alaska Air Cargo  pg. 23

Alaska Air Cargo has the routes, schedules, and expertise to 
keep your perishable shipments in premium condition.

www.alaskacargo.com� 800-225-2752
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Use our Resource Center and let the information you need find you.

n	 Southwest Cargo  pg. 31
With fast, friendly, and reliable service, Southwest Cargo ships 
your items from Point A to Point B on the same day.

www.swacargo.com� 800-533-1222

Career Development/Education
n	 American Public University (APU)  pg. 74

APU offers bachelor’s and master’s degrees in transportation 
and logistics management entirely online, designed for busy 
logistics professionals.

www.studyatapu.com/il� 877-777-9081

n	 Bellevue University  pg. 73
Award-winning Bellevue University can give you the skills and 
confidence to innovate and excel in your career.

business.bellevue.edu� 800-756-7920

n	 Currie Associates Inc.  pg. 73
Currie Associates provides international maritime dangerous 
goods training and publishes a variety of training programs and 
compliance guides.

www.currieassociates.com� 518-761-0668

n	 Elmhurst College  pg. 71
Elmhurst’s Master of Science in Supply Chain Management 
gives you a sound technical foundation while honing the skills 
you need to succeed.

www.elmhurst.edu/scm� 630-617-3300

n	 Executive Masters in International Logistics (EMIL), �
Georgia Tech  pg. 72
EMIL keeps key employees on the job while they learn to 
improve supply chain efficiencies. 

www.emil.gatech.edu� 404-385-2538

n	 Institute of Logistical Management  pg. 75
The Institute of Logistical Management provides distance learn-
ing in many areas of logistics and supply chain management.

www.mylogisticscareer.com� 888-ILM-4600

n	 IU-UNC LogMBA  pg. 72
Fast track your career with an IU-UNC LogMBA and a Certificate 
in Global Supply Chain Leadership from Indiana University’s 
Kelley School of Business and the University of North Carolina’s 
Kenan-Flagler Business School.

iu-unclogmba.org� 919-969-8008 

n	 JobsinLogistics.com  pg. 75
Find a job in logistics or transportation online at 
JobsinLogistics.com, the top logistics job board.

www.jobsinlogistics.com� 877-JOB-POST

n	 Purdue University, Krannert School of Management  pg. 73
The Global Supply Chain Management Initiative at Krannert 
puts future managers on the forefront of emerging ideas and 
technologies.

www.krannert.purdue.edu/stem� 877-MBA-KRAN

n	 Transportation Intermediaries Association (TIA)  pg. 75
Looking to stand out with your customers or management? 
TIA offers tools and resources to give you the upper hand on 
your competition.

www.tianet.org� 703-299-5700

n	U niversity of San Diego  pg. 69
Drive efficiency and build profitability for your company with 
the University of San Diego’s online master’s in supply chain 
management. 

www.sandiego.edu/msscm� 619-260-7901

n	 Whitman School of Management, �
Syracuse University  pg. 74
Whitman runs the oldest supply chain management program in 
the nation, offering BS, MS, MBA, PhD, and executive programs.

www.whitman.syr.edu/scm� 315-443-3751

Events
n	 MODEX 2012  pgs. 64-65, 85

MODEX 2012, Feb. 6-9, 2012, in Atlanta, Ga., features the best 
manufacturing, distribution, and supply chain innovations the 
industry has to offer.

www.modexshow.com� 800-345-1815

Expedited
n	 CRST Expedited  pg. 3

CRST’s Temperature Controlled Team Service offers faster ser-
vice and better value for your expedited refrigerated shipments.

www.crst.com� 855-250-2778

n	U PS  Cover 2
UPS technology plugs directly into your systems, streamlin-
ing everything. You can prepare shipments in seconds, simplify 
Customs clearance with paperless solutions, and keep custom-
ers updated automatically.

www.thenewlogistics.com/technology� 800-PICK-UPS

Intermodal
n	 Alliance Shippers, Inc.  pg. 57

When it comes to making transportation and logistics work, 
Alliance Shippers, Inc. is on the job. From on-time performance 
to customer service, Alliance Shippers strives to be the best, 
day in and day out.

www.alliance.com� 708-802-7517

Logistics IT
n	 Amber Road  pg. 14

Management Dynamics is now Amber Road. New name. Same 
company. Still the leader in global trade management.

www.amberroad.com� 201-935-8588

n	 Magaya Logistics Software Solutions  Cover 4
Magaya’s supply chain solution manages the entire scope of 
your logistics operation. 

www.magaya.com� 786-845-9150
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Mobile Communications
n	 Sprint  pg. 33

Sprint Direct Connect makes communicating with drivers so 
easy, it’s like you’re sitting shotgun.

www.sprint.com/directconnect� 8-SPRINT-BIZ

Real Estate Logistics/Site Selection
n	 Joplin Regional Partnership  pg. 36

Disasters happen; how you handle them is what matters. 
Thanks to its can-do attitude, the Joplin, Mo., region is open for 
business.

www.joplinregionalpartnership.com� 417-624-4150

n	 Trans-Trade Inc.  pg. 24
Trans-Trade’s advanced logistics center at the Alliance Logistics 
Hub in Fort Worth, Texas, offers up to 540,000 square feet of 
configurable space for your distribution and storage needs.

www.transtrade.com� 972-456-1581

Trucking
n	 Saia  pg. 13

Saia uses Customer Service Indicators to help improve the qual-
ity of service to shippers.

www.saia.com� 800-765-7242

Trucks
n	 Freightliner  pg. 17

The 2011 Freightliner Sprinter offers innovative, economical, and 
class-leading features while supporting numerous options. 

www.freightlinersprinterusa.com� 877-762-8267

n	 Kalmar  pg. 79
Kalmar’s dedication to continuous improvement and innovation 
makes its terminal tractor number-one in the world.

www.kalmarind-northamerica.com� 888-229-6300

Advertiser� Page Advertiser� Page 
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Georgia World Congress Center   
2285 Andrew Young International Blvd NW | Atlanta, GA 30313

To register and learn more: 

summit.georgialogistics.org

Registration also includes:

PRE-SUMMIT NETWORKING RECEPTION
Tuesday, February 7, 2012  |  5:30 PM - 8:00 PM

Wednesday, February 8, 2012 | 8:00 AM - 4:00 PM
Georgia World Congress Center

285 Andrew Young International Blvd NW | Atlanta, GA 30313

georgia 
logistics summit

SuStainable competitiveneSS

The Georgia Logistics Summit is a truly unique event that brings together all aspects, modes 
and stakeholders from across the complex ecosystem of logistics.

Please join us this year as we explore how logistics and logistics-enabled companies alike 
compete and grow by focusing on two important yet contrasting perspectives: What is 
working? and What is of concern? 

Attendees will hear these perspectives across six individual “opportunity sessions”: 

Retail products  |  Food & beverage  |  Durable consumer Goods   
intermodal Freight  |  automotive production  |  out-of-Gauge Freight
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Magnetic Pallet Chair  $250
by Trevor Elliott | uncommongoods.com

The quintessential Adirondack chair doesn’t 
get any more rustic than this handmade 
recliner crafted from reclaimed industrial 
wood pallets. Each unique, collapsible 
chair features refurbished pine and oak 
with rare earth neodymium magnets that 
transform its design into a functional 
modular piece.

Emma Maersk  $200
by Papa Foxtrot | papafoxtrot.com

At nearly 1,300 feet in length, the Emma Maersk 
is the world’s largest containership. Now it can be 
yours — minus 1,299 feet and a few other elements. 
Inspired by today’s modern infrastructure marvels, this 
hand-crafted, built-to-scale wooden replica features 
removable parts so families and ocean shipping 

“foamers” alike can explore its inner workings.

Inbound Logistics’ 2011 Holiday 

Gift  Guide
It’s that time of year again, when supply chain modeling gives way to model steamships, recycled 

pallet chairs, and desktop Feng Shui. If you’re still in search of a present for that special 
family member, friend, or co-worker, let Inbound Logistics help gift wrap the perfect idea.

M112 Pod Miniatures  $175–250
by Paris Renfroe Design | parisrenfroedesign.com

Welcome to the new world of design savvy, 
logistically oriented, eco-friendly doll houses. 
These diminutive counterparts to life-sized 
shipping container homes boast Baltic birch 
interior ceilings, walls, and floors, as well as  
frosted panel walls and sliding glass doors. 

Linde Forklift Truck  $319
by Big Toy USA | bigtoysusa.com

Budding warehouse managers will love this pedal-powered 
forklift knock-off that features a removable operator cab, 
precision chain drive, and Ackermann steering, with trailer 
couplings in the front and back. WARNING: Six-month 
warranty does not cover your dining room china.

‘In-box’ Mini Cargo Crates   $37
by Labyrinth | designboom.com

What do you get when Spanish craftsmanship, 
Russian matryoshka convention, and American 
organizational angst converge? Mini nesting crates, 
of course. Perfect for storing tools, silverware, 
pens, or any other odds and ends, these miniature 
shipping containers come in three different sizes that 
conveniently fit inside one another when not in use.

THE LAST MILE
logistics OUTSIDE THE BOX
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Lighten Your Load
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Managing your supply chain is always a complex job, but the right logistics 
partner can make it easier. You can trust Saddle Creek to deliver efficient 
and effective integrated solutions – with personal attention, integrity  
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Now, doesn’t that take a load off your mind?

Warehousing  n  Transportation  n  Contract Packaging  n  Fulfillment

SC_Wheelbarrow_IL_ad.indd   1 6/15/11   12:29 PM

Saddle_Creek_(placed)ad.indd   1 7/1/11   11:50 AMFACING LOGISTICS CHALLENGES? USE IL’S 3PL EXPERTS AND RECEIVE FREE NO OBLIGATION GUIDANCE AND ADVICE  www.inboundlogistics.com/3pl

http://www.inboundlogistics.com/3pl/3pl_rfp.shtml


C

M

Y

CM

MY

CY

CMY

K

ad 7.pdf   1   1/31/2011   11:58:08 AM

3PL CHALLENGES? FREE EXPERT SOLUTIONS	 www.inboundlogistics.com/3pl

http://www.inboundlogistics.com/3pl/3pl_rfp.shtml
http://www.inboundlogistics.com/3pl/3pl_rfp.shtml

	Cover
	Contents
	CHECKING IN | Delivering the Final Smile - by Keith Biondo, Publisher
	IN PERSPECTIVE | The Invisible Discipline - By Perry A. Trunick
	DIALOG | Letters to the Editor
	TEN TIPS | Boosting Supply Chain Sustainability - by Deborah Catalano Ruriani
	READER PROFILE | Jill Hesselroth: Opportunity Knocks - as told to Merrill Douglas
	NOTED | The Supply Chain in Brief
	TRENDS | Shaping the Future of Logistics - by Joseph O’Reilly
	GLOBAL | The World at a Glance
	SMART MOVES | Warning! Dangerous Lack of Support for Hazmat Professionals Ahead - by Anne Barry
	VIEWPOINT | VMS Lifts Warehouse Labor Productivity - by Joe LaFergola
	3PL LINE | The Safety Measurement System: A Flawed Assessment of Motor Carrier Conduct - by Tom Sand
	IT MATTERS | Safeguarding Your Supply Chain Against Rising Fuel Prices - by Lorcan Sheehan
	KNOWLEDGE BASE | Joplin is Rebuilding and Open for Business - Rob O’Brian
	Superstar Service: Supply Chain Strategies Win Satisfied Customers - By Merrill Douglas
	SPONSORED EDITORIAL | Above & Beyond: Customer Service Case Studies
	Foodservice Logistics Brings Value to the Table - by Amy Roach Partridge
	Mitigating Supply Chain Risk - by Perry A. Trunick
	CAREER SOLUTIONS | Supply Chain Graduates: Now What?  
	CASEBOOK | Managing Inbound Transportation: All On Board FOB - by Joseph O’Reilly
	Web Cite_City
	Whitepaper Digest
	NOTED | New Services & Solutions
	Classified
	Resource Center & Ad Index
	LAST MILE | Logistics Outside the Box

