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CargoWise edi Says Standard Business Models Can Be Personalized to Help Freight Forwarders Remain Competitive  

Sydney, Australia, February 27, 2008 — Melinda Elmowy, Executive Vice President of Global Marketing for CargoWise™ edi, a leading provider of integrated international supply chain logistics management systems, says that too often freight forwarders get caught up selecting a business strategy depending upon which of two business models they use and ignore the opportunity of developing a scalable, customized strategy that is based on both systems.  
“Conventional wisdom in the freight forwarding industry is that there are two strategies for dealing with the twin pressures of  shrinking margins and increasing customer demands depending upon the operating model in use,” says Elmowy. “One model is the operator-centric, or cottage industry model, that works on the assumption that every supply chain job is unique, and that providing personalized service is the optimum route to customer satisfaction.  The second model is system-centric, a more scalable system that recognizes that there are ‘normal’ variations of each job, and that the underlying processes at work are fundamentally the same.”

Elmowy argues that the operator-centric model practiced by most freight forwarders requires independent units to please clients, thereby creating the need for multi-tasking.  This cottage industry approach, she says, characteristic of low-volume, high-margin businesses, places vital job details and client preferences in the hands of one person, and is not always the best solution for personalizing customer relations. “The problem with this business model is that client preferences become the property of a single operator where all job details end up inside the head of one person who handles the account.  This creates chaos when that person is unavailable.  In addition, the requirement to multi-task means that companies must employ highly skilled, experienced and expensive people to oversee each account, despite the fact that much of their time is spent handling low level, repetitive tasks that others could do.”  

The solution, Elmowy says, is the abandonment of the single operator centric/cottage industry business model and the implementation of a standardized freight forwarding model that simultaneously employs a division of labor and creates a control system that can be personalized to each account while delivering better operating results by driving down costs. 
“This combined method of operation eliminates the single operator system, expensive multi-tasking and creates instant personalized productivity that occurs whenever people have to switch between tasks,” she says.  “There is also less need to hire multi-skilled people whom end up completing tasks such as data entry, document chasing, faxing and filing.  By creating a division of labor, companies can use lower-cost personnel to complete low-level everyday jobs, while employing fewer high-level people to complete the more complex tasks.”   
Elmowy suggests five steps that create a personalized, scalable approach to the standard freight forwarding business model through the use of a single control sheet passed from operator-to-operator as a means of personalizing the standard business model:
· Have a salesperson or customer service operator customize a control sheet according to the particulars of a specific job.

· Have the process manager assign the job to the first relevant operator based on the initial task required, with the project sequencing embedded into the control sheet that provides all customer data.

· The task sequence should be followed carefully, with jobs moving from operator to operator, as dictated by the control sheet.

· Have each job signed off by a supervisor at key compliance points.

· Once the job is completed, the control sheet should be passed on to the accounting department for correct billing and invoicing.

“Utilizing a customer control sheet, with appropriated assigned tasks is the key to personalizing a standardized business model,” says Elmowy.  “Remember, good customer service is simply a matter of delivering what you promise – at the negotiated price – consistently.  It is not about what you can hope to deliver, or can deliver only 80 percent of the time.  Nor is it about one-on-one personalized service.  With the proper job controls in place, customer personalization can be achieved more efficiently and more cost-effectively by better controlling the account process within the framework of a standard freight forwarding business model.” 
ABOUT CARGOWISE™ EDI

CargoWise edi provides solutions for forwarders, customs brokers and logistics service providers focused on supply chain execution capability in an integrated ERP-like globally capable system. It is a world-leading provider of low-cost, high-value software solutions and services for the freight forwarding, NVOCC, express courier, customs brokerage, contract warehouse, container freight station, ships agency, local cartage and other supply chain services.

Every day, 1,300 logistics service providers, consisting of 33,000 users in 45 countries, move goods through the global supply chain using CargoWise edi's flagship product ediEnterprise. CargoWise edi offers supply chain logistics management systems that provide full integration across all departments and functionality for domestic, regional and global customers. Headquartered in the U.S., Australia and now in the UK, the Company operates from 12 worldwide offices across the U.S., Europe and Asia. More information on CargoWise edi can be found here: www.cargowise.com.
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