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Risk management solutions for the 
transportation and moving industry

Wells Fargo Insurance understands that the handling of household goods damage requires 
a sensitive approach compared with usual marine cargo claims. Through offices located in 
Singapore, London, New York, and Los Angeles, our network of dedicated survey agents and repair 
firms can help you manage settlements almost anywhere in the world. 

•  Online administrative tools
•  Open marine cargo/shipper’s interest
•  Motor truck cargo
•  International and domestic
•  Property 
•  Vacant dwellings

•  Errors and omissions
•  Directors’ and officers’
•  Commercial auto
•  General, excess and umbrella
•  Environmental liability
•  Workers’ compensation
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HEADLINES

TERRY R. HEAD
IAM President

Things Happen!

Experiencing loss and damage during the movement of household goods and other 
cargo is inevitable.  Even if you have the best packers and loaders and employ the 

most modern and innovative crating and shipping techniques—things happen. 
 Our industry’s shipments are sometimes exposed to a variety of circumstances no 
one can predict or totally control—such as truck accidents, severe weather, ships collid-
ing/sinking, port strikes, work stoppages, civil strife and yes, even war. As Portal Editor 
Joyce Dexter observes in her lead story, bad things sometimes happen to good movers. 
It’s how we as movers respond after loss or damage occurs that can set us apart.
 Having worked in and with the industry for almost 50 years, I have seen brochures 
and advertisements for thousands of movers, but rarely if ever have I seen a company 
boast that their claims department and after-loss/damage service sets them apart from 
other moving companies. It’s just not an aspect of the moving process our industry has 
chosen to promote—but maybe we should.
 In our industry’s marketing materials and during the pre-move selling conversa-
tion with the customer we typically get around to talking about liability and insurance. 
But the elephant in the room, which few salespersons focus on, is what the mover, its 
insurance adjusters, claims servicing company and repair or restoration firms can do for 
the customer once a loss occurs. Nobody wants to talk about it, but we all know things 
happen.
 Any moving company owner or manager understands the impact that cashing out 
claims can have on the profitability of a given shipment, and the importance of financial 
losses due to claims with respect to a company’s year-end balance sheet. This is why 
we work so hard to minimize claims in the first place. Now, the industry is coming to 
recognize the growing role of timely and proper servicing of loss and damage claims in 
retaining accounts, as well as generating repeat customers and referrals.
 When I was in business my company always placed a lot of emphasis on our claims 
settlement process, and as a result we often heard, “I’m choosing to move with you 
again because of how you handled our claim.”
 In this age of social media, and thanks to the increasing use of post-move surveys 
to gauge customer satisfaction, claim servicing has gained a new prominence in our 
industry. For that very reason this issue highlights some of the IAM members and other 
industry stakeholders whose primary business is to support movers in addressing loss 
and damage claims and make the customer not only whole again—but happy!
 I think you will learn a lot about some new innovative methods to reduce and man-
age risk, minimize losses and perhaps even gain a new appreciation for how these types 
of companies help both maintain your company’s reputation and benefit your bottom 
line.

In addition to presenting this exploration of claims and risk management, this issue 
features a host of other great articles and information that you’re sure to find interesting. 
Rob Farone, IAM’s regional relations liaison for Asia, discusses the anticipated impact 
of the United States’ “pivot to Asia” and the growing importance of the Association of 
Southeast Asian Nations (ASEAN) with respect to global trade and ultimately interna-
tional mobility and moving.
 Of special note is the article by IAM Director of Programs Brian Limperopulos, 
wherein he shares preliminary findings from the 2015 State of the Industry Survey that 
IAM conducted earlier this year. Take a moment to review the survey results to see how 
your company might be faring compared to your fellow members and competitors.
 And finish up by reading about promotions, new hires and company expansions at 
IAM member companies—all developments that bode well for the health of our busi-
nesses as we approach the busy summer season.
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When Bad Things Happen to Good Movers

By Joyce Dexter, Portal Editor

Even when a move is meticulously and flawlessly executed, 
Murphy’s Law always applies: If something can go wrong, 

it will. Careful planning does not eliminate events and situations 
beyond the mover’s control: acts of God (floods, icy roads), 
failures of infrastructure (collapsing bridges), and human error 
(the motorist who suddenly cuts in front of your driver). 
  Bad things do happen to good movers. But that’s why 
insurance was invented, and it’s why risk management 
companies are so important to the health of the moving and 
storage industry. IAM members have long enjoyed a partnership 
with companies that specialize in supporting movers to ensure 
that all parties—client, mover and insurer—are satisfied at the 
end of the day. These are relationships built on trust that all 
parties are acting in good faith and that when bad things happen, 
everyone will be made whole.
  Sometimes, when an item is lost or damaged, the monetary 
loss counts for less than the intrinsic value—the customer’s 
memories, family history—associated with it. Financial reim-
bursement in such cases may not completely compensate for 
intangibles that are important to the client, but it does go a long 
way toward saying, “We’re sorry for your loss.” As Alan Jobe, 
executive director of the Claims Prevention and Procedure 
Council, notes in his essay (page 20), the handling of claims is 
“not limited to just numbers at the end of a process.”
  Goodwill and mutual trust are the backbone of the mover-
client relationship. Happily, there are companies who understand 
that bringing damaged items back to life can restore a customers’ 
faith in the mover they chose at a time when it’s all too easy 
to register reputation-damaging complaints via social media. 
Restoration and repair specialists with years of experience in 
responding with compassion to your clients’ visceral need to 

be made whole have the knowledge and skills to nurture that 
process. 
  Claims management is both an art and a science—and it’s 
a discipline that continues to evolve through technology that 
enables more accurate paperwork and accounting, new products 
and fabrics, efficiencies of transit and even the way people relate 
to their possessions. (For example, a recent report noted that 
Millennials are not so attached to “stuff,” even prized family 
heirlooms and antiques, as their forebears.) Staying on top of 
these trends through education, training and self-awareness will 
help strengthen the relationships between the moving industry 
and its customers.
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Four Things to Remember about Household Goods Transit Insurance

By Rachel Hearn, Office Operations Manager, Executive Insurance Services

No one purchases health insurance hoping to use it for major 
medical care. And the same holds true for transit insur-

ance—no one buys it anticipating collection on a claim. But 
insurance is one of those things that—if your shipment arrives 
damaged—you’re always glad you have. Consider these four 
basic principles worth remembering:

1 Insurance becomes important when you can imagine the 
unimaginable. For more than 20 years, Executive Insur-

ance Services (www.execinsurance.net) has provided transit 
insurance for household goods, personal effects and private pas-
senger autos, as well as general cargo insurance for office, com-
mercial and industrial goods. Coverage is offered for domestic 
and international moves on a door-to-door basis. 

2 Insurance is the one thing a customer can’t afford not 
to buy. With two insuring programs (All-Risk or the more 

limited Named Perils) and deductible options, we can meet the 
needs of every customer. We are proud of our reputation for 
superior Customer Service, with claims adjusters in-house for 
efficient handling of claims. Every claim is unique, but none too 
unique or difficult for our staff. We are known for being respon-
sive, addressing any/all questions, concerns or requests quickly.

3 There is a requirement to insure a shipment to 100 percent of 
value, and we strongly recommend that goods are profession-

ally packed to withstand the harsh circumstances of shipping. 
Close monitoring by the mover to assure exemplary quality of 
packing and loading goes a long way toward minimizing risk. 
That said, regardless of the amount of care taken, a mover can’t 
promise a move without incident, and therefore insurance is 
a vital part of relocation preparedness. Insurance is the one 
thing your customer values most after they’ve experienced 
loss or damage.

4 An insured party should reconcile the origin inventory and 
take exceptions for any shortage in the number of inventoried 

items delivered and/or document notable damage at the time 
of delivery. They should make notations on the delivery paper-
work and take photographs that will be helpful should a claim 
arise. Paperwork confirming all is in “good order” should not be 
signed by the insured unless all truly is in good order. Insurance 
is the one thing purchased that a customer hopes he or she 
never has the occasion to use. 
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Proper Documentation Protects Everyone

TransGuard Insurance Company of America, Inc. 
(www.transguard.com) was launched as the insurance 

company for Allied Van Lines, so the moving, storage, and trans-
portation industries are what TransGuard is all about. In 2005 
TransGuard became part of the IAT Insurance Group, a privately 
held group of specialty insurance companies headquartered in 
Raleigh, North Carolina. 
  With offices in Naperville, Illinois; Kansas City, Missouri; 
and Pasadena, California, the company is licensed to write 
all property and casualty lines of insurance in all 50 states 
as well as the District of Columbia. The California office 
handles the traditional insurance coverage for moving and 
storage companies. The Kansas City facility writes insurance 
coverage for independent contract truckers through the National 
Association of Independent Truckers (NAIT). The Naperville 
office processes claims and oversees information technology and 
the direct relocation insurance group.
  How can movers minimize their risk for damage and claims 
in shipments? “Of course, careful packing of individual items 
and proper loading of vans, trailers, or containers are essential,” 
says TransGuard Managing Vice President Carole Boettcher. 
“But the less obvious answer is proper paperwork.
  “If the value of items being moved is not clearly stated on 
the Bill of Lading or other shipping documents,” she explains, 
“claims for loss or damage might need to be settled at full 

replacement value rather than a limited liability. Shippers who 
don’t pay for full value protection shouldn’t get it for free—but 
that could happen if the documents are faulty. Remember: If a 
mover’s liability is not limited, it could be unlimited!”
 Boettcher offers an example: “When a salesman surveys 
the property to be moved, when the move is to take place, where 
the customer is moving, and gives the customer an estimate, 
the issue of insurance value is generally discussed. The sales-
man should disclose what level of valuation is included in the 
estimate—a per-pound value or a dollar value on an actual cash 
value or replacement cost basis. Let’s say the customer decides 
not to pay extra for the declared value coverage, but takes the 
per-pound minimum instead. If the Bill of Lading is not com-
pleted properly on the day of the move and the customer does 
not sign for the per-pound coverage, any loss or damage claim 
may have to be settled as if the customer had taken declared 
value protection.
 “Since insurance for the moving, storage, and transportation 
industries is all we do, our underwriters, claims adjusters, loss 
control experts and customer service people understand what 
movers do,” Boettcher adds. 
  The IAT Insurance Group Loss Control Department of-
fers numerous free online training programs as well as onsite 
assistance when requested. TransGuard also provides access 
to companion services providing HR compliance information, 
criminal background checks, and motor vehicle records access. 

Accepting  
New Members!

Is your company diversifying into logistics? Do you already work in logistics, providing office moving, project 
forwarding, warehousing and distribution or cargo moving? 

Then it’s time to join forces with a group of IAM members who formed the IAM Logistics Network (ILN).

This member-driven group, created in 2013, facilitates networking among IAM colleague companies seeking to 
expand already-thriving logistics businesses or ready to diversify into new business sectors.

ILN members realize these membership benefits immediately: 

▶ Become part of an logistics network of IAM members
with whom you’ve already spent years developing
relationships and trust.

▶ Join your ILN colleagues for anytime chat and
discussion on the ILN Members-Only LinkedIn Group
and in the IAM Social Café.

▶ Take part in an ILN members-only networking event at
IAM’s Annual Conference & Expo.

To join, or receive more information on the IAM Logistics Network (ILN), contact Membership@IAMovers.org

Members  can display the ILN logo on their  websites!
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Get to Know Your Spiders

By Anne Van Gils, Gosselin Group

Legal claims are an inevitable part of the moving business. No 
matter how well planned and executed the move, things can 

and do go wrong. What is important, therefore, is not to establish 
a zero-percent claims record, but to focus instead on how claims 
are handled.
  “Claims adjusters need to keep an open mind and be willing 
to investigate,” says Katy Rijnders, manager of the Legal and 
Risk Department at Gosselin Mobility, an international 
moving and relocations company based in Antwerp, Belgium.
  “Sometimes it is even necessary to become an expert in 
the spider habitats of Australia and Africa,” she says, citing 
an example of a recent claim that had the Legal and Risk 
Department on its toes.
  “Recently we moved a client from South Africa to the UK,” 
Rijnders recalls. “All went well until we had a phone call from 
the destination agent, who said the shipment was infested with a 

focus on prevention, ensuring the strategy is implemented in 
the workplace by providing educational programs and regular 
training sessions for staff. Second, we are there to handle all 
claims made within the group.”
  In reality these two areas overlap: Regular staff are also 
involved in the claims handling process, thanks in part to the 
development of Gosselin Mobility’s own claims platform, 
which entails the input of basic data: among other things, the 
origin of the claim, the involved parties, the duration of the 
claims handling, and the difference between the requested 
indemnification and the granted indemnification. Targets are set 
against claims, involving all parties in the claims process, from 
sales and account managers to the removers. 
  “Whereas formerly the risk manager fought on his or her 
own, the process is now set up so that awareness of claims leads 
to sensitization throughout the whole group,” Rijnders says.
  Each quarter the results are delivered from the platform and 
compared with former results as well as with other divisions.  As 
the targets are coupled with insurance coverage and turnover, the 
divisions can compare the results with each other and thereby 
compete.
  So how have Gosselin’s claimants reacted to this setup? 
Rijnders explains that after comparing claims made on the 
professional liability policy versus claims made on the all-risk 
policy, it has become crystal clear that “all-risk” claimants are 
the happier ones. 
  “We have learned that our customers, as long as they are 
properly informed upfront with regard to the impact of an all-
risk policy versus no policy at all, and provided with information 
regarding the claims handling they can expect, are not upset by 
making a claim. They just want their claim to be addressed as 
promised: quickly, fairly and without surprises.”
  Communication and information are crucial in this process. 
Gosselin created an insurance brochure with frequently asked 
questions, and has a special e-mail address for clients where all 
insurance-related questions can be addressed. From 2011 until 
today the company has more than tripled the sale of all-risk 
policies.
  “It is important to know that our all-risk policy is tailor-
made and refreshed from time to time according to the needs of 
our customers,” Rijnders notes. “Also, our claims adjusters and 
brokers have a marine background. This seems very logical to us 
but we do see a lot of our competitors writing their policies with 
non-marine insurers, which has definitely left its mark on claims 
handling.”
  As the tale of the spiders shows, an important part of risk 
management is knowing whom you work with, evaluating their 
work and keeping records of their claims ratio. 
  “After all, they represent you,” says Rijnders. “Our 
subcontractors work on the basis of our Service Level 
Agreement to ensure that the highest standard of quality is 
guaranteed.”
  For Gosselin Mobility, managing risks is a daily business 
that requires full support from all the different levels involved—
and sometimes, the willingness to conduct a thorough 
investigation into worldwide spider habitats.

hotbed of mean hairy spiders. He sent us a dozen blurry pictures 
and informed us that it was necessary to have a fumigation 
expert smoke out the creatures. Luckily, he said, he knew a very 
capable party.
  “The price of the fumigation dazzled us and we demanded 
to be given direct contact with this expert to discuss the matter. 
But the destination agent refused, insisting that we had agreed to 
the service and that he would take care of it.
  “It wasn’t only his odd behavior but also the blurry pictures 
that intrigued our claims adjuster. She asked the destination 
agent if he knew what species this spider was, since he claimed 
to be an expert. Annoyed, he answered that it was a rare species 
and gave a Latin name.
  “After an investigation, our claims ‘detective’ discovered 
that this particular species lives exclusively in Australia and 
that the blurry pictures contained only one single spider, 
photographed from different angles like a true model. She 
also discovered that the fumigator was a close friend of the 
destination agent and that in fact there was no need for a 
fumigation at all.”
  Of course, the majority of claims are not bogus, but this case 
illustrates how important it is to analyze all claims in depth, an 
area at which Gosselin Mobility strives to excel.
  The company, a division within the Gosselin Group 
(www.moving.gosselingroup.eu), began as a classic removals 
business in 1930, but has expanded dramatically over the years 
to offer such diverse and specialized services as office moves; 
arts, antiques and library moves; excess baggage services; 
freight forwarding and handling; and warehousing and reloca-
tions services. All of these areas are supported by the Gosselin 
Legal and Risk Department.
  “The purpose of the department is twofold,” says Rijnders. 
“First, we provide a well-thought-out risk strategy with a 

“Of course, the majority of claims are not bogus, but 
this case illustrates how important it is to analyze all 
claims in depth.”

—Anne Van Gils, Gosselin Group
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The Perils of Underinsurance

By John Luker, Director, Reason Global

When taking out insurance for household contents, consum-
ers tell their insurer how much they think their posses-

sions are worth (i.e., how much it would cost to replace them if 
they were lost or damaged). In many cases, consumers underes-
timate this value, either through genuine error or on purpose in 
order to keep premiums down, effectively leading to underinsur-
ing the shipment. 
  Underinsurance is common not only when it comes to home 
contents but also with respect to international marine shipments. 
For example, UK insurer Hiscox surveyed its policyholders and 
found that on average, people had underestimated the value of 
their contents by 40 percent (www.hiscox.co.uk/calculator/).
  In addition, many households have no coverage at all; a 
2010 report from the Insurance Council of Australia (www.da-
vidsoninstitute.edu.au/learning-centre/personal/articles/un-
derinsurance) showed that 25 percent of Australian households 
had no home or contents insurance.

The impact of underinsurance
Underinsurance may become a problem in the event of a claim. 
In simple terms, being underinsured means that policyholders 
cannot file a claim for the full value of any losses that have been 
sustained, so they lose out financially and cannot replace all the 
items they have lost. 
  This is summarized in the following wording, which is stan-
dard for most marine insurance policies: 

“If you fail to insure for the full replacement value of goods 
at destination, you will only be entitled to recover from 
Underwriters the proportion of the loss as the declared value 
bears to the total value of the property you shipped.”

  In the case of moving a whole household abroad, this could 
involve significant sums. For example, the cost of replacing the 
contents of the average home could be as much as $80,000. If a 
client values the consignment at $56,000 but the true and correct 
value is $80,000, there are potential scenarios that can follow. In 
the circumstances of a total loss of the entire consignment, not 
only could insurers restrict their liability to the declared value 

“A significant number of con-
sumers moving abroad underin-
sure their household goods, by 
mistake or by design. As a result, 
they could lose out in the event 
of a claim.”

—John Luker, Reason Global

of $56,000 but they could quite rightly advise that because the 
sum insured was under-declared on value by 30 percent they 
will only pay 70 percent of the loss. Thus, the claimant—your 
customer—not only loses out on the $24,000 difference; he or 
she may also receive only $39,200, the original claim of $56,000 
being subject to a 30 percent deduction for underinsurance. 
  In the event of significant damage to the consignment, an 
insurer may well decide that since the sum insured is not enough 
to cover the full value of the goods, it would then apply an “av-
erage” when assessing a claim. For example, if the consignment 
was underinsured by 30 percent, the insurers would then only 
settle on that basis. 

Getting it right
The most important way to avoid being underinsured is to invest 
significant time and effort into calculating the value of goods. 
Your customers should be encouraged to do this and take great 
care in filling out their inventories. This may be time-intensive, 
but it is vital if they want to ensure that they are fully protected 
in the event of damage or loss.
  Listing items separately on an inventory also can help. For 
example, if a customer has five televisions and estimates that 
they are worth a total of $1,000, the insurer will adjust the claim 
on the basis that each individual television is worth no more 
than $200. Therefore, if the customer breaks one of the televi-
sions and it is actually worth $600, they could receive only $200 
from the insurer. The way to avoid this is by methodically listing 
items separately on the inventory.
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Expediting Legitimate Claims
Benefits Both Mover and Client

By Nikhil Ohri, Vice President, Packways India

Packways India (www.packways-india.com) understands 
that moving abroad can be a stressful decision. Trusting a 

complete stranger to come into your house and pack and move 
your valuables can understandably add to a client’s anxiety. 
Ensuring that all of a client’s goods and valuables reach the 
new home in perfect condition is important; we understand the 
intrinsic as well as the emotional value of those possessions. All 
our packing professionals are well trained to pack in accordance 
with international standards, taking utmost care in handling 
items from furniture to electronics to crockery. Moreover, we 

  Crucially in the case of international moves, consumers 
must also insure their goods for their full replacement value at 
their destination, rather than their origin. Consumers must be 
made aware of this and spend time on the Internet and conduct 
other research into what their household items would cost to 
replace in the country they are moving to.
  In some cases, consumers may be able to add a general in-
crease to the value of their goods. For example, if a customer is 
moving to Singapore and believes that the cost of living is gener-
ally 10 percent lower there, they may reduce their sum insured 
by 10 percent. However, this is an inexact science and they may 
still end up over- or underinsuring their items.
 
Tangible benefits
Ensuring that your customers are properly insured brings ben-
efits to both you and your customers. Most important, customers 
who have adequate insurance in place are likely to be happy, 
particularly in the event of a claim, as it should be paid in full. 
  By taking the time to ensure that your customer declares 
the correct and true value of their goods you are adding value to 
the service you provide and you could well see an increase of 30 
percent in premium income.
  This reflects well on your business as customers purchase 
their insurance through you, so it becomes inextricably linked 
with your brand. Moreover, a comprehensive policy that pays 
out in full when they claim could result in a big boost for your 
brand by association. On the other hand, an inadequate policy 
that lets them down when they need it most will significantly 
tarnish your brand.
  This comes at a time when protecting your company’s 
reputation has never been more important. The rapid dissemi-
nation of information around the world, on social networks in 
particular, means that any PR success—or disaster—will be 
known about in minutes. For example, if a customer posts a bad 
review of insurance they have purchased via your company on 
a high-profile expat website, it could have a serious impact on 
your business.
  The bottom line is that going the extra mile to ensure your 
customers are fully insured results in a win-win situation for 
both you and your clients.

choose only those partners who place the same importance on 
quality, whether shipping partners, insurance companies or inter-
national agents.
  Although we are diligent in handling our shipments with 
care, there can be unforeseen situations that are beyond any-
one’s control. Therefore, we always advise our customers to buy 
insurance for their goods so that in the event of damage they can 
be made whole. Forty years in the industry have taught us that 
insurance coverage is always helpful, and we also suggest to our 
clients a trusted carrier with whom we have had an relationship 
for more than 15 years. Customers are also free to buy their own 
insurance, and we provide them with whatever help we can offer 
from our side in case of a claim.
  There was one instance when we had booked an airfreight 
from Mumbai to New Jersey door to door, and the airline refused 
to confirm the status of the cargo for 18 days. After repeated 
follow-ups with the airline in Mumbai and communicating with 
their U.S. counterpart, the cargo finally arrived at the airport. 
While making delivery to the client, our agent’s crew noticed 

“[Insurance companies] have 
systems in place to evaluate the 
validity of the claim. In the end, it’s 
a win-win situation for everyone.” 

—Nikhil Ohri, Packways India
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that two boxes were empty and noted this in the delivery report. 
The client had insurance coverage but the claim was at first 
refused by the company’s claim department. The client was 
furious, because not only had he paid for express delivery, two 
boxes arrived empty; moreover, the insurance company wouldn’t 
cooperate. 
  We intervened and spoke with the insurance company, 
describing the entire scenario to them, and ultimately they sanc-
tioned the client’s claim. In this case we couldn’t really do any-
thing about the delay; however, we were satisfied that at least the 
client was compensated for the items lost. All in all, the client 
was happy with our involvement and our responsible handling 
of the entire matter, and he subsequently recommended us to his 
colleagues, family and friends. 
  If a client has a valid claim, we are there to expedite the 
claim and secure full compensation under the terms of the insur-
ance coverage. Our insurance company knows that we do not 
compromise on quality and is aware of our work ethic. Over a 
period of time we have seen that claims are resolved quickly and 
appreciate the efforts of the insurance company to understand the 
client’s distress over the loss occurred and expedite settlement of 
claim. 
  Insurance companies have become more user-friendly in 
terms of making claims processing less complicated, and are 
now more accessible to clients, who appreciate prompt customer 
service. This being said, they have systems in place to evaluate 
the validity of the claim. In the end, it’s a win-win situation for 
everyone. 

USA INTERNATIONAL MOVERS
New York | Philadelphia | Houston | Los Angeles | Miami
P 215-957-9701 | F 215-957-9702 | sales@contour-usa.com

www.CONTOUR-USA.com
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The Future of Transit Damage Control

By Dan Manning, President, Board of Directors, Claims Prevention and Procedure Council

The future of transit claim control, both domestic and interna-
tional, lies in the present. The things we see every day that 

go wrong in our industry can be circumvented today, through 
education. 
  The Claims Prevention and Procedure Council 
(CPPC; www.claimsnet.org) is a 900-member-strong organiza-
tion founded almost a half-century ago by the larger interstate 
van lines and agents as a way of addressing mounting claim vol-
ume and costs. In 2017 we will celebrate our 50th anniversary 
in Chicago, where this organization started. We are now, as we 
were then, both teachers and learners. At the time of its founding 
in 1967, CPPC’s members were solely van lines, but gradually 
repair firms the movers were using to address transit damage 
became part of the group, as did attorneys who were called upon 
when the need arose for legal expertise. 
  I joined the CPPC 28 years ago. Much of what I know about 
claims and the proper way to expedite them I learned from these 
early pioneers. Education has always been the CPPC’s cor-
nerstone. One would think it nearly impossible to reinvent the 
wheel every year at our conventions and workshops, but in fact 
the industry—and the world as a whole—change almost more 
quickly than we can keep pace with. The furniture being moved 
now is different from that of 50 years ago. Today it’s made of 
medium-density fiberboard or particleboard, ultra-light plastics, 
microsuede and bonded leather—things my predecessors never 
encountered. New developments in furniture manufacturing 
bring new ways of resolving problems when a claim arises. 
 The multinational companies moving large groups of their 
people all over the world and the nuances those transfers entailed 
were not as prevalent 50 years ago. New ways of managing 
those relocations have arisen. The employee who moves interna-
tionally every three or four years has become more knowledge-
able when it comes to the claim process. There are issues related 
to expansion of furniture moved from tropical and semitropical 
climates to colder, dryer countries; power adjustments when TVs 
and stereo equipment coming from countries with 220 power are 
sent to countries with 110 outlets—these are all part of today’s 
transit claim world. We encounter evolving circumstances every 
day. We didn’t have to worry about how to move a Tempur-
Pedic™ mattress 20 years ago, but the CPPC addresses chal-
lenges like this annually at our workshops and conventions, and 
we educate each other on ways to address new and old problems. 
  One segment of our spring convention has always been 
devoted to a comprehensive hands-on demonstration by various 
repair firms from around the country. They show the adjusters 
from the van lines as well as other newer repair firm members 
better ways to repair wood, porcelain, and upholstered items. 
Several of our members were at recent IAM annual meetings to 
provide their insights. Debbie Morales from Metro Claims 
and Relocation, based in the United States and Central and 
South America, has conducted regular workshops on fakes and 
counterfeits to teach both agents and repair firms in the field how 
to assess claims of high-end purses and the like that are purport-
edly damaged in transit but worth perhaps 1/30th of the value 
claimed. Older, more established repair firms share both their 

knowledge and third-party networks. We have sponsored work-
shop panels to discuss the cultural differences involved with 
international moves. Things that seem reasonable in the United 
States can be quite rude when dealing with relocations from 
another country. For example, in some societies it’s considered 
an insult when in someone’s home to turn down food or drink 
that is offered. So I always advise my men, when opening an 
international claim, to accept this hospitality. And in many ori-
ental cultures, it is bad manners to enter a home with your shoes 
on. Therefore, my staff have been instructed to offer to remove 
their shoes upon entering any home. Religion also plays a role in 
certain situations, as in many ultra-orthodox Jewish homes and 
conservative Islamic homes, you cannot shake a woman’s hand.
  Companies like mine that are located near large ports (we 
are just outside New York City and Port Newark, New Jersey) 
have shared proper handling and container inspection on water 
losses. My own company is about 80 percent international, so 
we are at both Port Newark and Elizabeth at least once a month 
examining seawater-compromised or transit-damaged contain-
ers. With the wet containers, there is usually a mold or mildew 
issue associated with these inspections, so proper chemical suits 
and respirators are needed. If the insurance company sending us 
in authorizes immediate repair or mitigation, we usually have the 
customer there during inspection and segregate repairable items 
from destroyed contents; we have a dumpster by the container, 
categorize the items and then dispose of what is non-treatable. 
  Partnering with the American Moving & Storage Associa-
tion, our sister organization since 2011, we offer agent claim 
certification and military classes. After 50 years, we are still 
learning, still teaching. As we embark on our next 50 years I 
trust that all of us—whether international or domestic movers 
and forwarders—will continue to both teach and learn from each 
other.
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Repair vs. Cashouts: The Controversy Continues

By Alan R. Jobe, Executive Director, Claims Prevention and Procedure Council, Inc.

When is repairing an item a better option than simply cash-
ing out a customer in order to quickly resolve a claim? 

Previous discussions of this issue have generated numerous 
responses, many of which have already been shared in the 
CPPC Claims Journal, a monthly publication for members of 
the Claims Prevention and Procedure Council, Inc. 
(CPPC; www.claimsnet.org). This question has sparked a lively 
exchange on a topic that many are very passionate about for their 
own reasons.
  The key question I originally hoped to answer was whether 
doing cashouts rather than repairs was providing proper service 
to the moving customer. The ensuing comments have actually 
led me to consider whether a broader exposure is possible. What 
does the decision to cash out rather than repair (or vice versa) 
say about the image of the moving industry? What is the moving 
customer’s take in these various situations? I think these are very 
important issues. 
  Doing repairs when they are viable, rather than simply cash-
ing out a customer, has multiple consequences for the various 
parties. If repairs can be accomplished, they satisfy the carrier’s 
liability and in most cases they can be done more cost-effective-
ly than replacing an item. It precludes a customer being left with 
a visible reminder of the damage front and center if the customer 
accepts the money and chooses to live with the damage or loss 

of value. Is it really in anyone’s best interest for that customer to 
live with moving-related damage every day after the move? How 
will that decision affect the mover at the end of the day? Unfor-
tunately, I think it could very well be a case of the end result or 
long-term consequences not being considered, as policies are be-
ing directed throughout the various levels of the moving process. 

  I once heard from a customer shocked that the repair service 
was coming out not to complete the repairs, but only to provide a 
report for the carrier. On another occasion, a repair service went 
out on a claim and, through the evaluation, discovered that the 
same damaged item had been through two previous moves and 
the customer had been compensated both times. This happens, 
especially when the client has worked with multiple carriers and 
no system of cross-checking exists. The facts of this particular 
situation emerged because of sufficient interaction with the ac-
count and the ability to learn about previous claims filed. This 

“Is it really in anyone’s best interest to have the 
customer staring at moving-related damage every 
day after the move? How will that decision affect 
the mover at the end of the day?” 

—Alan R. Jobe, CPPC
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is rare, however; more often than not, multiple claims will go 
undetected. It’s not that all customers are untruthful; but by not 
completing repairs after damage, or at the very least removing 
the damaged item, a mover raises the potential for duplicate 
claims. 
  Industry service providers depend on repairs for their 
existence, so their passionate stance on this issue is understand-
able—it takes more than inspections to keep them viable. Of 
course, the vendor’s bottom line is not the responsibility of the 
mover. 
  I don’t believe we are are ready to be a cash-out industry as 
a whole. Collectively, we need repair services that can perform 
repair work when and as needed, and they need ongoing work, 
much of which can be maintained with repairs when they are 
possible. A satisfactory resolution of the repairs versus cashouts 
question is in the overall best interest of the industry and the 
moving customer’s perception of the mover. That might seem 
like an oversimplification, but is it truly that far-fetched? 
  At the end of the day, how do we get everyone on the same 
page? I think this is an issue that deserves discussion on mul-
tiple levels, and I hope exploring various scenarios can show the 
value in reaching a consensus. 
  For my part, I will continue to share my feelings on this 
through various presentation opportunities as they arise. I hope 
that others also will consider the overall bigger picture when set-
ting policies. This is a multi-faceted issue that does affect many 
people in our industry and is not limited to just numbers at the 
end of a process. Together we can make a difference. 

Is Your Contact  
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Directory listing at any time by sending an
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Putting a Positive Spin on Claims

By Eric Vaughn, Claims Counsel, Department Manager, Senate Forwarding

Senate Forwarding replaced a client’s damaged nutcrackers, but 
saved them to use as office Christmas decorations.

Senate Forwarding is an international household goods 
forwarder headquartered in Orange Park, Florida, near Jack-

sonville. Senate began operating in 1983. Over its 33 years in 
business, it has grown its scale of service to handle over 7,000 
military moves per year. The staff of 25 employees has worked 
there an average tenure of nearly 15 years—more than three 
times the average tenure of service as measured by the U.S. 
Department of Labor. 
 “We believe the most important investment a company can 
make is in its employees,” says Vice President Mike Richard-
son. “A three-person department handles all the claims that 
come in, and we make sure that these employees are the best at 
what they do,” he adds. The department—with combined experi-
ence of 30 years—consists of an attorney as the manager and 
two highly experienced adjusters working in unison to be fair 
but firm in allocating repairs and payments for damaged or miss-
ing household goods. Like most organizations, Senate carries 
appropriate excess and umbrella coverage, but it is self-insured 
for day-to-day claims. Thus the claims department’s decisions 
take on an extremely important role financially.
  On the “back end” of a business it is not at all uncommon 
for employees to experience burnout. “If a call comes in to the 
claims department, nine times out of ten, someone is unhappy,” 
says Richardson. For that reason Senate Forwarding has adopted 
the mindset that the claims department’s primary function is 
customer service, and secondarily as adjustor. Senate employees 
believe that when something is broken or missing, the worst ap-
proach is to become suspicious and adversarial. 
  Aware that it is easy to be skeptical and pessimistic about 
claims that are presented, the claims department has developed 
a habit of sharing positive outcomes at department meetings, 
rather than rehashing “horror” stories.
  Take the example of a claimant who was paid for a lost 
gaming console one Christmas. The file was closed out and 
forgotten about. Senate received a personal check that summer 

along with an explanation that the console had been found in a 
box that hadn’t been unpacked when the claim was filed. The 
client felt that keeping the money was dishonest. That type of 
gesture helps remind you that people are good, and not all claims 
are suspect. 
  Tiffany Rife, a seven-year employee, once handled a claim 
for young Navy wife who had a lot going on in her life. “She 
had just lost her husband, and our claims conversations seemed 
to be a way for her to vent about things,” Rife recalls. She was 
touched when she received a jewelry box as a gift from the 
client after the claim was finalized. “It was from Italy—it was so 
pretty, and she sent it just to me.”
  Senate’s claims department tries to put a positive spin on 
things. It once replaced some damaged nutcrackers, and decided 
to salvage them to use as Christmas decorations around the 
office. They might have a couple cuts and bruises, but they still 
bring a smile to people’s faces. 
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CMMB OUTLOOK

Mapping Risk and Assessing Perils

By Boris Populoh, Willis Relocation Risk Group

Risk is a constant in our professional and personal lives, 
influencing decisions, activities and strategies at every 

turn. However, not all risk is created equal and managing risk 
requires a variety of strategies depending on the nature of the 
risk involved.
  At Willis Relocation Risk Group (WRRG; www.
willisrelorisk.com), which is part of Willis Group Holdings plc, 
we approach claims and risk management as potential learning 
opportunities. What information do we have about the shipment, 
the transit, the carriers involved and the claim itself? What can 
the data tell us?
  Over the last 20-plus years, Willis has arranged transit 
coverage on hundreds of thousands of international and domestic 
household goods shipments and has adjusted and settled tens 
of thousands of claims in more than 190 countries using our 
in-house claims adjusters and extensive partner networks around 
the world.
  The annual and continual collection of shipment and claims 
data has, during the last few years, evolved into an initiative to 
identify the what, who, how, when and where of the shipments 
we protect and the claims we settle. We’ve undertaken these ef-

forts in order to learn the causes that contribute to the occurrence 
of these claims and to support our customers as they work to im-
prove their performance in this critical aspect of their business. 
  However, simply collecting data and running a few reports 
does not provide the necessary analysis that our customers—and 
in turn their clients—need in today’s data- and information-
driven economy. Our aim is to give our customers information 
they need in order to make well-informed decisions supported by 
facts and analysis. 
  In order to collect the data and deliver those capabilities, 
Willis utilizes a tool that we have branded as RADAR. The 
centerpiece of our knowledge-focused and data-driven risk 
management approach, RADAR was developed in collaboration 
with one of the leading software and database providers for the 
insurance and forwarding industry. This Web-based database 
enables Willis to capture key shipment and claims data for each 
shipment for which RADAR provides protection. Data collection 
relative to the shipment characteristics includes the capability 
to capture some 18 data points, offering the ability to customize 
and capture customer- or client-specific reference codes, cost 
center information or authorization codes.
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  Risk management should be a collaborative effort, bringing 
together specific competencies that contribute to the reduction 
of risk on a program-wide basis. Knowledge truly is power as 
well as a valuable risk management tool. Making sure that a 
transferees understand the parameters of their coverage goes a 
long way toward assuring that everyone is on the same page, 
reducing misunderstandings and associated frustration that can 
arise due to unrealistic coverage expectations. Moreover, cor-
rect and complete documentation—specifically inventories and 
delivery reports—is critical. Movers can significantly affect the 
performance and cost of their individual valuation programs by 
focusing on processes that support the collection and retention of 
transit coverage relevant documents.
  Further benefits of Willis’ data-focused and knowledge-
driven risk management approach include the ability to “drill 
down” into the data to present that data in the context and format 
most useful to our customers. Depending on our customers’ 
specific needs or the needs of their clients, data can be filtered 
and organized in myriad ways, including by individual origin 
and destination agents, conveyance, specific routes, forwarding 
entities, corporate accounts and many other factors. In short, the 
data points collected can be sorted and presented in a manner 
that best meets the need of a customer or project.
  Additionally RADAR provides “one-to-one” matching of 
claims to specific shipments, providing real-time correlation as 
it relates to performance. This enables us to calculate claims fre-
quency and severity for our customers in real time and allows us 
to also better understand the connection between claims frequen-
cy and shipment values. This information is vitally important, 
since the rates forwarders pay drive the cost of their individual 
valuation programs. RADAR and associated analytical processes 
enable us to clearly understand and review critical details about 
the nature and characteristics of a particular problem that you 
are attempting to solve or an opportunity you are trying to take 
advantage of.
  It is also important to recognize that the collected data, 
which belong to our individual customers, are specific to a 
customer and/or a group of customers that may share a similar 
risk profile. Not a week goes by without someone asking for 
the “industry average” for this or that. Plainly stated, there is no 

industry average. Risk profiles—and therefore “averages”—are 
dependent on many factors, and comparing one to another, or 
extrapolating an industry-wide “average,” would result in mean-
ingless and likely misleading information.
  Collaboration is key, and the most practical approach to 
developing and understanding your company’s own risk pro-
file is to work with a knowledgeable partner who is capable of 
identifying areas where improvement opportunities exist and of 
working on those areas to improve service reliability and lower 
costs. 
  While the technological aspect of utilizing Willis’ propri-
etary RADAR system is integral to our development of custom-
er-specific risk profiles, it is our ability to combine decades of 
industry experience with our analytical capabilities that has been 
welcomed by our customers who have been exposed to it. 
  Not all risk is created equal, and managing it within the 
context of daily business activity is an important aspect of 
understanding and mitigating it. The use of data to establish a 
risk profile is only as effective as the ability to present it in the 
correct context and communicate it to customers. After all, a 
degree of risk is part of everything we do; how we choose to 
approach it determines the impact it will have on those activities 
and ultimately the financial bottom line.

Boris Populoh is IAM Core Members Representative at Large.

MC 551548

Movage, Inc. • 135 Lincoln Avenue • Bronx, NY 10454
Tel: 718.292.7000 • info@movage-moving.com • Toll Free 1.866.9.MOVAGE

www.movageinternational.com

“As we say "Up-Front & On-Time Service Worldwide", it centers on accountability, inclu-
sive pricing and an impeccable reputation in the industry. Movage International will provide 
you with seamless service you can trust.”

P Air & Ocean Freight
P Full Destination Service
P Full Origin Service
P FCL, LCL & Consolidation Service

P Fine Arts Handling
P Storage Service
P OTI-NVOCC Licensed

US DOT 1459999 - ICC MC 551548 – NY DOT T36787 – NVOCC 023028N



C

M

Y

CM

MY

CY

CMY

K

AGS_IAM-Mag_English only_215.9X279.4_2015_CTP.pdf   1   5/14/2015   9:52:40 AM





IAM: Moving Forward Together May/June 2015 •  THE PORTAL     29

PORTAL PROFILE

When It Breaks ... She Fixes It

By Joyce Dexter, Portal Editor

Debbie Morales has done every job 
in a moving company except drive 

a truck—not surprising given her family 
background. Her mother, Betty, whose 
father was in the restoration business, has 
been with United Van Lines since 1971.
Morales’ father, Tommy, is a furniture 
restorer who learned the trade from his 
father-in-law. When the two married, 
Tommy joined his father-in-law’s com-
pany. 
 Throughout her high school and 
college years, Debbie Morales worked 
in her father’s business. After graduating 
from college, she gained experience in 
the claims and operations departments at 
an agent for Allied Van Lines, where she 
learned the business from the ground up, 
from packing to handling claims. 
  In 1983, Morales returned to her 
dad’s business in Charlotte, North Caroli-
na, where she grew up, and 20 years later 
she opened her own company, Metro 
Claims and Relocation Service 
International. Her father still owns a 
domestic claims firm.
  An expert in restorations and repairs, 
Morales has established strong creden-
tials over the course of her career: A cer-
tified claims analyst and a board member 
of the Claims Prevention and Procedure 
Council for 15 years, she often writes ar-
ticles for industry publications and gives 
presentations on fakes and counterfeits 
to interested groups. In fact, she attended 
her first IAM convention in 2011 as a 
guest speaker. “I came to realize there 
was a need for qualified restoration 
people,” she says, “and that there was a 
potential to open other offices.”
  In 2008, the demand for services 
in countries outside the United States 
began to pick up and it continues growing 
today. Indeed, the international business 
was a window of opportunity waiting to 
be opened. “A lot of my customers were 
settling claims in other countries because 
they didn’t have the expertise, and didn’t 
know how to go about finding restorers,” 
Morales explains. “I was on vacation in 
Acapulco, Mexico, when a friend called 

Debbie 
Morales, 
owner 
of Metro 
Claims and 
Relocation 
Service In-
ternational

about a damaged item in Mexico City and 
asked if I’d come take a look at it. So I 
drove there to check out the damage.”
  That experience prompted Morales 
to branch out into other parts of the 
world. Today, she employs seven people 
in the Charlotte office, and two people in 
each of the company’s eight additional 
facilities in Mexico, Brazil, Chile, Peru, 
the Dominican Republic, Puerto Rico, 
Panama and Madrid, Spain. Moreover, 
she adds, even her brother, who has 
a business in Russia, has brought her 
clients. “The people who built his office 
don’t have an access to furniture repair 
services in Russia,” she says, “so we do 
the work for them.” 
  Business is growing in areas that sur-
prise her, including Brazil. There, Metro 

Claims has repair technicians who work 
for the company and whose qualifications 
have been established.  
  Sometimes, when a large group of 
employees is being moved—such as 
when Marriott is opening a new ho-
tel—Metro Claims will set up a tempo-
rary office for whatever period of time 
is required to process any claims. Her 
company is a full-service repair firm that 
can handle claims related to furniture, 
appliances, property damage to floors 
or walls—just about anything the job 
requires. 
  Culture figures prominently in the 
way Metro Claims relates to its clients. 
“I remind my employees that they have 
a mindset from a different culture,” 
says Morales. “You have to guide them 
through the way things happen in this 
country versus their own country. There 
are language barriers, and often we 
encounter people not familiar with the 
claims process, such as inspections. 
  And the priorities of customers aren’t 
always the same. “Movers, insurance 
companies, and the military are handled 
differently,” she notes. 
 “We do furniture restorations service 
exclusively for the moving industry and 
insurance companies, and relocation 
companies that self-insure, not for private 
individuals,” Morales adds. “We contact 
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the claimant within 24 hours, and explain the procedures and 
schedule the appointment. We report back to the movers within 
48 hours, and send in the final report on how the item was dam-
aged. If it can’t be repaired we’ll get the replacement cost.
 “What we do is based on transit-related claims only. If it 
can’t be repaired, we do the research for the adjuster regarding 
replacement value, and then send a report for the adjuster.” She’s 
been known to detect fraudulent claims—times when her exper-
tise in counterfeits and fakes comes in very handy. “I do whatever 
I can to teach the claims department how to recognize what is 
real and what is not.”
  Morales joined IAM to build connections with the industry. 
“There is a need for people in this organization who are repair 
and restoration companies,” she explains. “Whenever a move 
results in a claim, if you can streamline the process you’ll create 
happy customers. We are constantly teaching customer service, 
and how to ensure that your techs and warehouse people work 
together. Sometimes, I go into a home and can see how the dam-
age that occurred could have been avoided and can educate the 
movers who caused the claim so they can prevent similar ones in 
the future.”
 This variety of experience is what Morales finds so reward-
ing about what she does. “I love talking to people, learning 
their background, trying to help solve their problems,” she says. 
“When customers have had a bad move experience, my job is to 
turn that around, to restore their good opinion of the mover by 
making them whole.”

Before ... After ...

The handiwork of Metro Claims’ skilled restorers is evident in these 
photos of a cabinet (top row) and a piano (bottom row).

SSIIZZEE RREEAALLLLYY DDOOEESS MMAATTTTEERR

Of course it does. When shipping into 
the UK (even for European mainland) 

you need the resources to support your 
client. We offer 18 fully owned and 
operational locations covering the 

entire UK (including those offshore 
islands), over 200 vehicles and 500 

staff. It’s all there to give your clients 
that extra bit of confidence when their 

shipment leaves your shores for the UK 
and Europe.

Who says size doesn’t really matter? 

Head Office 
Hillsons Rd; Botley 
Southampton; SO30 2DY 
Tel: +44 1489 774926 
Fax: +44 1489 774936
imports@whiteandcompany.co.uk
www.whiteandcompany.co.uk
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2015 Young Movers Conference:
An Outstanding Success in Sofia

By Brian Limperopulos, Director, Programs

The Young Movers of the Federation 
of European Mover Associations 

(FEDEMAC) held their annual meet-
ing—The Young Movers Confer-
ence—in Sofia, Bulgaria, April 16–18. 
As FEDEMAC’s partner in the global 
moving community, IAM was proud to 
sponsor and co-host this year’s confer-
ence, the largest to date with more than 
200 people from more than 40 countries. 
  The IAM-YP group was represented 
by Chair Catherina Stier and IAM 
Programs Director Brian Limperopu-
los, who spoke about IAM, our support 
of young professionals in the indus-
try and our growing partnership with 
FEDEMAC. FEDEMAC represents the 
interests and coordinates the activities of 
some 3,000 professional moving compa-
nies in 26 European countries. Much of 
their work is focused on advocating the 
concerns and needs of the moving indus-
try at the EU Parliament and Commission 
as well as liaising with national associa-
tions and other trade organizations. Since 
1991, FEDEMAC has also supported the 
professional and business development of 
young employees of member companies 
in Europe through the Young Movers 
Conference. 
  This year, the Bulgarian Movers 
Association planned an excellent event, 
beginning with an Opening Reception 
that provided a relaxing environment 
to network and meet new people. The 
gathering also featured an auction to 
benefit the Jasper Valentijn Foundation, 
which supports research and awareness 
of treatments for Infantile Neuroaxonal 
Dystrophy (INAD). Raymond Veenman 
of the ECB Group, a longtime supporter 
of the YMC, has a child afflicted with 
the disease and started the foundation. In 
response, the Young Movers raised more 
than €8,000 for INAD.  

  The agenda for the following day 
focused on education, business, profes-
sional development, and cultural expo-
sure to Bulgaria. A number of engaging 
and thought-provoking speakers pre-
sented on topics including how Young 
Movers could work with and generate 
business from relocation management 
companies; the absolute necessity of 
engaging with customers through social 
media; and how to use Google’s tools to 
connect with potential clients. They also 
addressed critical policy issues affecting 
the industry in Brussels, and advice on 
how participants can efficiently manage 
and lead their businesses.  Following 
those sessions, attendees were treated 

to a walking tour of Sofia, where we 
learned much about the various cultural 
and religious influences on the city—a 
crossroads of global events for well over 
2,000 years. Later that evening, the group 
went for a traditional Bulgarian dinner at 
a restaurant in the mountains overlook-
ing Sofia. The food was delicious and the 
firewalkers were very entertaining!
  On the final day of the conference, 
the Young Movers broke into various 
groups to fish, mountain bike, hike, race 
go-karts, or play paintball. Whether one 
was dodging paintballs to capture the 
flag or climbed Vitosha Mountain in 
unfavorable conditions, everyone had a 
great time when participants reconvened 
for lunch at the restaurant for delicious 
Bulgarian fare. That night, attendees met 
a final time to attend the gala dinner, and 
awards were presented to those who “ex-
celled” in the activities earlier that day. 
  At the gala, it was also announced 
that the French Movers Association 
(Chambre Syndicale du Déménagement) 
will host the 2016 Young Movers Confer-
ence in Paris. Judging from the Facebook 
photos and the WhatsApp texts circulat-
ing, it’s clear that excitement already is 
building, and the attendance in Paris may 
exceed this year’s record number.  

Gabriela Dimitrova, head of European af-
fairs, FEDEMAC

IAM Programs Direc-
tor Brian Limperopulos 
(far right) was one of the 
featured speakers at the 
YMC.
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Meet the IAM-YP Events and Communications Committee Members

The IAM-YP just keeps getting better and better. With so many 
members committed to seeing their organization grow and 

thrive, new committees have been formed to ensure that YPs are 
kept informed and given an opportunity to provide feedback and 
input on programs and events. In this issue of The Portal, we 
introduce the members of two new committees.

IAM-YP Events Committee
Ben Scheiner (Chair)
Alessandro Mannozzi 
Nishant Shah

IAM Events Committee Chair (and Communications Commit-
tee member) Ben Scheiner has worked for a number of removal 
companies since 1988. During that time he has gained vast expe-
rience in all aspects of the business and 
still pitches in wherever he’s needed. 
His clients have included professional 
football players, musicians, diplomats 
and executives of top companies.
  In 2006, Scheiner realized his am-
bition of launching his own UK-based 
company, Global Relocations Ltd. 
The company works with known over-
seas agents to provide reliable origin 
and destination services as well as flex-
ible and prompt surveys at short notice. 
   He has found special satisfaction in growing the business 
after each job through referrals from happy clients, building 
his company from ground zero—a “challenging but inspiring 
process,” he says, “and the privilege of having clients approach 
us to move their worldly possessions is very rewarding.
 Scheiner has attended most IAM events since 2006. 

Alessandro Mannozzi is the operations director at Bliss Mov-
ing & Logistics S.r.l. in Rome, Italy. Founded in 2009, Bliss 
specializes in removals, transport and logistics services.
  “I always wanted to become a lawyer,” he says, “but once I 
started working in the moving industry I 
realized that this is what I am really pas-
sionate about.” In 2014 he completed 
his law studies; his thesis was titled The 
Phenomenon of Conferences Based on 
International Maritime Traffic. Thus his 
law degree will enhance his ability to 
serve his company and clients.
  He joined Bliss in 2009 as opera-
tions coordinator and in less than five 
years was named director of opera-
tions. Now, Mannozzi and his team are in charge of international 
moves and relocations. “It is a lot of work and even more re-
sponsibility,” he admits. “However, the fact that you enjoy going 
to work and are able to solve even the most difficult situations 
makes it all pay off. It motivates you and makes you not only a 
great professional but also a driven person.
  “I don’t think there is another industry as intellectually 
stimulating as the one I am working in,” he says. “Every day is 
different. We need to adapt to new laws and changes at the ports 
and customs, and adapt to client needs to face new challenges 
with every job. The moving industry opens the world to me. I am 
very lucky to be able to say I know people all around the world. 
I have the chance to learn about different cultures and countries, 
to travel and see places I never dreamed of.”
  As a member of the Events Committee for the 2016 Annual 
Meeting in San Diego, Mannozzi wants to help make the events 
special and to find a way to combine business and networking. 
“It also gives me the chance to have a better look into the back-
end work of how a conference is organized and how much effort 
goes into such a big event,” he says.

2012
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IAM-YP Communications Committee
Elad Gur-Arie (Chair)
Jane Carole Bunting
Pranadhi Koradia
Marco Rhigetti
Ashley Saunders
Ben Scheiner (see page 33)

Elad Gur-Arie, who chairs the IAM-
YP Communications Committee, was 
born and raised in Israel. Following 
his mandatory army service, he joined 
a moving company 11 years ago as a 
customer service representative. He is 
now a licensed freight forwarder and li-
censed customs broker and manages the 
household goods division at Transclal 
Fine Arts Ltd.
  He considers working in the mov-
ing and forwarding industry a “free university” and enjoys han-
dling a shipment to a new destination he’s never served before. 
“You learn a bit of everything as you pack, load, ship, clear and 
deliver,” he says. “Working in our industry is a Bill of Lading to 
a nice destination—a place with friends and colleagues world-
wide, to share not only your work but your friendship as well. 
We might be a big industry, but we are also a big family!”
  One of Gur-Arie’s primary roles, he adds, is to serve as a 
conduit for other IAM-YP members. “When colleagues who 
seek a channel to express their opinions and want to make sure it 
reaches the right person,” he says, “I am a means to do that.”

  Like other YPs, Mannozzi is a fan of social media. “Every-
thing in the moving industry is so dynamic,” he explains. “We 
YPs can not only learn a lot from industry veterans, but we can 
share our experience as well—for example, to show the impor-
tance of social media and how to make it work for us. Ideas the 
YPs have are vital to the future of our industry, and our fresh 
approach has an important impact. We are a very dynamic, 
motivated and driven group. We help each other, work together 
on various projects, and look forward to being a part of this 
international family.”

Nishant Shah has spent two years in the moving industry at 
LAC Relocations, and came well prepared to launch his 
career. He holds a B.S. in management studies and an MSc in 
supply chain and logistics management, 
having undertaken those studies to 
help him better understand the moving 
industry and see it from a different per-
spective. “With the exposure in manag-
ing multinational clients professionally, 
along with a strongly committed team, 
I am really looking forward to utilizing 
all my experience and qualifications in 
the industry to support my company,” 
he says.
  LAC Relocations, founded in 1990, stands on the founda-
tion of Laxmidas and Company, a family-owned customs clear-
ance business established in 1944. It was created, says Shah, to 
provide relocation services to international clients and is now 
headed by the founder’s third generation.
  Shah is enthusiastic about his work, and says, “My favorite 
aspect of working in this industry is rolling in euphoria after 
serving my clients and delivering their personal belongings 
safely and on time.”
  He believes that the founding of young professionals 
groups, including IAM-YP, “is one of the best ideas adopted 
in this industry. It helps young movers like me to explore this 
field with the hope of finding success. Groups like this help 
revolutionize the moving industry by adopting new and different 
techniques of facing old and tedious problems.
  “From my experience in the IAM-YP Events Committee, I 
hope to form ever-lasting friendships with my fellow committee 
members while putting on an amazing show for our fellow IAM 
members.”

GLS KOREA 10TH ANNIVERSARY

WELCOME TO RELIABLE PARTNER IN AISA

Join the global mover at 
www.glskorea.com

Tel: +82 2 722 5577 / Fax: +82 2 722 5578 / Email: info@glskorea.com

International moving

Air & ocean freight

Commercial cargo

Delivery services

Storage service

Since Apr. 20th 2004, We have served our customers with top safety   
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Jane Carole Bunting, now in her sixth year with Total Mili-
tary Management (TMM), works closely with partners, 
government officials, and the reloca-
tion community. Founded in 2003, 
TMM handles more military household 
goods moves than any other single 
entity. Bunting creates newsletters and 
reports, composing correspondence and 
visiting in person with various stake-
holders as part of her role in customer 
relations and development. 
  Placing a strong personal value on 
education and growth, Bunting—who 
already holds an MBA degree—is 
pursuing an additional master’s degree in mass communication. 
Her focus on this area will serve her well as she works with the 
IAM-YP Communications Committee.
  “The most rewarding aspect of working in the relocation 
and logistics industry for me has been the relationships built with 
members of the community,” she says. “The relationships among 
young professionals that are fostered and strengthened through 
groups like IAM-YP are key to the future of the industry as these 
will be the leaders of tomorrow. A strong foundation and sense 
of community will help ensure collaboration, a sense of owner-
ship and the success of the entire group.”

Pranadhi Koradia grew up in the suburbs of Detroit, Michigan. 
Following her graduation from university, where she studied 

economics, business psychology and 
international studies, she joined the 
family freight-forwarding business, 
Transphere Inc. 
  Koradia pursues a broad range of 
interests, including dance and yoga, as 
she also works full time to expand the 
company. “My first big milestone was 
passing the Customs Broker Exam early 
last year,” she says.
  Transphere Inc. was founded as 
a freight forwarding company in 1987, and later expanded to 
become an NVOCC as well. The company soon will become a 
customs house brokerage with a customs-bonded warehouse.
  “My favorite aspect of working in this industry,” says Ko-
radia, “is the vast network that it opens up to those working in 
the field. You can be sitting in one chair and still feel as though 
you have access to the whole world. In addition, I am fascinated 
by the way the trade and movement of goods have historically 
been accompanied by the exchange of information. It is a direct 
transfer of ideas, culture and information between people from 
around the world, and it gives me the opportunity to constantly 
learn about people, space and events occurring globally.”
  Koradia hopes that serving on the Communications Com-
mittee will allow her to hear from and speak with more members 
in IAM-YP and form lasting relationships with others interested 
in international logistics. “Through my role,” she says, “I hope 
to be an effective liaison that can tap into the knowledge and 
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talents of all our members and be able to effectively distribute 
information that is pertinent to all of us. Also, I love working 
with the people on this team, so if all else fails, at least we can 
have an excuse to talk to each other!”
  She believes that the introduction of youth to professional 
groups can only produce more enthusiasm and energy within 
an organization. “The vitality, imagination and excitement that 
youth contribute can specifically be seen through the growth of 
the IAM-YP. It provides opportunities to interact with industry 
leaders as well as a platform to exchange ideas, giving youth the 
chance to learn and grow with others who are in the same ‘boat.’ 
With the power of numbers, knowledge and our geographical 
presence, I think IAM-YP has a lot of potential and is just get-
ting started.”

Marco Righetti, born and raised in 
Rome, says he has been “playing 
around in the warehouse premises ever 
since I have memories, and I never 
thought of doing anything else but 
being a mover, just like my father and 
grandfather.”
  In his 15 years of full-time em-
ployment at 1877 Stein S.r.l., he has 
gained experience in every aspect of 
the company, from working in the field 
with the crews, to supervising, surveying, quoting, accounting 
and managing. “I’m not sure yet what I’m best at,” he adds. “I’m 
fascinated by what this industry can still teach me, and definitely 
looking forward to what the future has in store for me.” 
  The company was founded in 1877 by Carl Stein as one of 
the first removals firms in Rome. “The company has always been 

run with the passion and attention that only family-run busi-
nesses can deploy,” says Righetti. In the early 1920s, Marco’s 
grandfather, Aldo Righetti, began working there as an accoun-
tant, slowly growing his skills until Stein’s widow appointed him 
general manager. He later took over the company.
  Arnaldo Righetti joined Stein in 1964, succeeding his father 
in 1986 and implementing all the innovations that were available 
at the time, such as the first PCs and telex machines. In 2004, the 
company was transformed from a privately owned to a limited 
entity, in order to keep pace with the economic transitions of the 
times. Marco Righetti, the third generation to work at Stein, is 
the company’s CEO.

Ashley Saunders is sales supervisor 
for Atlas World Group Interna-
tional, where she has worked since 
launching her industry career four years 
ago. “My focus,” she says, “is interact-
ing directly with customers to develop 
Internet sales as well as business de-
velopment and pricing for our overseas 
partners.” Atlas has a network of more 
than 500 agents throughout the United 
States and overseas partners that offer 
global moving services to its customers.
  “The people I have worked with globally, whether a cus-
tomer moving halfway around the world or the overseas partners 
who make that move possible, are my favorite aspect of the 
moving industry,” says Sanders. “It is the relationships that are 
built in the process that make every day different and exciting.”
  She hopes to help get the next generation more involved in 
IAM and the moving industry as a whole through her work on 
the IAM-YP Communications Committee. “Young professional 
groups, like IAM-YP, are important to the future of the mov-
ing industry, because young professionals are the future,” she 
explains. “Although we may be at different points in our careers, 
IAM-YP gives us the opportunity to network with other young 
and ambitious individuals to create the next generation of leaders 
in the moving industry.”

Become a part of this dynamic 
organization and help it grow! 
To learn more about us, visit 
www.iam-yp.org

The international brand name of
MØBELTRANSPORT DANMARK

Immigration       Destination Service       Moving       Furniture Rental       Expense Management       Global Mobility

Denmark
rates.dk@aspiremobility.com

Sweden
rates.se@aspiremobility.com www.aspiremobility.com
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The Board of Directors of the Alan F. Wohlstetter Scholarship Fund urges you to consider a contribution or donation to the Scholarship 
Fund as part of your year-end tax strategy or as you formulate your company budget. Please advise your employees that scholarships 
are available to qualified candidates of any IAM company worldwide. For further information, visit www.IAMovers.org > Affiliate Groups. 
Deadline for applications: May 1.

SCHOLASTIC ASSISTANCE
PROGRAM CONTRIBUTORS

Platinum ($5,000 or more)
AARE Logistics, LLC

(in memory of 
Ken Garrison and Chuck Fuller)
Deseret Forwarding International

Dewitt Companies
(in memory of Richard Dewitt)
National Forwarding Co., Inc.

Orlando World Centre

Gold ($2,500–$4,999)
Cartwright International 

Van Lines, Inc.
*Crown Worldwide Holdings

(in memory of Jim Thompson Sr.)
Crystal Forwarding, Inc.

*Daycos, Inc.
Paxton International
Republic Moving and 

Storage Company
Roiatti Srl, Italy
(in memory of 

Alessio Prosdocimo)
Royal Hawaiian Movers, Inc.
Tri Star Freight Systens, Inc.

Silver ($1,000–$2,499)
Approved Forwarders, Inc.

(in memory of Richard Dewitt)

Atlas World Group
Classic Forwarding, Inc.
Coleman World Group

Customs Movers Services
Executive Moving Systems Inc.

Executive Relocation International, Inc.
Foremost Forwarders, Inc.

Gateways International, Inc.
Gridiron Forwarding Co., Inc.

Jet Forwarding, Inc.
(in memory of George Pasha III)
Pac Global Insurance Brokerage

Security International
Southwest Port Services, Inc.

Stevens Forwarders, Inc.
The Pasha Group

Trans-Atlantic American 
Flag Liners Operators

True North Relocation, LLC
Victory Van International

Westpac International, Inc.

Bronze ($500–$999)
Affiliated Transportation Systems, Inc.

Terry R. Head
"B" Transfer, Inc.

(in memory of George W. Pasha III)
R.D. Simmons & Associates, Inc.

Richard and Judith Curry
(in memory of Cal Stein)

Royal Alaskan Movers, LLC
(in memory of Richard Dewitt)

In Kind or Other
A&W Transportation Services, Inc.

Ace Relocation Systems
Alliance Relocation Services

Anonymous
California Multimodal LLC
Canal Movers & Logistics

Claims Adjustment Technology, LLC
Customs Clearance International, Inc.

Darwish Logistics
De La Fuente International Movers

Econocaribe
Euro-Asia-US International 

Services, Inc.
Graebel Movers International, Inc.

M.I.D. Moving & Storage, Inc.
Suddath Government Services

Suddath International
True North Relocation, LLC
Twin Oaks Moving Co., Inc.

*Denotes contributions made since the previous issue of The Portal was published.

Alan F. Wohlstetter Scholarship Fund
5904 Richmond Highway, Suite 404 • Alexandria, VA 22303 • Phone: (703) 317-9950  • Fax: (703) 317-9960

The Alan F. Wohlstetter Scholarship Fund is the cornerstone of the IAM Scholastic Assistance Program, which is aimed at promoting and 
supporting individuals in higher education related to the areas of transportation and logistics. Donations (by major annual giving levels) to 
the Fund received during the last 12 months are as follows:





Become a Protégé: Improve your skills and 
competency, and learn new strategies and 
techniques that are relevant to growth in your 
area of interest.

Become a Mentor: Share your particular learning, 
experience and perspective on the industry to help 
others expand their knowledge and reach their 
professional goals.      

Mentor Match is an online networking and  
career development tool aimed at 

helping employees of all ages and at all levels  
grow professionally through mentoring  
relationships with other IAM members.

Visit the IAM Social Café for more information
socialcafe.iamovers.org/aboutmentormatch

(For a Social Café login, email membership@iamovers.org)

Special Features of the IAM Mentor Match 

• Create a unique profile online detailing 
professional skills or expertise you could 
share as a mentor or benefit from as a 
protégé.

• Choose preferences such language, 
geographical region, and how you’d like to 
connect – online, email, phone, or in person.

• Search the database to find mentors or 
protégés that most closely match your 
criteria.

• Participate with others in discussion forums 
on mentoring topics, and find helpful 
mentoring resources online.

• Help improve the program by providing 
confidential feedback through a Mentor 
Match survey.
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It’s a Match!

Editor’s note: IAM’s Mentor Match program, launched during the 52nd Annual Meeting in Orlando last fall, is drawing interest and 
support from Association members who are signing up as mentors and protégés. In this issue, The Portal profiles individuals who have 
established mentor–protégé relationships. For more information on the program, refer to the ad on the facing page.

The Protégé: 
Luis Duarte 

Luis Duarte joined Global Inter-
national Relocation in Lisbon, 

Portugal, in 2009 as its only salesman. 
“At the time,” he says, “it was a very 
young company that opened just a 
few months before my arrival. I began 
learning about the industry and indeed 
it was, as someone told me, like a bug 
that when it stings you, you can no 
longer go back.”
  He devoted much effort to help 
grow the business, sometimes missing 
classes (although he did complete his 
studies). “I went after the clients, got the blessing of getting the 
trust of some accounts, and still work with them today.” 
  Ever since then, he says, he has been fascinated by “the in-
teraction with so many different people from all over the world. 
We see how so many cultures act and behave, so we can learn 
from them. It also inspires us to go to other places, study them, 
visit and get more in-depth understanding of different cultures.
  “Six years have passed by so fast,” he adds, “and I grew 
a lot. This company that started from zero is today the number 
one company in Portugal. This is a great accomplishment, pos-
sible only through the support of the whole team, continuing to 
remember what is truly important: the people—clients, suppliers 
and most of all the employees who make it a great pleasure to 
come to work every day. It’s amazing to see people developing 
their skills and understand that everyone has great potential to do 
marvelous things. This mix of people and backgrounds helps me 
to see how I can improve myself and be of help to others.”
  Duarte, now Global’s sales manager, is a husband and father 
of two whose interests include farming and dancing, and who 
places a high value on learning as an ongoing process. He appre-
ciates that the Mentor Match program has aligned him with an 
experienced professional who “is a person just like I am. He got 
his knowledge from study and lots of work. We live in different 
countries but can still relate in many things. That’s what makes it 
fun—to learn from shared experiences and desires.
 “We must be elevated in order to reach and elevate others,” 
he adds. “This is what I look for in this experience: to learn from 
Matt what I need to achieve my personal and professional goals. 
Perhaps my experience will also help Matt. Nevertheless, for me 
the most important thing is that we are developing more than a 
mentorship—we are developing a friendship.
  “The future depends on shared knowledge and experience. 
I think these programs can promote and develop the industry. 
The more one knows, the more one shares,” Duarte adds. “It’s 
essential that this program works and continues.”

The Mentor:
Matthieu Odijk

Matthieu Odijk’s career has had 
an unlikely trajectory. He held 

several positions, most memorably 
restaurant chef and senior operations 
coordinator at a Maersk subsidiary. But 
then, in 2006, he was hired at Nether-
lands-based Voerman International, and 
he says that since his first day at the 
company, “The moving virus grabbed 
me and has never let me go.” 
  Serving as international manager at 
Voerman gave him “the opportunity to 
be on top of every move and to have a 
great overview of what is going on in the market.”
  Recently, Odijk was named general manager of Copenha-
gen-based Aspire Mobility Group, overseeing the Group’s 
moving activities. 
  His passion to ensure professionalism in the industry has 
inspired Odijk—a graduate of the FIDI Academy—to sign on 
as a mentor in IAM’s Mentor Match program. “Over the years I 
have gained much leadership experience and I truly believe it is 
the duty of our industry’s senior and key people to educate our 
youngsters,” he explains. “I believe that sharing experience and 
knowledge is something that will benefit all, and is the basis for 
a stable future in the moving industry.”
  From Odijk’s perspective, working in the industry is 
enriched daily by interactions with the people being served. 
“Whether we are dealing with the expat, the agent, or the lo-
cal HR managers,” he says, “communication is what makes it 
worthwhile. We are all working in a service industry, and our 
expertise and ability to communicate make the difference for 
all parties involved. It’s dealing with the people and relieving 
them of stress, helping them go through one of the most stressful 
events of their lives.”
  He also believes that being a mentor, imparting knowledge 
and providing aid, will benefit himself as much as his protégé. 
“I believe that you actually learn just as much,” he says. “One of 
the things that always surprises me is that those being mentored 
act as a mirror of myself. They are blunt, honest, and direct in 
their findings, and for me that is very refreshing.”
  Through the program, Odijk also hopes to broaden his 
network and help other YPs to achieve professional and personal 
growth. He believes that a bit of “cross-cultural” relationships 
with professionals in other industries could be mutually benefi-
cial. “Coming from a logistics background,” he adds, “I know 
movers every now and then try to overcomplicate things. Talking 
to a logistics expert could be very helpful then.”
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Is an expert at the various aspects of packaging 
design, creation, delivery, storage and 

management, and uniquely skilled in making 
those components part of a comprehensive 

program that saves our customers money and 
delivers superior service.

Driver Pick Up Program
Your over the road drivers can purchase ALL the 
packaging supplies and van equipment required 
from one stop.  Can be invoiced back to home 
office.  Saving you time and money!

Benefits:
No need for fumigation, kiln drying or 
certification
Half the weight of wood yet equally strong
Easy one-person assembly
Easy storage - 5 CORRcrates occupy the 
same space as one wood lift van
Totally waterproof (when component 
shroud is used)
100% recyclable corrugated product
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To find the sales representative near you call:

888.261.1268

or visit our website at

www.victorypackaging.com

VICTORY
PACKAGING

Mover Blankets
Ladders
Hand Trucks
Piano Boards
Logistic Straps
Dollies
Walkboards

Plasma TV Carton
Military Spec Contain-
ers
International Packag-
ing Supplies

Provides an innovative solution for 
the moving and forwarding industry 
with emphasis on sustainability and                     
environmental awareness.

CORRCRate
Knockdown Dimensions:
89.5” x 47” x 17” (L x W x H)
(PALLET INSIDE)
Container Shipping (Tare) Weight:
Approximately 175 lbs.
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MILITARY/GOVERNMENT UPDATE

Since 1999, the International 
Shippers Association (ISA) has 

provided international shippers and 
forwarders of Commercial and US 

Military and Government household 
goods, unaccompanied baggage, 

and general commodities the lowest 
comparative shipping rates (FCL & 
LCL) and best service throughout 
the world by establishing volume 
discounts with preferred vendors.

ISA | 5904 Richmond Highway, Suite 404, Alexandria, VA  22303 | tel 703-317-9950 | www.IAMovers.org

Preferred Vendors

USA Outbound Commercial HHG: 
FCL & LCL

Mallory Alexander
International Logistics
+1 (502) 327-7776 
www.mallorygroup.com 
Contact: Theresa Walker
theresaw@mallorygroup.com

Direct Container Line /  
Vanguard Logistics
+1 (847) 238-5029
www.dcl-global.com
Contact: Steven Leff
stevenleff@theleffgroup.com 
(502) 468-2575 

S.E.A. Corp.
+1 (704) 732-6063
www.seacorpnc.com
Contact: Sheena Kiser
rates@seacorpnc.com
bookings@seacorpnc.com

For U.S. Military HHG to/from  
from the UK and North Europe

North Atlantic Services
+32 (0)3 360 78 21 
www.nas.gosselingroup.eu
Contact: Patrick Vercauteren
patrickv@north-atlantic-services.com

Pasha International
+1 (415) 927-6439 
www.pashagroup.com
Contact: Mike Connolly
Mike_Connolly@Pashanet.com

For U.S. Military or Government 
HHGs Port to Port to/from Pacific Rim

SEACO Shipping SA
Contact: Patrick Vercauteren 
Patrickv@north-atlantic-services.com
Contact: Mike Connolly
Mike_Connolly@pashanet.com

Members: When contacting vendors 
please identify yourself as an ISA member 

to receive preferred rates.
ISA Members are eligible to earn an annual patronage dividend.

For information or to join ISA, go to www.IAMovers.org,  click on Affiliate Groups 

Early Peak Season Observations

By Charles L. White, Senior Vice President, IAM

The 2015 Peak Season for the Defense Personal Property Pro-
gram (DP3) could be one of the most interesting and chal-

lenging in recent memory. A number of very dynamic and fluid 
variables stand to make this summer very different from what 
the Department of Defense (DoD) and the industry has become 
used to the last few years.
• For the first time in four years, the Surface Deployment and 

Distribution Command (SDDC) has chosen not to allow 
shipment refusals during the Peak Season. Transportation 
Service Providers (TSP) have two choices: Either they can 
accept every shipment that is awarded to them or they can 
use the “blackout” capability built into the Defense Personal 
Property System (DPS) to control their shipment awards. It 
is unclear at this point what effect this variable will have on 
the capacity available to move DoD personnel as we move 
into the heart of the Peak Season.

• TSPs have been told to use blackouts to control the vol-
ume of traffic they will move for the DoD. The blackout 
functionality has been enhanced in recent years to offer 
more granularity to control that flow. A three-digit ZIP code 
(“ZIP-3”) blackout capability was added to allow TSPs to 
better pinpoint where they position their blackouts. How-

ever, the ZIP-3 functionality is available only in U.S. origin 
locations. It is not available to help control the traffic at 
destination, and no such functionality exists overseas. This 
is another reason to question how the lack of refusals will 
affect capacity.

• After booking less than 2 percent of U.S. domestic traffic 
via Code 2 domestic containerized shipments, SDDC and 
the military services made a last-minute decision to award 
more Code 2 traffic in 2015. Their goal is to book as much 
as 10 percent of the domestic traffic via Code 2 in order to 
help free up more domestic van capacity later in the midst 
of the Peak Season. In theory this may be a good idea, but in 
recent years the industry has adapted to the flexibility they 
have with Domestic Code D service. Code D allows TSPs 
to move traffic via traditional van service or gives them the 
ability to containerize shipments. With Code D, TSPs can 
use the method that best fits the needs of both customer and 
carrier. It is unclear whether the use of Code 2 will facilitate 
finding greater capacity this Peak Season.

• We may someday look back on this year as the year that 
commercial traffic truly rebounded. Reports indicate that 
both U.S. national account and C.O.D. volumes are up 



44 May/June 2015 • THE PORTAL IAM: Moving Forward Together

significantly. If this is indeed the case, it is unclear how sub-
stantially this will affect the capacity that carriers commit to 
DoD. TSPs can black out the DoD business so as to not risk 
overextending themselves in that market and can then divert 
resources to the other markets. The rise in the commercial 
arena gives carriers choices.

• Rates are a critical factor. The laws of supply and demand 
will direct the supply to where the rates (demand) are high-
est. Where is that? This remains an unanswered question 
at this point. But rates are not the only variables that push 
capacity in one direction or another. The lack of refusals 
and the use of blackouts, as previously indicated, are key 
factors, but so are issues like ease of base access, driver 
hours of service (HOS) requirements, claims ratios, liftvan 
availability, and other variables. Capacity will migrate to the 
path of least resistance.

• As of mid-May DoD volumes remain on par with the aver-
ages of the last three years. With DoD volumes remaining 
steady, commercial markets on the increase and the inability 
of TSPs to refuse DoD shipment awards, will these factors 
affect the capacity that carriers commit to the DoD market?

 How all of these factors will play out and determine whether 
the 2015 Peak Season ultimately is viewed as a success or failure 
is anyone’s guess at this point. But it appears a storm may be 
coming. All signs point to the number of blackouts continuing 
to increase. DoD has not budged on allowing shipment refusals 

for 2015. The commercial arena is robust. DoD is in a fight for 
capacity and it is very unclear whether they can win that battle.
 It will be very interesting to look back on the summer 
of 2015 to see how all these variables actually play out. Will 
SDDC’s decision to no longer allow refusals prove to be a smart 
one? Or will it lead them down a path that will make them have 
to adjust on the fly to find alternative ways to get their personnel 
moved?

Specializing in the U.S. and Caribbean

We respect your privacy and relationships with your customers

• LTL Consolidated service
• Certified by the US Department of Defense and the GSA

Among many of our services  
we provide: Heavy Machinery,  
Specialized Crating, Rigging, 
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• Customs clearance      
• Documentation      
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• Ocean freight      
• Destination service      
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Complete Origin and Destination ServicesComplete Origin and Destination Services
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(800) 4LA-ROSA
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Web: www.cargochannels.com
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TECHNOTES

Barcode Scanning Options

By Max Kreynin, Voxme Software Inc.

Ever since barcode labels and even 
tabs became popular, the industry has 

tried mightily to find a true and practical 
solution for inventory scanning both in 
the warehouse and onsite. It started in 
the warehouse, with the simple tethered 
and then cordless scanners connected to 
a PC. Well, that didn’t work out too well 
as it took two persons to operate—one 
with the scanner and another one looking 
at the computer screen. Then came the 
Symbol (Motorola), Intermec and Honey-
well scanners and their heavy price tag on 
top of first Palm and then Windows Mo-
bile operating systems. The costs and the 
lack of Angry Birds killed the adoption of 
this technology pretty quickly. 
  The new wave of Android and iOS 
devices breathed new life into scanning. 
After all, went the general thinking, if 
one can scan QR codes with the phone 
camera, one can do the same with boxes 
and not worry about the cost of a scan-
ner unit. Right? Well, almost. When 
you scan a QR code, you have time and 
patience. When a mover scans a barcode 
and it doesn’t scan in less than a second, 
the inventory goes unscanned and the 
device is in danger of being smashed or 
whipped off the wall. So speed of scan-
ning becomes the key factor. As usual, 

you have two choices: Use free tools or 
pay for performance. iOS (iPhone and 
iPad) come with a fairly decent embed-
ded barcode scanning. The Android one 
(called zxing) is truly horrible and isn’t 
worth considering even for a second. 
  There are numerous commercial 
packages, but the best one is Scandit, 
which works equally well on both iOS 
and Android. The biggest differentia-
tor between a package like Scandit and 
the free software is the speed of barcode 
recognition—Scandit doesn’t even wait 
for the camera to focus on a barcode! The 
good thing about camera scanning is that 
it forces the user to look at the screen and 
see the results of the scan. The downsides 
are numerous, unfortunately. Camera 
scanning is sensitive to lighting condi-
tions; the reading range is no more than 
a foot; and it takes time for any device to 
launch the camera, find the barcode and 
then let the software decode it (figure 1). 
We couldn’t do it in less than three sec-
onds in any of our tests using top-of-the-
line hardware and software. The bottom 
line is painfully obvious: This technique 
works for low-volume scanning or when 
scanning isn’t time sensitive. Licensing 
third-party barcode scanning software 
may turn out to be prohibitively expen-

sive, depending on the projected number 
of devices you want to deploy. 
  A viable alternative is device-
specific hardware scanners that work 
with standard Apple or Android devices. 
If you are looking for fitted, ruggedized 
scanners for iPod, iPhone or iPad, then 
LineaPro is the best choice available. 
Your inventory and scanning software 
would have to be tightly integrated with 
LineaPro SDK, but the end result is as 
close to the traditional one-piece, rugged 
laser barcode scanner as one can get 
(figure 2). The upside is that you end up 
with an Apple-based scanner that users 
will have no problem operating. You’re 
looking at a $700 price tag per scanner, 
plus accessories like charging cradles and 
a pistol grip. There are device-specific 
scanners on the market that are designed 
to work with specific Android devices, 

Figure 1
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but it doesn’t make any economic sense due to the very short 
lifetime of Android devices—they tend to become obsolete 
within a year and get replaced by the next version in a different 
shape that won’t fit the scanner.
  And what about generic snap-on scanners that would work 
with any Android or Apple device? There are a number of op-
tions out there, but the best of the bunch is Saveo. It doesn’t 
require any software installation to configure and integrate with, 
as it is based on the old-school virtual scan wedge (meaning it 
will pass the decoded barcode into the field in focus). The device 
is built as pistol grip with an embedded good range scanner that 
offers both USB and Bluetooth connectivity; most important, it 
comes with a three-foot vertical drop warranty. It has universal, 
adjustable holders for phones and tablets, so as long as one puts 
the device itself into the case or uses an impact-proof device, one 
ends up with a pretty sturdy setup. The irony is that the cheaper 
the device, the sturdier it is! The living proof of it is Moto G. 
The scanner itself comes with a modest price tag—$382 for a 1D 
barcode scanner and $604 for a 2D one. The scanning speed is 
up to 300 reads per second with a reasonably long reading range. 
Like LineaPro, it works in complete darkness. Overall, it’s an 
excellent choice as a dedicated scanner or a snap-on device to 
convert a phone or a tablet into a high-performance scanner 
(figure 3).
  I have intentionally omitted Android-based rugged scanners 
devices by Motorola and Honeywell. They tend to run on 
obsolete versions of Android and offer no additional value for 
their hefty price.

Figure 3
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Being Windows 10-Ready: What it Means for Businesses

By Maia Marchionatto, MoveWare North America

Internet-based communication technology has evolved signifi-
cantly in the last three decades. Two generations ago the con-

cept of instant communication was nonexistent. Online networks 
have changed all of that. Today, thanks to the Internet, we can 
be in immediate touch via visual, spoken or written means with 
many users. 
  Over the past 60 years, all of Microsoft’s digital devices, 
as well as its flagship software, Microsoft Windows, have had 
a major influence on the evolution of modern communication. 
Since 1995, a new world of possibilities and ways to communi-
cate has opened up.
  The moving industry, which engages in constant interaction 
among agents worldwide, benefits greatly from technological 
advancements. Businesses in any competitive industry that fail 
to keep up with the latest tools available may quickly fall behind.
  The upcoming release of Windows 10 marks a significant 
milestone in the world of technology, and while many businesses 
have yet to begin the implementation process, Ontario-based 
MoveWare (www.moveconnect.com) has announced that its 
software is Windows 10-ready. 
  Why should the moving industry care about this forthcom-
ing release? How does it affect you? To answer that, let us take a 
closer look at some of the new features available in Windows 10.
  When it comes to business practices, particularly those 
that are based on endless communication, one cannot deny the 

advantages that a system like Microsoft Windows offers its us-
ers. Take Outlook, for example. Although primarily known as 
an e-mail application, it can do far more. How many tasks and 
appointments must a move manager keep track of in one day? A 
simple, user-friendly way to manage a packed schedule is to use 
Outlook’s calendar and notification features, both of which have 
seen significant improvement since Windows 8. MoveWare us-
ers, who makes extensive use of the Outlook application in order 
to keep themselves updated on every step of the moving process, 
will particularly enjoy the newly revamped look and feel of this 
great management tool. 
  Another well-designed Windows 10 tool that is sure to 
increase efficiency and performance for all moving industry 
professionals is the Action Center Notifications feature. This is 
truly one of the coolest features of modern operating systems, 
including pop-up reminders and now the ability to store notifica-
tions for later review. Often in an environment as demanding and 
fast-paced as is the moving industry, one can feel overwhelmed 
trying to stay on top of every task required to meet and exceed 
expectations. A nifty little gadget like this one can truly make 
our lives much easier by relieving some of the pressure to re-
member every single daily task.
  All in all, it is an exciting time for the world of technol-
ogy and for everyone who knows how to take advantage of the 
progressive tools of the modern era.
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PORTAL TO ASIA

Overview of 2015 Regional Market 

By Rob Faraone, IAM Regional Relations Liaison—Asia

The international news regularly reminds us of high expec-
tations for India and the outlook for China to replace the 

United States as the world’s largest economy. Obama proclaimed 
the U.S. “pivot to Asia.” Russia is busy building Asian relation-
ships, and China has signaled strong acceptance of the Asian 
Infrastructure Investment Bank (AIIB) as an alternative to World 
Bank and International Monetary Fund (IMF). The next five 
years should bring more growth in Asia.
  A major player in the Asian region is ASEAN (Association 
of Southeast Asian Nations), comprising 10 member countries 
that have experienced two decades of substantial (6 percent or 
more) growth in Gross Domestic Product (GDP). Long focused 
on mutual defense, ASEAN’s more ambitious plans include 
economic cooperation. 
  ASEAN is a diverse group to be sure. Singapore’s per capita 
income is 30 times that of Laos and 50 times that of Cambodia. 
There is a wide range of political systems, language and cultures, 
but for 50 years the group has held together. From a commercial 
perspective, ASEAN countries collectively represent the third 
most populous “country” and eighth largest economy globally. 
No wonder this region has substantial FDI (foreign direct invest-
ment) from North America, Europe and from within ASEAN 
itself. Moves generally follow FDI and more changes are 
looming in the next five years. Most of the major multinational 
corporations and many of the small and medium-sized enterpris-
es (SMEs) are in ASEAN and are increasing their footprint or 
targeting ASEAN for investment. Five of the ASEAN countries 

are among the top 50 most IT (information technology) connect-
ed nations. In 2006, ASEAN was home to 49 of the Forbes 2000 
companies, and by 2013 that figure had grown to 74. It contains 
227 of the US$1 billion revenue companies. Companies of that 
size have human resources functions and therefore engage in 
international moves. 
  The corporate world can and will see growth into and out 
of ASEAN between now and 2020. McKinsey, in its November 
report 2014 Southeast Asia at Crossroads, cites ASEAN’s unique 
opportunities, which derive from three megatrends: 
• By forming an economic community like the European 

Union, ASEAN’s 600 million population is a player in the 
global market.

• Riding the urbanization wave, up to 90 million people will 
be moving to the cities, and this will give critical mass to 
development.

• Disruptive technologies such as mobile Internet, big data, 
and cloud technology pose unique opportunities for ASE-
AN. (Editor’s note: A “disruptive” innovation is one that 
helps create a new market and value network, and eventu-
ally disrupts an existing market and value network over a 
few years or decades, displacing an earlier technology. “Big 
data” refers to a massive volume of both structured and un-
structured data that is so large it’s difficult to process using 
traditional database and software techniques.)

  Some of the countries are net household goods importers be-
cause they are less developed and moving toward development. 

RISE OF THE ASEAN CONSUMER

 Population Middle-income group Middle-income
 (in millions) (% of population) population (in millions)

Economies 2010 2015 2020 2010 2015 2020 2010 2015 2020

Brunei	 0.4	 0.4	 0.5	 98	 99	 100	 0.4	 0.4	 0.5
Cambodia	 14	 15	 16	 9	 15	 21	 1	 2	 3
Indonesia	 240	 252	 263	 21	 26	 30	 50	 64	 79
Laos 6 7 7 11 17 23 1 1 2
Malaysia 28 31 33 40 42 45 11 13 15
Myanmar	 52	 56	 59	 9	 12	 15	 5	 7	 9
Philippines	 93	 101	 110	 34	 37	 40	 32	 37	 43
Singapore	 5	 5	 6	 98	 99	 100	 5	 5	 6
Thailand	 69	 71	 72	 45	 47	 49	 31	 33	 35
Vietnam	 88	 92	 96	 21	 28	 36	 18	 26	 34
ASEAN	10	 596	 631	 661	 26	 30	 34	 154	 190	 227
Asia	 3,344	 3,491	 3,619	 26	 31	 37	 850	 1,082	 1,325
World	 6,515	 6,871	 7,210	 28	 29	 30	 1,844	 2,010	 2,177

Sources: OECD, BCG, ANZ Research
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Others are progressing but expanding or diversifying. A few are 
already developed and are active commercial hubs. 
  There are challenges for ASEAN, including a need for infra-
structure, housing, education and more transparent government. 
  As an active member of American Chamber of Commerce 
in Singapore (AmCham) I have received a copy of the 2015 
ASEAN Business Outlook Survey, produced by AmCham Singa-
pore and the U.S. Chamber of Commerce. The study is based on 
detailed input from 588 U.S. corporate executives, the majority 
of whom had responsibility for more than one country and half 
of whom had a minimum of 20 years’ experience in the region. 
Presumably many of their insights and conclusions would be 
similar to those offered by executives from other companies and 
nationalities. 
  The study suggests optimism among respondents about 
2015 in terms of investment, profits and revenue growth, and 
respondents expect this trend for the next five years. Some 58 
percent said ASEAN markets are more important now in their 
global strategy, and this is due to economic recovery in this 
region, the limited growth in other regions and improving infra-
structure in ASEAN. Indonesia, Vietnam, Myanmar and Ma-
laysia were singled out for increased investment. There are also 
signs of some diversification out of China as its costs rise, and 
into places such as Vietnam, Thailand, and Philippines, where 
costs are lower. Interest was lowest in this study for Brunei and 
Laos. 
  The moving industry is closely tied to expat moves, which 
often closely follow FDI. Almost half the respondents (remem-
ber, they are American executives) indicate that U.S. taxation 

continues to result in their hiring fewer Americans. This could 
mean more opportunities for other nationalities moving from 
Europe, the UK and Australia/New Zealand. Ironically, more 
than 90 percent also report their expats are satisfied with their 
assignments and 80 percent of them attempt to extend their time 
in ASEAN. The least popular domicile is Brunei but almost 70 
percent were satisfied living there. 
  One limiting factor on expat satisfaction is the availability 
of international schools; a third of respondents expect continued 
problems securing space for dependent children. According to a 
2013 global livable cities index, Singapore ranked third out of 
64 cities, Kuala Lumpur Malaysia ranked 32 and Bangkok 41. 
Capital cities of Indonesia, Philippines, Laos and Vietnam were 
much lower ranked. 

How does this affect movers? 
From a business development standpoint, there are ways to 
pursue the moving market into and out of these countries. Some 
keys steps: 
• Establish a good agent network in ASEAN and cooperate 

as a team to identify multinational corporations or subject 
matter experts with plans to enter or build up in ASEAN 
countries. 

• Know a bit about the best routing options to ASEAN desti-
nations. This is helpful when dealing with corporate custom-
ers or relocation firms as they book moves. 

• Connect with an appropriate Chamber of Commerce in 
the ASEAN country. For example, the AmCham has an 
online member list that tells you which U.S. corporations 
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Country Thumbnail Sketches

Country Strengths Weaknesses Opportunities Factors Influencing 
   for Movers Their Success

Brunei Security, stability Talent; small Energy industry is core Highly reliant on oil
 infrastructure, pro-U.S. population there and its pricing

Cambodia Cheap labor, pro-U.S. Corruption; weak Net import area; many Deceptive calm; China
  infrastructure; unstable NGOs and embassy moves; pulls strings there
  government; regulations growth in service sector 
       
Indonesia Most populous ASEAN Weak infrastructure; FIDI will rise and this is New president; country  
 nation regulations; talent; target for multinationals  needs massive infra-
  customs hassles to enter or expand structure development;
    has growing middle class
    
Laos Cheap labor, Talent, corruption; weak Net import area; many
 security infrastructure; regulations; NGOs; growth in service
  customs hassles; taxes sector

Malaysia Pro-U.S.; infrastructure; Corruption; rising Cheaper alternative to Islamic pressures and a
	 cheap	office	rents	 Islamization;	personal	 Singapore	for	some	 prime	minister	who	is
  security industries dealing with some scandals

Myanmar Cheap labor; personal Expensive housing; weak Infrastructure and Some U.S. sanctions remain;
 security; pro-U.S. infrastructure; talent; services needed reforms continue but
  regulations; corruption;  bumpy road through
  customs hassles  elections later this year

Philippines Pro-U.S.; cheap labor; Weak infrastructure; Existing MNC base may President is weakening but
 English language  corruption; customs expand; expect more new economy strong and could
 skills; cheap housing hassles; taxes; companies to enter be poised to become a 
	 and	office	space	 regulations	 	 major	force

Singapore	 Security,	stability;	 Cost	of	living;	office	 Remains	a	hub	for	 Is	its	economic	model	still
 infrastructure; taxes space costs; many sectors; move viable? One of the world’s
 and regulations;  expensive labor activity balanced most expensive cities with
 pro-U.S., pro-business   current labor shortages

Thailand Security; pro-U.S.; Instability of government; Resumed interest by Aged King and the
 good infrastructure; corruption; languge; MNCs; growth in effect on the population
	 cheap	office	rents	 regulations	 manufacturing	and	 when	he	passes
   service sectors

ASEAN has large disparities in economic development.

are already present, and perhaps some of them have a large 
presence in your market. Other chambers can offer the same 
information. 

• Internet and business portals or press often announce corpo-
rate expansions and ventures that signal moving activity. 

• As of this writing, the ASEAN summit is being held and 
the hot topic is ASEAN’s posture with respect to China’s 
assertiveness in the South China Sea. China claims sover-
eignty over a number of resource-rich islands that are much 
more part of some of the ASEAN member countries. It’s a 
potential hotbed for armed conflict and both sides know this. 
Some members want to use ASEAN to deal with China in 
unity; others do not. 

  China has introduced its AIIB, which arguably “competes” 
with the World Bank and IMF, in both of which the United States 
has major power. U.S. allies have joined AIIB and the result 
could be a rise in investment by both AIIB and the World Bank. 
  IAM has many good members in the ASEAN region as well 
as in the headquarters countries responsible for FDI. 
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MARITIME/OCEAN SHIPPING

The Pasha Group’s Acquisition of Horizon’s Hawaii Business 
Cleared by the DOJ

The U.S. Department of Justice has cleared The Pasha 
Group’s acquisition of the Hawaii trade-lane business of 

Horizon Lines, Inc. (Horizon). The clearance paves the way 
for an anticipated final closing before the end of the second 
quarter. The Pasha Group, one of the nation’s leading Jones Act 
shipping and integrated logistics companies, has been serving 
the Mainland/Hawaii trade lane since 2005.
 Upon closing of the sale, Pasha Hawaii, a wholly owned 
subsidiary of the family-owned global logistics company, will 
assume operations for all of Horizon’s Hawaii business, includ-
ing Horizon’s four U.S. flag container ships in the Hawaii trade 
lane. In addition to the ships, The Pasha Group will also acquire 
Horizon subsidiaries Hawaii Stevedores, Inc.; the California-
based operations of Sea-Logix, LLC, which provides trucking 
and warehousing services; and Sunrise Operations, a subsidiary 
that will include Horizon’s vessels and Hawaii-based employees. 
After closing, Pasha will partner with Jacksonville, Florida-
based Crowley Maritime Corporation to provide ship manage-
ment of the vessels and crew through Crowley subsidiary Marine 
Transport Management, Inc.

 In becoming part of Pasha, Horizon’s Hawaii business will 
operate alongside Pasha Hawaii’s existing operations, which 
include Pasha’s two Jones Act-qualified vessels, the M/V Jean 
Anne and the new M/V Marjorie C. By expanding its operations 
with Horizon’s Hawaii fleet, Pasha will be able to provide cus-
tomers with a wider offering of high quality, scheduled shipping 
and logistics services for containers, refrigerated containers, and 
a variety of roll-on/roll-off cargoes.
 The Pasha Group President and CEO George Pasha IV said 
the company plans to make significant upgrades to the Horizon 
fleet, and that environmental responsibility and stewardship will 
continue to be a major part of Pasha Hawaii’s culture and vessel 
operations. The company will stay actively involved with local 
charities and organizations in the communities it serves.

If you need a worldwide removal company with over 500 years’ 

experience contact Shore Porters on: +44 (0)1224 569 569 

Whichever part of the 
world you’re moving to, 
your clients come first.

Email: international@shoreporters.com

www.shoreporters.com
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Pasha Hawaii’s M/V Marjorie C Begins Service in the 
Mainland/Hawaii Trade Lane

 
Honolulu-based Pasha Hawaii recently announced that the 

M/V Marjorie C had arrived to begin her maiden voyage 
from the Port of San Diego, California, to Honolulu, Hawaii. 
The new Marjorie C is a combination container/roll-on/roll-off 
(ConRo) vessel that represents a total $200 million commitment 
from the company to the Jones Act trade. The ship sails under 
the name Marjorie C in honor of Pasha Hawaii’s President and 
CEO George Pasha IV’s grandmother, Marjorie Catherine Ryan.
 “After more than three and a half years of planning and con-
struction, we are pleased to unveil a ship that has been designed 
to not only accommodate the varying needs of our customers, 
but a vessel that minimizes our carbon footprint through exten-
sive fuel consumption efficiencies and other green technologies,” 
said Pasha. “With the addition of Marjorie C, we can now offer 
customers increased service and capacity between the West 
Coast and Hawaii trade lane on vessels providing superior reli-
ability and cargo protection.”
 Following Marjorie C’s first visit to San Diego, she will 
sail to Honolulu, Hawaii, her home port. In addition to being 
equipped with the latest technologies to reduce environmental 
impact, the 692-foot vessel has a 350 metric-ton ramp; has the 
capacity to carry 1,400 TEUs; can transport up to 1,100 vehicles; 
and can accommodate all sizes and types of containers and roll-
ing cargo. She also has onboard cranes, allowing Pasha Hawaii 
to call ports and handle containers without onshore gantry 
cranes.
 With its best-in-class cargo vessels and extensive shipping 
experience, Pasha Hawaii is set to establish new standards in 
shipping vehicles, trucks, boats, oversize cargo, and containers 
between the Hawaiian Islands and the West Coast.
 “Marjorie C is a magnificent Jones Act vessel that was built 
on U.S. soil by hundreds of dedicated employees at VT Halter 
Marine,” Pasha said. “It’s important we continue to support our 
economy and domestic maritime industry. Marjorie C is proof 
we have the technology, expertise and resources to build a supe-
rior ship within the U.S.”
 For Pasha Hawaii, Marjorie C represents the second ship 
built by VT Halter Marine, using a proven design by Uljanik 
Shipyard in Croatia.

 In 2005, Pasha Hawaii first entered the Hawaii market with 
the then newly built 579-foot M/V Jean Anne, the company’s 
first pure car/truck carrier. That same year, Jean Anne was 
named Ship of the Year by American Ship Review, while her 
crew and vessel operations have been recognized by the Cham-
ber of Shipping of America with awards for outstanding safety 
and environmental achievement.

 

The Marjorie C in San Diego, California

INTER GRACE MOVERS (M) SDN. BHD (480381-H)

Lot 116, Jalan Semangat, 46300 
Petaling Jaya, Selangor Darul Ehsan, Malaysia
Tel : 603-7954 4908 Fax : 603-7954 4910
E-mail : move@intergrace.com.my
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(IAM) & American Moving and Storage 
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www.intergrace.com.my
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Is the Industry Thriving, Striving or Diving? The Results Are In. 

By Brian Limperopulos, IAM Programs Director

Earlier this year, IAM launched its 
second annual State of the Moving, 

Logistics & Relocations Industry Survey. 
All IAM members were invited to share 
their insights and perspectives by answer-
ing three questions:
• How does your company measure 

success? (Respondents were asked 
to rank, in order of importance, five 
factors: Profit, A Growing Cus-
tomer Base, Customer Satisfaction, 
Employee Satisfaction, and Owner 
Satisfaction.)

• Based on your response to question 
#1, do you feel that your company 
was successful in 2014?

• What was the makeup of your 
company’s business mix in 2014? 
(Military and Government, Corpo-
rate Accounts/National Accounts, 
Private/COD)

  The 170 responses we received were 
a mixed bag, with some metrics indi-
cating positive trends and others more 
negative ones. Roughly 85 percent of 
respondents either agreed or strongly 
agreed that 2014 was a successful year. 
As an absolute number, 85 percent rep-
resents encouraging news and indicates 
that many IAM member companies are 
thriving in the current business envi-
ronment. However, in the 2013 survey, 
approximately 90 percent of respondents 
either agreed or strongly agreed that 2013 
was successful. Thus, 2014 appears to 
show a 5 percent decrease in companies 
reporting a successful year. As in 2013, 
profit and customer satisfaction were the 
primary benchmarks for 2014 by which 
most IAM members rate their success. 
But in 2014, more companies (38 per-
cent) reported that company success was 
measured primarily in terms of profit, 
whereas in 2013 they considered cus-
tomer satisfaction the top metric. 
  From a business mix standpoint, 
most noteworthy is that private and COD 
customers comprise a greater proportion 
of the respondents’ client base in 2014. A 
large majority of them reported that their 
companies are active in local moving, 
intra-country moving, and office mov-
ing in addition to international moving, 
while more than half said they are active 
in logistics, further demonstrating the 

growing supplier base within IAM for 
logistics services. IAM launched the 
IAM Logistics Network (ILN) in 2013 to 
support those members, as well as those 
who wish to diversify into different types 
of logistics services. More information on 
ILN can be found at www.iamovers.org 
> Affiliate Groups. Almost 30 percent of 
respondents are looking to start operating 
in logistics in the near future. Moreover, 

2015 State of the Moving, 
Logistics & Relocations 

Industry Survey

providing relocation and destination ser-
vices appears to be the next diversifica-
tion step for many members, with almost 
40 percent reporting that they hope to add 
these services in the future.
  The industry remains dominated by 
small businesses, with about 62 percent 
of respondents reporting that their 2014 
revenue was less than US$5 million, up 

from 60 percent the year before.
  Both shipment volumes and rev-
enues increased in 2014 for 60 percent of 
respondents. On a year-over-year basis, 
these percentages increased from 2013, 
indicating that more people are moving 
and our members are capturing those cli-
ents. Although slightly lower, a plurality 
of respondents (43 percent) reported that 
their profits also were up in 2014, which 
was in line with our 2013 results. In gen-
eral, the survey results indicate that the 
average weight of shipments decreased 
from 2013 to 2014. This may suggest that 
all clients, whether corporate, military, 
or private, are trying to cut costs with 
smaller shipments. 
  From a claims perspective, more 
than 20 percent of respondents said their 
loss and damage claims increased in 
2014, a stark contrast to 2013, when few-
er than 14 percent said that their claims 
had increased. Although the frequency 
of claims stayed roughly the same, more 
respondents indicated that the monetary 
amount of claims was going up, which 
may be a factor in fewer respondents say-
ing 2014 was a successful year. 
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Mobile Inventory Management System

Allows work crew to quickly and easily capture contents of cartons & packed pieces

Creates comprehensive Inventory list, including description, condition, value, and photo 

Multi-lingual capabilities eliminate language issues, can create and send packing list in 
multiple languages to customer

Overcomes problems of handwritten inventories, including legibility & spelling

Requires no learning; completely intuitive, based on familiar program 

Supported by the MoversPOE website that enables online activities before and after packing

Enables quick capture of package contents on your Smartphone

www.moverspoe.com    |    sales@moverspoe.com

Provides your agents, partners, and customers with a state-of-the-art 
mobile inventory management system.

√

√

√

√

√

√

EMPOWERING YOUR BUSINESS THROUGH TECHNOLOGY

  On a more positive note, it appears 
that IAM members were paying each oth-
er more promptly for services rendered, 
with 80 percent of respondents saying 
they were receiving payment within 60 
days on average from other IAM mem-
bers. In 2013, just over 72 percent of 
respondents indicated likewise, with a 
many more reporting an average waiting 
time of up to 90 days. This good news is 
mitigated by the fact that more members 
say their ability to collect payments from 
other members worsened in 2014.
  It is hoped that in 2015 both of these 
metrics will show improvement with the 
decision to include the IAM Receivable 
Protection Program (RPP) as a member 
benefit for Core and Governing Mem-
bers. Through the three components of 
the RPP, IAM staff can now intervene to 
assist members in recovering payment, 
publish the names of persistently late in-
voice payers on the IAM Alleged Debtor 
List, and compensate members if their 
invoices are not paid by another member 
company who is financially insolvent, le-
gally bankrupt, or has ceased operations.
  IAM will continue to circulate this 
survey annually to benchmark the health 
of our industry. We thank all who spent 
time completing it. If you have any 
questions about the survey please e-mail 
brianl@iamovers.org.

A more detailed look at the survey results is available at 
www.surveymonkey.com/results/SM-7HHVTQF9/ 

The DoD Component

About	30	percent	of	survey	respondents	confirmed	that	they	provide	
services for U.S. Government agencies (i.e., Department of Defense, 

General	Services	Administration	or	Department	of	State).	There	was	a	signifi-
cant change from the 2013 survey, in which a large majority of respondents 
indicated	that	DoD	summer	volumes,	yearly	volumes	and	profit	margins	
were	either	flat	or	falling.	For	2014,	all	three	metrics	were	up	dramatically,	
indicating that either the U.S. military is moving more or there are now fewer 
competitors in this industry sector splitting the pie. Drilling deeper, however, 
when	asked	how	they	feel	about	the	future	of	this	specific	market,	the	survey	
results indicate a slight drop in optimism from 2013, with fewer respondents 
feeling very positive and more reporting that they are very negative.
  Capacity remains a major issue where there are fewer drivers to transport 
shipments in the traditional manner. Understanding this, IAM asked survey 
respondents to identify approximately what percentage of their domestic 
U.S. military business used alternative forms of transportation (i.e., lift vans, 
freight trailers, portable moving and storage containers). The results suggest 
that more IAM members involved in this business are using these alternatives 
to compensate for lack of capacity, with more than 15 percent of respon-
dents saying they used these nontraditional forms in more than 41 percent of 
their domestic U.S. military shipments. 
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INDUSTRY NEWS
A look at people and events shaping IAM member companies

Simon Kirby Samuel BarroisAnne Bradley

Stevens Worldwide Van Lines 
recently announced two appointments.
  Paul Ellsworth is now vice president 
of agency recruiting. Ellsworth has15 
years of moving and storage experience 
at both the van line and agency levels. 
In his new role at Stevens, he will be 
responsible for recruiting new agents to 
the company, adding to the company’s 
comprehensive network of moving and 
storage contacts. 
 Prior to joining Stevens, Ellsworth 
worked in business development for 
another regional moving and storage 
company, where he was charged with 
growing business for the company in the 
household goods, office/industrial and 
logistics departments.
 Roger Wise, who was vice president 
of sales and agency recruiting and, most 
recently, vice president of agency devel-
opment, is now vice president of sales 

and marketing at Stevens Worldwide. 
In his new role, Wise will lead both the 
marketing team and the national account 
sales team.
 Wise has 30 years of industry experi-
ence. Prior to joining Stevens, he held 
positions with large moving and storage 
companies both as a sales team leader 
and as a general manager.

Agility Defense & Government 
Services (DGS), a global logistics pro-
vider to defense and government custom-
ers, announced the promotions of Anne 
Bradley and Simon Kirby, the executives 
responsible for worldwide management 
of UK Ministry of Defense (MoD) house-
hold moves.
  Bradley, who led Agility’s successful 
bid for the MoD contract in 2010, was 
promoted to vice president. Kirby, hired 
as senior project manager in 2010, was 
promoted to director.

  In 2010, Agility won the MoD’s 
Global Removal Management Services 
(GRMS) contract, believed to be the 
world’s largest single-source household 
goods contract. The MoD recently ex-
tended the contract to April 2016. 
  Under GRMS, Agility DGS man-
ages 30,000 to 40,000 moves a year for 
uniformed and civilian ministry person-
nel. The MoD has also turned to Agility 
DGS to plan and manage relocation of 
3,000 military families and their house-
hold goods from bases and installations 
in Germany to the UK in summer 2015.
  Since winning the GRMS contract, 
Agility has established strict Key Per-
formance Indicators for its suppliers and 
has a 98 percent overall satisfaction rate 
among MoD personnel whose moves it 
has managed. Some of the UK’s largest 
movers, who perform GRMS moves as 
Agility subcontractors, have indicated 
that their claims are down and their com-

Comprehensive Pre-Move Survey Solution

Simple, intuitive process ensures fast, accurate Survey 

Creates detailed room-by-room list - in any supported language 

Generates detailed Survey Report, prevents differences between estimated & actual volumes

Supports multiple shipment types (land, sea, air, and storage)

Estimates type and quantity of cartons needed

Positions your company as a provider of state-of-the-art industry solutions

Supported by the MoversPOE website that enables online activities before and after the survey

Turns your Smartphone, iPad, or Android tablet into your Survey tool
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panies more successful as a result of quality control and audit 
systems put in place by Agility.

Pelichet has named Samuel Barrois as head of the interna-
tional directorate of Pelichet NLC Switzerland.
  With 15 years of expertise in the removals industry, Barrois 
is tasked with supporting and galvanizing Pelichet’s international 
business division. The company celebrates its 125th anniversary 
this year.

Arpin Group has promoted Bridget Ritchie to vice president 
of global business development—corporate accounts. 
  Ritchie has spent more than 20 years in the relocation 
industry working with firms including PHH Homequity, Pinnacle 
Group Associates and Paragon Relocation. She joined Arpin 
Group in 2009 as director of business development, respon-
sible for sales and client relations in the Midwest Region. She 

Ashley AldacoSimon Hood

received a promotion to executive director of global business 
development in 2013. She has served on numerous regional and 
national relocation industry councils and committees. Ritchie is 
past chair of the board of directors for the Corporate Relocation 
Council of Chicago, and serves on the boards for the Wiscon-
sin Employee Relocation Council and the St. Louis Employee 
Relocation Council, as well as on the advisory board for the 
Midwest Relocation Council.

Arpin International Group Director of Commercial Op-
erations Silvia Louro has been elected to the FIDI USA board 
of directors. Louro has 19 years of experience working in the 
household goods moving and storage industry. At Arpin Inter-
national Group, she is involved in the strategic development of 
management of the company and its subsidiaries, with her area 
of focus being the overall operational management of Arpin’s 
strategic services centers around the world. 

Silvia LouroBridget Ritchie Judi Schaffner
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Mick Byrne

  A dual citizen of Portugal and the United States, Louro 
speaks English, Portuguese and Spanish.
 Also at Arpin International Group, Judi Schaffner has 
joined the company as senior pricing analyst. In her new posi-
tion, she will analyze information obtained from relocation 
policies, market dynamics and key shipping lanes to develop 
forward-thinking pricing strategies that will optimize Arpin’s 
revenue and margin.
 Schaffner brings more than 37 years of experience in inter-
national logistics and management, having previously worked as 
a rate analyst at Relocation Services International.

John Mason International has appointed Simon Hood as 
its new head of marketing.
 Hood has most recently been working with Basingstoke-
based HCR. During his six years with the firm, he helped to 
significantly increase its client base, and was instrumental in es-
tablishing HCR as one of the nation’s top UK relocation service 
providers. 

AIReS has hired a new account manager, Ashely Aldaco, for 
the company’s West Coast Regional Office in Huntington Beach, 
California. She joins AIReS after a long tenure with one of the 
company’s most trusted corporate housing real estate partners, 
working heavily in sales. She was the recipient of multiple sales 
and customer service awards in her previous position.
 Aldaco will be serving client and prospects in Southern 
California, Arizona, Nevada and New Mexico. 

Momentous Relocation, headquartered in London, has 
named Mick Byrne logistics manager. A 25-year industry vet-
eran, Byrne has gained experience in a number of different roles, 
including import, export, warehouse distribution for commercial 
and household goods relocations, fine art shipping and, most 
recently, logistics management.

Interstate Group Holdings, Inc. announced new leader-
ship with the promotion of Mark Lundgren to vice president 
and general manager of its subsidiary, Interstate Van Lines. The 
announcement comes in the midst of strong company growth. He 

Mark Lundgren

brings more than 40 years of experience in operations, customer 
care, driver performance and retention, compliance and safety, 
and agency development. Prior to joining Interstate, he worked 
in branch level as well as executive positions with Pasha, Bekins 
and Global Van Lines.
  Lundgren, an Air Force veteran, has been working with 
Interstate in a consultative position since last December. In his 
new role, he will oversee the operations of Interstate Van Lines, 
implementing best-in-class practices to recruit and retain top ser-
vice providers, deliver exceptional customer service and increase 
efficiencies and profits. 

UniGroup, the parent company of United Van Lines, Mayflow-
er Transit and other transportation related companies, announced 
the election of Laurie Griffiths and Charles W. McDaniel to 
a two-year term on the board of directors. Griffiths is the chief 
executive officer of Mayflower agent VIP Transport, Corona, 
California, and McDaniel is the president and chief executive 
officer of United Van Lines agent Hilldrup Moving and Storage, 
Stafford, Virginia. Griffiths joined VIP Transport in 1994 as the 
controller, subsequently managing VIP’s branch locations and 
becoming more involved in sales to manage VIP’s large logistics 
customers. In 2007, along with Brittany Johnson, Griffiths as-
sumed responsibility for overall management and growth of VIP 
Transport. In 2011, she succeeded Dan Griffiths as chief execu-
tive officer.
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EXPANSIONS

Harsch CEO Isabelle Harsch

Harsch, The Art of Moving, an-
nounced its acquisition of Schneider, 
Moving Excellence, based in the canton 
of Aargau, Switzerland. Harsch, head-
quartered in Geneva, has been active in 
the German part of Switzerland since 
1999 and under the leadership of Isabelle 
Harsch, the management team decided 
to acquire Schneider. The company was 
chosen for its characteristics as a family 
business sharing similar values.
  The acquisition of Schneider, strate-
gically located in Laufenburg, between 
Basel and Zurich, will allow Harsch to 
reinforce its presence in the German part 
of Switzerland over the long term. Harsch 
intends to maintain all the current staff in 
order to strengthen and further develop 
the existing teams.

  This acquisition is the first major de-
cision taken by Isabelle Harsch since she 
joined the company management ranks in 
2014. She succeeded her father as CEO 
in April 2015.

IMS—International Moving 
Services, headquartered in Moscow, 
Russia, recently moved into a new, larger 
office. According to Director of Opera-
tions Alexandria Prilipko, the move 
was a necessary step to accommodate the 
growth IMS has enjoyed during the past 
several years. The old facility was located 
on the territory of the German Consulate 
for more than 15 years. The new loca-
tion, situated in the German Embassy 
residential compound, allows room for 
continued expansion and is conveniently 
located near IMS customers, the diplo-
mats and business people living in the 
compound with their families.

The new IMS building is located in the 
German Embassy Residential compound.

 McDaniel is the third generation 
of McDaniels to lead Hilldrup. He was 
named president and CEO in 2005 after 
having been involved with virtually every 
aspect of the company since he was 12 
years old. Under his leadership, Hilldrup 
has grown annual revenues to more than 
$120 million and has diversified its port-
folio of companies to expand its global 
and domestic offerings to better meet the 
needs of its residential, commercial and 
industrial customers.

Santa Fe Group A/S has appointed 
Christian Moller Laursen as chief finan-
cial officer and member of the executive 
board. As Group CFO, he will be based at 
the Group Head Office in London.
  Laursen is a Danish citizen. For 
the past 11 years, he has been CFO and 
vice president for APM Terminals, based 
in The Hague, Netherlands. As a busi-
ness unit within the A.P. Moller–Maersk 
Group, APM Terminals is a global 
developer and operator of marine port 
infrastructure, with a turnover of US$4.5 
billion in 2014. During his tenure, 
Laursen oversaw the entrepreneurial 
start-up phase of the business as well as 
its transformation into a world leader 
with significant growth and revenues. 
  Before he  joined APM Terminals, 
Laursen’s 14-year career with A.P. 
Moller–Maersk included roles as general 
manager for finance and administra-
tion in Indonesia, Pakistan, Taiwan and 
Singapore before assuming a regional 
CFO role for South America based in Sao 
Paulo, Brazil.
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Household goods & 
Fine art Quality 

International 
Movers

Your reliable partner
in Israel

sales@univers-transit.co.il
www.univers-transit.co.il

Attendees pause for a photo op at the Asian Relocation Association convention in March.

ARA Rocks at Gathering in Bali

A professional group of moving and relocation service providers met at the Hard 
Rock Hotel Bali in March. The Asian Relocation Association (ARA) held 

its 7th Annual General Meeting in Indonesia. There were 31 attendees from 22 coun-
tries at the gathering, which featured a Green Award presentation, a keynote speech on 
selling and change management. Attendees also enjoyed a day touring several of Bali’s 
most scenic locations, including Besakih (Mother Temple), a volcano and lake, and an 
elephant cave.  
  Next year’s ARA gathering will be held in Yangon, Myanmar, with the meeting 
dates to be announced at IAM’s Annual Meeting in San Diego, California, this fall.

Sudeep Shah, CEO of Orient Inter-
national Relocations Nepal (right), 
received a Green Award 2015 
from Boonma Executive Director 
Tiddy S. Teerawit during the ARA 
Annual General Meeting in Bali. 

Santa Fe Launches App Globally

Santa Fe has launched a mobile app developed specifically to make things easy for 
relocating employees. The Santa Fe Relo app is available from Apple’s App Store and 
Google Play. 
  The launch follows the recent news that the company’s Interdean offices across 
Europe have now been rebranded to Santa Fe Relocation Services, making Santa Fe a 
single global brand for all relocation and global mobility services.
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UniGroup, FEM Offer Training for 
Mobility Professionals

In recent months UniGroup Relocation Singapore has 
partnered with relocation experts and others to bring foreign 

executives up-to-date information to ensure that expatriate work-
ers have the best possible experience in their overseas assign-
ments.
  Offered through the Forum for Expatriate Management 
(FEM), the seminars have presented detailed examinations of 
issues that have an impact on the success of an expat’s tenure 
in an unfamiliar country. The first FEM this year, organized 
by UniGroup Relocation Singapore, emphasized the role of 
marriage—specifically causes for marital stress and factors that 
contribute to the failure of marriages, and provided ideas that hu-
man resources professionals could apply to help alleviate those 
problems.
  More recently, at an event in April, the FEM brought in 
accounting, financial and tax experts to discuss ways to leverage 
non-taxable income, so that mobility professionals can effective-
ly mitigate individual tax exposure for foreign talent in line with 
the latest Chinese tax regulations. Some 50 people attended.
  In addition to providing tools for HR professionals and man-
agers, the gatherings also included opportunities for networking.

•Worldwide household goods
•Origin and destination service
•Relocation service
•Ocean- and air-freight
•Port agency/customs clearance
•General Commodities
•Warehousing and Trucking

We are looking forward 
to your requests!
Ulrike Winkelmann
International sales manager

InternatIonal movIng servIce

www.rosebrock.com

Wilhelm Rosebrock GmbH & Co. KG
P.O. Box 14 02 64, 28089 Bremen / Germany

phone  +49  421  520 00-22
fax  +49  421  520 00-9922

uwinkelmann@rosebrock.com

UniGroup Relocation Singapore staff at a Forum for Expatriate 
Management gathering in April

What’s New?

Send your announcements, articles, and news to

janet.seely@iamovers.org
AND

joycedexter47@gmail.com
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Attendees who completed modular training in Thailand

Boonma Conducts Training on 
Transport Regs, Liability and 

Insurance

In cooperation with Mekong Institute and MOFA, Republic 
of Korea, the Modular Training on Certified Logistics Master 

Program was held in Khon Kaen, Thailand, this spring. Tiddy 
S. Teerawit, executive director of Boonma Moving & 
Mobility Thailand, was invited to speak on the10th module, 
“Transport Regulations, Liability and Insurance.” There were 
30 participants representing governments, trade associations 
and companies from five countries: Cambodia, Laos, Myanmar, 
Thailand and Vietnam.  
  The program offered participants in this region an oppor-
tunity to strengthen their understanding of the regional logistics 
environment and improve their knowledge and skills. Upon 
successful completion of the modular training program, the par-
ticipants are certified as Logistics Master jointly by the Mekong 
Institute and GMS Freight Transport Association (GMS- 
FRETA), said Tiddy. 

GOING GREEN

Arpin Group received the 2015 Clean Energy Future Award 
for its leadership in sustainable energy practices, presented by 
state leaders. 
  The ceremony, hosted by the Rhode Island Office of Energy 
Resources, was held during the Rhode Island Home Show 
Energy Expo and acknowledged six extraordinary Rhode Island 
clean energy leaders from municipalities, schools, nonprofits and 
private businesses. The award recognized clean energy leaders 
that show exemplary achievement and leadership in promoting 
energy efficiency, renewable energy or alternative clean trans-
portation in the state. 
   Peter Arpin, partner of Arpin Group, accepted the award on 
behalf of the company. He has been the guiding force in Arpin 
Group’s commitment to sustainability. Arpin is also host of the 
leading business sustainability network ReNewable Now, which 
covers “the business side of green” and broadcasts across many 
media. 
  For nearly a decade, Arpin Group has been taking proac-
tive steps to adopt environmentally friendly technology and 
develop programs to reduce its carbon footprint. On the heels 
of a sustainability self-assessment, Arpin Group has formed a 

UniGroup Team Hones Sales Skills

UniGroup Relocation Asia Pacific recently organized 
training for its sales team in Hong Kong. It was well-at-

tended, with participants from the Hong Kong, South China and 
Shanghai offices. The objectives of the training were to further 
develop and sharpen selling skills and to share knowledge, as 
well as to network with each other. The two-day event comprised 
a combination of lectures, role-play activities and group discus-
sions. 
   “Talent is a valuable asset to a company. It is essential 
to nurture talents and provide the necessary training for staff 
in assisting them to develop their career with the company,” 
said Managing Director–Asia Pacific Steve Lewis. “I hope the 
participants have learned a lot in these two days not only from 
the lectures but also from sharing knowledge and experiences 

UniGroup’s Hong Kong sales staff attended a two-day sales 
seminar. 
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MILESTONES

sustainability committee to continue its commitment to build-
ing a greener future. Chris Kunzmann, coordinator of agency 
marketing, will serve as chair and Christina Sarza, director of 
human resources, as vice chair. The committee will oversee the 
development of environmentally responsible programs and ini-
tiatives as the company continues to grow internationally. It also 
will provide a continuous means of self-assessment and advise 
the Arpin board of directors on all matters pertaining to environ-
mentally responsible worldwide growth.
 The mission of the sustainability committee is to promote 
environmentally responsible programs across Arpin Group 
worldwide, with particular focus on the states, cities and towns 
in which it maintains offices and other resources. The goal is to 
support the company’s mission of creating solutions for a more 
sustainable, healthier environment and society.

IN MEMORIAM

Robert J. Starck

Robert J. Starck, owner of Starck Van Lines in Bur-
gettstown, Pennsylvania, passed away on March 20. 

Born in Steubenville, Ohio, in 1948, he was a graduate 
of Linsly Military Institute in Wheeling, West Virginia, 
and Ohio Wesleyan. He also studied theology at Oxford 
University in England.
  Although Mr. Starck had been enjoying retirement 
over the last few years, his influence and leadership re-
mained constant, the company said, and he dedicated his 
life to broadening the Starck Van Lines foundation. He 
passed on the lessons learned from his father and grand-
father while advancing Starck Van Lines through many 
market changes. He was remembered by his colleagues as 
generous, kind, humble and soft-spoken, and for his sense 
of humor.
  Mr. Starck is survived by his wife, Jeanne; six chil-
dren; 17 grandchildren and four great-grandchildren.

Transworld will celebrate its 30th anniversary in June 2015. 
Quality Manager Jonathan Lacayo said the company began in a 
small office in Rio de Janeiro with only a few employees. “Since 
then much has changed,” he added. “There were no smart-
phones, tablets or high technology. Back then we used telex and 
fax machines. Today Transworld is a major player in the moving 
industry in Brazil.”

To mark its 30th anniversary 
Transworld updated its logo.
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The Suddath Companies announced 
recently that President and CEO Barry 
Vaughn will retire in May and assume a 
new role as vice chairman. Vaughn joined 
Suddath in 1974 and assumed the CEO 
position in 2003. Michael J. Brannigan, 
the current executive vice president and 
chief operating officer, will assume the 
role of president and CEO following the 
transition. 
 “Barry has been a great leader as our 
CEO for the last 12 years and a tremen-
dous contributor at every leadership 
position he has held over the last 40 plus 
years,” said Steve Suddath, chairman of 
the board. “I am extremely grateful to 
Barry as he has capably and proudly led 
Suddath through tremendous growth and 
through many industry, market and regu-
latory changes. A good portion of this 
growth and expansion was experienced 
during a period of years when other com-
panies were retracting or could not meet 
the trials of a challenging economy.” 
 As vice chairman, Vaughn will 
continue his leadership position on the 

Barry Vaughn

UniGroup board of directors, repre-
sent company interests in domestic and 
international trade associations including 
AMSA, FIDI and OMNI, and continue 

to mentor leadership within the organiza-
tion. Vaughn will also provide strategic 
direction around Suddath’s ownership in-
terests in Victoria National Golf Course, 
recently rated among America’s greatest 
100 golf courses. “Having Barry’s con-
tinued involvement will also free up time 
for Mike to focus on our strategy, our key 
customers and leading our tremendous 
team here at Suddath. This is an impor-
tant chapter in an orderly transition and 
I congratulate Barry on an exceptional 
career,” said Suddath.
 “It has been my privilege to help 
build one of the great companies in our 
industry,” said Vaughn. “While I will 
continue to have significant responsi-
bilities as vice chairman of The Suddath 
Companies, I am looking forward to 
spending more time with my family as 
well as devoting energies to other inter-
ests. It has been a tremendous run here 
for these past 41 years. I look forward to 
working with Steve and the entire Board 
and watching Mike take this company to 
the next level.”
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 During Vaughn’s tenure as CEO from 2003 thru 2015, Sud-
dath experienced its most significant period of global expan-
sion. Vaughn also led Suddath to the forefront of many industry 
advancements including testing and implementing alternative 
methods of transportation, deploying paperless technologies and 
growing its military and government relationships.
 This transition is expected to be complete by the end of 
May. 

Boxes filled with relief supplies and bearing the Red Crescent 
emblem await transport to flood-ravaged areas in Kazakhstan.

Globalink, in continued partnership with Red Crescent Society 
in Kazakhstan, supported the charity project organized to sup-
port victims affected by floods in Karaganda. In keeping with its 
long-standing corporate social responsibility program, the com-
pany volunteered to transport goods from Shymkent to Kara-
ganda to aid hundreds of people who had to leave their flooded 
homes and were without basic day-to-day essentials. 
  The Red Crescent Society of Kazakhstan, aware that Globa-
link had performed a huge project on supply and distribution of 
humanitarian shipment over regions in that country, approached 
the company for help. Globalink immediately arranged rail 
transportation of aid shipments consisting of clothes, household 
goods and hygiene products for people in the aftermath of the 
flooding.
  Globalink regularly participates in charity projects and 
handles humanitarian shipments.
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Arpin employees who volunteered at a community food bank

Arpin Group recently sent two teams of employees to assist 
with sorting and packing donated items at the Rhode Island 
Community Food Bank. The Arpin Charitable Fund organized 
the volunteer initiative.
 “The late Paul Arpin was a great supporter of the Rhode 
Island Community Food Bank and we wanted to continue 
this tradition in his honor,” said Brian Asay, vice president 
of military services for Arpin Group and vice president of the 
Arpin Charitable Fund. “While we have been able to donate 
over $68,000 to many charities over the last two years, we felt 

strongly that we needed to provide more organized opportuni-
ties for Arpin employees to experience the joy of volunteering in 
their community.”
 During two three-hour shifts in March, 19 Arpin employ-
ees volunteered to sort boxes of donated food and home items. 
They checked expiration dates, taped and repackaged items, and 
prepared the final boxes for distribution to those in need.

  “Volunteers are vital to the RI Community Food Bank and 
we are definitely looking to expand our involvement,” said Asay. 

HONORS & AWARDS

Humboldt Storage and Moving, the oldest moving 
company in Boston and a United Van Lines agent, has earned 
the 2015 UniGroup International Customer Choice Award. 
The award names Humboldt the top international mover in the 
United Sates in the UniGroup family. James Sullivan is presi-
dent of Humboldt.
  Unigroup, the parent company of United Van Lines, 
awarded Humboldt Storage and Moving the honor based on 
customer satisfaction surveys that came from across the country. 
Humboldt’s ratings exceeded those of 850 other moving agents 
across the country. 

Interstate Group Holdings, Inc. CFO Sang Han was 
honored with a SmartCEO Executive Management Award in the 
CFO category. 
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  Han is part of the firm’s Executive Leadership Team. He 
oversees the financial operations of the entire organization and 
maintains responsibility for its technology initiatives, as well as 
advises on its extensive commercial real estate portfolio. Most 
recently, in the first quarter of 2015, Han led the company’s suc-
cessful acquisition and market entry into the national portable/
mobile storage sector, with the purchase of Boxcart. 
  Sang, along with his fellow winners, represent the region’s 
management all-stars, collectively generating more than $6 
billion in annual revenue, and employing more than 20,000 indi-
viduals in the greater Washington, D.C., area.

Interstate Group Holdings also has been named a Helios 
Apollo Awards Finalist for the second year in a row—the only 
moving and relocation company to receive this honor in consec-
utive years. This year marks the most competitive year to date. 
More than 200 organizations applied for the prestigious human 
resources award, which recognizes companies for the innova-
tion and impact of their employee development programs as they 
relate to engagement, growth and community service. 
  “Our employees are our greatest asset,” said Interstate 
Managing Director Arthur E. (Bud) Morrissette IV. “We want 
our people to stay and grow with Interstate. Through extensive 
training, education and community outreach, we’re empowering 
employees to become top-notch moving and relocation career 
professionals.” 
  The company invests nearly $100,000 annually in special-
ized training programs. Interstate was the first moving com-
pany to develop a state-of-the-art training facility and rigorous 
training program. Interstate move teams spend a minimum of 
80 hours at Top Hat® University, learning how to properly and 
safely pack and move. The training facility at Interstate’s cor-
porate headquarters features a fully furnished “talking” training 
house, which ensures that employees are experienced mov-
ers before they execute an actual move in a customer’s home. 
Members of Interstate’s administrative and operations teams also 
receive regular training throughout the year, such as leadership 
training, team building, industry-specific education, and a gener-
ous dollar amount toward continuing education—a benefit that 
was recently increased by 150 percent, with plans to continue to 
raise the reimbursement benefit. 

Interstate Group Holdings CFO Sang Han with his SmartCEO 
Executive Management Award



74 May/June 2015 • THE PORTAL IAM: Moving Forward Together

ExpEriEncE GrEat SErvicE
World-WidE

the new Haven webstore conveniently 
provides quality products you want on-line.  

Go to webstore.newhaven-usa.com

webstore.newhaven-usa.com

BuyinG movinG equipment  
has never Been easier. 

Celebrating               of business!
 

103
  YEARS



IAM: Moving Forward Together May/June 2015 •  THE PORTAL     75

WELCOME NEW MEMBERS

Peg Wilken
Stevens Forwarders Inc.
IAM Chair

Core Members 
Achieve Do Brasil Ltda
Rua Santana, 335, Room 85 
Mogi das Cruzes 08710-610, Brazil 
Tel: 55 11 2312-4733 * Fax: 55 11 2312-4733 
moving@achieve.com.br 
POC: Diogo Bezerra 
POC: Gabriel Vieira 
POC: Gabriela Abreu 
Sponsors: S.O. Express Moving International, 
  Inc., USA 
Tucuruvi Mudancas E Transportes Ltda, 
  Brazil 

Al Jawad International Express Ltd. Co.
P.O. Box 10415 
Jeddah 21433, Saudi Arabia 
Tel: 966 12 2612270  * Fax: 966 12 2612276 
info@aljawad.sa.com 
POC: Hani Damanhouri 
POC: Hassan Al-Sayyed 
POC: Mohammed Asghar 
Sponsors: GGL Relocations, Oman 
Freight Solutions Office, Saudi Arabia 

Asia Relocation, Moving and Storage Inc.
117 Champaca Street, UPS 4 
Paranaque 1713, Philippines 
Tel: 63 2 511 1861 * Fax: 632 890 8352 
info@asiarelocation.com.ph 
POC: Philibert Challan Belval 
POC: Bing Arambulo 
POC: Lorie Tabaquero 
Sponsors: Greens Removals, England  
The Swiss Moving Company SA, Switzerland 

Compass Moving Services 
Bokes Oast, Horns Hill 
Hawkhurst 
Cranbrook TN18 4XG, England 
Tel: 01580 754 391 
sales@compassmovingservices.com 
POC: Lee MacKenzie  
POC: Karen MacKenzie Harris 
Sponsors: Mercury Mobility Sarl, Switzerland  
Movecorp International Removals Ltd., 
United Kingdom 

Delight International Movers
P.O. Box: 2295 
Al Emadi Centre Airport Road 
Doha, Qatar 
Tel: 97444074789 
Fax: 97444678357 
salesdoh@delightmovers.com  
POC: Zulfiker Abdul Hasis 
POC: Shankar Ram 
Sponsors: Delight International Movers, 
  United Arab Emirates  
GL Relocation (A Div. of Interport Global 
  Logistics Pvt. Ltd.), India 

JVK Africa Ltd.
Asadtek Compound, Freight Masters Premises 
Meridian Road, Community 2, Tema 
Accra, Ghana 
Tel: 233-204-357-357 
Fax: 233-24-427-3650 
ghana@jvkafrica.com 
POC: Paul Sutton 
POC: Fay Chen 
Sponsors: JVK Africa Movers Ltd., Nigeria 
JVK Magellan International Movers Ltd., 
  Papua New Guinea 

JVK Africa Ltd. 
257-259 BD Abdelmoumen 
Casablanca, Morocco 
Tel: 212 2286-01-43 
Fax: 212 2286-01-43 
morocco@jvkafrica.com 
POC: Paul Sutton 
POC: Fay Chen 
Sponsors: JVK Africa Movers Ltd., Nigeria 
JVK Magellan International Movers Ltd., 
  Papua New Guinea 

JVK Africa Ltd.
Quest Foire, Face CICES 
Dakar, Senegal 
Tel: 221 33869-36-26 
Fax: 221 33820-62-82 
Senegal@jvkafrica.com 
POC: Paul Sutton 
POC: Fay Chen 
Sponsors: JVK Africa Movers Ltd., Nigeria 
JVK Magellan International Movers Ltd., 
  Papua New Guinea 

JVK Africa Ltd.
27 Bis Rue Alfazdak, Cite Alferdaws 
2045 L’Aouina, Tunisia 
Tel: 216-7072-7510 
Fax: 216-7072-6192
tunisia@jvkafrica.com 
POC: Paul Sutton 
POC: Fay Chen 
Sponsors: JVK Africa Movers Ltd., Nigeria 
JVK Magellan International Movers Ltd., 
  Papua New Guinea 

Kingdom International Movers
Office No: 7, Abu Turkey Building 
Near football stadium, Malas 
Riyadh 246143, Saudi Arabia 
Tel: 966 11 478 94 00  
Fax: 966 11 478 63 49 
riyadh@kimsaudi.com 
POC: Shinu Alexander 
POC: Prince Kuriakose 
Sponsors: Falcon Freight Forwarders, India 
Transworld International, India 



It’s here… 

Receivable Protection Program (RPP)  
is now a benefit included in  
all Core and Governing  
Memberships. 

iamovers.org  Search RPP or contact membership@iamovers.org
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Moumene International Moving Company
37, Street Idriss Al Akbar No. 3 
Rabat 10000, Morocco 
Tel: 212 537 262 046 
Fax: 212 537 262 394 
moumene.mimc@gmail.com  
POC: Habiba Badraoui 
POC: Kawtar El Alaoui 
POC: Mouhammed Moumene 
Sponsors: Demenagements JAF, Tunisia  
Jordanian Coast Cargo Services, Jordan 

Nippon Express (India) Private Limited 
GD-D2-D Wing, Gundecha Onclave 
Kehrani Road, Sakinaka, Andheri (E) 
Mumbai 400072, India 
Tel: 91-22-40647888 
ankur.agrawal@nittsu.co.in 
POC: Ankur Agrawal 
POC: Hisao Tanaka 
POC: M. Biju 
Sponsors: Maxwell Logistics Pvt Ltd., India  
Servile Relocations Pvt. Ltd., India 

Simpsons Removals & Storage Limited
Blue Hawk House, Manor Way Business Park 
Manor Way 
Swanscombe DA10 0PP, United Kingdom 
Tel: 01322 386969 
Fax: 01322 383467 
enquiries@simpsons-uk.com 
POC: Peter Turner 
POC: Kirk Dugard 
Sponsors: Southern Winds International Inc., 
  USA 
Transworld International Removals Limited, 
  New Zealand 

Coming Up in 
The Portal in 2015

July/August: 
Movers Doing Good: Caring, 
Community & Corporate 
Responsibility

September/October 
(Annual Meeting issue): 
Packing & Crating: 
Thinking Inside the Box

Watch your inbox for ePortals 
with guidelines for submitting 

articles for each of these 
upcoming issues. If you’re not an 

ePortal subscriber, e-mail 
membership@iamovers.org and ask 
to be added to the distribution list.

SIR Move Service Malaysia Sdn Bhd 
Level 23, NU Tower 2 Jalan Tun 
Sambanthan Kuala Lumpur Sentral 
Kuala Lumpur 50470, Malaysia 
Tel: 60 3 2727 1882 
shyla@sirmove.com 
POC: Shyla Anne Mathews 
POC: Charlie Scott 
POC: Nora Mohd Shah 
Sponsors: SIR Move Services Pte Ltd., 
  Singapore 
Rainier Overseas Movers, Inc., USA 

Worldwide Movers Senegal
Cite Palene Yoff Residence 7, Yoff 
Dakar, Senegal 
Tel: 221 338606000 
guy.shepherd@wwmaf.co 
POC: Guy Shepherd 
POC: Adja Issa Ngone Bop 
Sponsors: Bayley Worldwide Removals, 
South Africa  
Schmitt International, France 

Supplier Members

Move Management Group, Inc.
372 S Eagle Rd., #154 
Eagle, ID 83616-5908 
Tel: 877 664-4968 
craig@managemove.com  
POC: Craig Aaland 
POC: Katie Potter  
POC: Chad Aaland 
Sponsors: Stewart Moving and Storage, USA 
National Van Lines Inc., USA 

Platinum Freight Management Pty Ltd.
Level 13, 2 Park Street 
Sydney, NSW 2000, Australia 
Tel: 612 9192 7800 
Fax: 61 2 97927880 
info@platinumfreight.com.au 
POC: Peter McRae 
Sponsors: SwiftRelo Limited, Hong Kong
NEOSTAR International Moving Inc., Canada  

IMPORTANT NOTICE

In compliance with the U.S. Rev-
enue	Reconciliation	Act	of	1993,	
87 percent of your IAM member-
ship dues may be deductible as 
a business expense. However, 13 
percent may not be deductible as 
allocable expenses to state and 
federal lobbying activities of this 
Association.

“The Mover’s Mover”
Providing movers worldwide 
with reliable representation 

in the USA for 
origin and destination services

• Local and Long-Distance  
Residential Moving

• Commercial and Corporate Moves
• Overseas Relocations
• Expert Packing
• Long-Term and Short-Term  

Storage
• Hoisting Our Specialty at the 

Lowest Prices
• Warehouse with 24/7 Surveillance 

Video and Armed Security
• Furniture Assembly and  

Disassembly
• Furniture and Antique Restoration
• Fine Art and Sensitive Shipments
• State-of-the-Art Electronic  

Tracking

Klein’s Moving &  
Storage Corp.

1325 Atlantic Avenue
Brooklyn, NY 11216

(718) 953-1700 • 1 (800) 966-3393
www.kleinsmovingandstorage.com

Quality Service Since 1952

We Make The Right Move.

(Short Fuse) Moving

Short Fuse Is Our 
Middle Name!
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WASHINGTON UPDATE
By Jim Wise, PACE, LLP

Congress Addresses Agency Proposals Through Funding Process

In a move that has becoming increasingly common over the 
past few years, Congressional appropriators have once again 

turned to the agency funding process to push back against pro-
posed rules. While these efforts are not always successful, they 
offer insights into the Congress on specific agency initiatives that 
they would not be able to address through the traditional legisla-
tive process. They are commonly referred to as “policy riders.” 
  The inability to get funding legislation approved and to 
the President through these efforts often results in passage of 
continuing resolutions (CRs) that keep all agency budgets at the 
same levels for short periods of time.
  During the last week of April, the Transportation Subcom-
mittee of the House Appropriations Committee included two 
provisions specific to the broader moving industry, in an effort 
to delay ongoing rulemaking at the Federal Motor Carrier Safety 
Administration (FMCSA). The first provision relates to the 
2013 “hours of service” restart rules. The funding bill would 
permit the 2013 restart rules to go back into effect only if the 
forthcoming FMCSA report demonstrates statistically significant 

improvement in all outcomes related to safety, operator fatigue, 
driver health and longevity and work schedules compared to 
drivers operating under pre-2013 rules.
  The second key provision relates to a proposed rule at the 
FMCSA that would increase financial minimum security require-
ments for the moving industry. IAM and its members, in coor-
dination with a broad spectrum of industry stakeholders, have 
worked to educate the Congress and the agency on the potential 
harm a significant increase in financial security requirements 
would have on small and mid-size companies, without providing 
additional safety benefits. The language in the bill would prevent 
the FMCSA from using any funds above their current levels to 
implement financial minimum security requirements.
  It’s important to remember that these are only the first steps 
in the process. The full Appropriations Committee must approve 
the Subcommittee’s bill, and then it would need to pass a vote 
on the House floor. There will also be attempts by opponents of 
these measures to offer amendments on the House floor to either 
alter or remove the language altogether.
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IAM Offers Volume Discount 
Pricing on Metal Seals

IAM continues to offer special member pricing on metal 
security seals for liftvans. Seals must be ordered in sets  

of 400. The rates are as follows:

       IAM Members Nonmembers
Under 10,000 .08 each + shipping      .12 each + shipping
Over 10,000 .07 each + shipping      .10 each + shipping

Send all orders to Jamila Kenney by fax (703) 317-9960 or 
via e-mail to jamila.kenney@IAMovers.org.

Trade Promotion Authority 
Passes Initial Hurdles

After months of internal debate, the two Congressional 
committees of financial jurisdiction—the House Ways and 

Means and Senate Finance Committee—passed out of their 
respective Committees H.R. 1890 and S. 995, legislation that 
would restore trade promotion authority (TPA). 
  As noted previously in The Portal, the TPA bill provides 
the Administration with negotiating objectives for future trade 
agreements and allows it to submit implementing legislation for 
the final agreement to Congress for an up-or-down vote without 
amendments. Before any trade agreement is reached with either 
the European Union or any other trading partners, the TPA legis-
lation must be put into place and approved by the President. 
  TPA would require the following elements, favored by U.S. 
trading partners, as they are designed to eliminate surprises and 
other delays:
• Extensive consultations and coordination with Congress 

throughout the process.
• A vote to implement legislation within a fixed period of 

time. 
• An up-or-down vote, with no amendments.
  While TPA in the Senate is generally expected to narrowly 
pass, House Republican leaders are working behind the scenes 
to gather the necessary votes for passage. The majority of House 
Democrats and a growing minority of Republicans do not sup-
port TPA, citing concerns over potential job losses to future 

trading partner countries, existing currency manipulation that 
makes American products more expensive, and environmental 
oversight for goods produced overseas.
  Negotiations on TPA will continue over the next several 
weeks, with the bill sponsors determining from those discus-
sions whether the House or Senate should vote first.
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THE PORTAL
ADVERTISING RATES, DIMENSIONS, AND DEADLINES 

Deadlines to receive new artwork**:

July/August Issue .............................................. June 26, 2015
September/October Issue ............................August 25, 2015
    (ANNUAL MEETING ISSUE)
November/December Issue ....................... October 30, 2015
January/February 2016 Issue ................... December 28, 2015
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For further information about Portal display advertising, 
contact Janet Seely at IAM:

Phone:	(703)	317-9950	•	Fax:	(703)	317-9960	•	E-mail:	janet.seely@IAMovers.org

The Portal	accepts	only	computer-generated	high-resolution	PDF	files.	All ads must be in color.
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Industry Calendar
September 18, 2015
FEDEMAC Summit
Riga, Latvia

October 7–9, 2015
Worldwide ERC Global Workforce 
Symposium
Boston, Massachusetts, USA

October 15–17, 2015
PAIMA 31st Annual Convention
San Diego, California, USA

October 18–21, 2015
IAM 53rd Annual Meeting & Expo
San Diego, California, USA

October 21-–24, 2016
IAM 54th Annual Meeting & Expo
New Orleans, Louisiana, USA

October 9–12, 2017
IAM 55th Annual Meeting & Expo
Long Beach, California, USA

October 4–8, 2017
IAM 56th Annual Meeting & Expo
Washington, DC, USA

Did You Miss Your 
Chance to Shine?

Contributing to The Portal provides 
an opportunity for your company 

to get valuable exposure, and to share 
what works for you and what distin-
guishes you from the competition.
  All the companies that contributed 
to this issue were inspired to do so 
because they saw an announcement in 
the ePortal soliciting input from IAM 
members. If you missed your chance to 
weigh in, contact IAM to request that 
you be added to the ePortal distribu-
tion list so that next time you’ll be 
among	the	first	to	know	how	you	can	
provide articles and other information 
for future issues. 
  Subscribing to the ePortal is easy 
and it’s free—simply e-mail 
membership@iamovers.com.  

mailto:membership@iamovers.com


We get it there.

The Pasha Group and Gateways International, Inc. 
deliver the right solution at the right time.

• Military and Government Ocean Services  
 to and from Europe and Asia
• Port and Consolidation Services
• Inland Transportation
• Competitive Hawaii Ocean Services
• Specialized Alaska Moving Services
• GSA Relocation Services

Visit pashagroup.com and pashafamiliesfirst.com

Gateways International, Inc.
A Pasha Group Company
2701 First Avenue
Suite 420
Seattle, WA 98121
(800) 257-5256

The Pasha Group
Global Headquarters 
4040 Civic Center Drive 
Suite 350 
San Rafael, CA 94903
(415) 927-6400
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