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FROM THE EDITOR
Peter D G Raven

Dear Readers,

Times flies and it is time for our 
second issue of CargoNOW and I am 
very pleased to be standing in as acting 
Editor for this fledgling publication.

We are busy with preparations for 
LogiSYM CargoNOW2020 which will 
be held in Singapore from 11th - 13th 
March 2020 and if you have not 
already registered to attend, please do 
so at www.cargonow.world/2020

We are also on the lookout for more 
sponsors and exhibitors so if you 
would like to know more, please drop 
me an email.

I hope you enjoy this issue of 
CargoNOW and will also visit our 
website where we have the latest and 
most relevant updates in the supply 
chain community and as always if you 
have any feedback for us, drop me a 
line.

Peter D G Raven
Acting Editor-In-Chief

Info@CargoNOW.world
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NEWS

DHL Express Chief 
Executive John 
Pearson is Determined 
Not to Get Digital 
Start-ups Stuck in His 
Supply Chain
DHL Express chief executive 
John Pearson knows the global 
parcel business he runs is 
in the right place, but he sits 
behind his desk in Bonn with a 
stubborn look of someone who 
expects things to get better.

The unit, owned by Deutsche 
Post DHL since 2002, posted 
a robust set of results for the 
first nine months of the year, 
earlier this month. Sales lifted 
6.3 per cent to €12.5bn in the 
nine months to the end of 
September, compared to a year 
ago. Operating profit rose 3 per 
cent to €1.4bn over the same 
period, with the business citing 
growth in all regions.

The wider group, which 
includes postal deliveries in 
Germany, shipping freight 
and business supply chain 
deliveries, saw sales rise 3.9 
per cent to €46.4bn in the 
first nine months of the year, 
while consolidated net profit 
jumped 40 per cent to €1.8bn 
in the same period, after the 
deduction of non-controlling 
interest.

US-CHINA TRADE TENSIONS
Trade war tensions between 
the US and China have 
impacted the group’s 
performance globally, slowing 
economic growth in Germany 
and weak consumer spending 
across the rest of the eurozone.

The firm said it expects these 
conditions to continue until at 
least the middle of next year, 
but was still able to reiterate 

“The saying 
is that global 
trade is too 
big to fail, and 
they are right. 
If there are 
difficulties in 
any one region, 
industry, or 
channel – 
opportunities 
will pick up 
elsewhere.”

John Pearson
Chief Executive
DHL Express

its full-year earnings guidance 
until 2022. By contrast, 
rival FedEx Corp warned in 
September that its annual 
earnings would miss analysts’ 
estimates, as the US-China 
tension exacerbates cooling 
world trade.

Pearson, a heavy-set 
Englishman, leans back in 
a blue open-necked shirt 
and grey trousers in an airy 
nondescript office in Deutsche 
Post’s sprawling management 
complex.

WORKING HARDER
He says: “We performed well, 
but we had to work a bit 
harder for our money this 
year.” Pearson adds: “The 
saying is that global trade is 
too big to fail, and they are 
right. If there are difficulties 
in any one region, industry, or 
channel – opportunities will 
pick up elsewhere.”

The 56-year-old points out 
that sales growth across the 
Americas has run at just under 
10 per cent this year, while the 
Middle East and Africa grew at 
8 per cent in 2019.

He adds: “Our sales base 
distributes widely, and that is 
one of the benefits of being a 
global company.”

There is no doubting the 
breadth of DHL. It operates 
in 220 countries, runs 260 
aircraft, and over 34,000 
vehicles. It employs 100,000 
staff who serve 2.6 million 
customers. Last year it 
delivered 402 million parcels 

BY ROGER BAIRD
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NEWS

and letters. The Deutsche Post 
group, valued at €42bn, has 
over 545,000 employees.

SAN FRANCISCO TO 
HONOLULU 
The business has come a 
long way from its roots when 
founders Adrian Dalsey, 
Larry Hillblom and Robert 
Lynn began couriering legal 
documents between San 
Francisco and Honolulu, 
Hawaii, fifty years ago in 1969.

The group currently 
spends €1bn a year on new 
investment, but Pearson points 
out that the business has 
over 3,000 facilities around 
the world, and upgrading 
automation in these facilities 
can “soon eat up that 
investment.”

The unit upgraded its 
Cologne, Germany, hub in 
August totalled €123bn, and 
a Malpensa, Italy, the centre 
will complete its €109bn 
renovation next June. Pearson, 
educated at Uppingham 
boarding school in Rutland, 
joined the business 33 years 
ago in 1986, and has worked 
all over the world for the 
group. He took over the top 
job in January, replacing Ken 
Allen, who moved to run the 
group’s new e-commerce unit.

Pearson says changing 
technology, such as increasing 
automation, has always had 
a profound effect on the 
industry. But, he says, perhaps 
the most significant impact has 
been the rise of e-commerce 
over the last six years, or so.

DIGITAL DELIVERIES
“They say you only get one 
China in your lifetime, but 
that can also be said of 
e-commerce,” says Pearson.

Digital technology has had 
two powerful effects on the 
delivery business. Letter sales 
are dwindling due to email 
dominance, but parcel sales 
are increasing because of 
the growth of Amazon and 
hundreds of other online 
firms.

However, in this expanded 
market, DHL competes against 
three US rivals across the globe 
United Parcel Service, FedEx, 
and Amazon, in a market 
valued at $380bn last year, 
according to research firm 
Apex Insight

The big tech giant uses all 
three firms to help deliver 
over 5 billion Amazon Prime 
items around the world, as 
well as continually developing 
its own logistics infrastructure.
But apart from increasing 
volumes, digital technology 
allows firms to use analytics to 
cut costs as well as grow sales.

DHL’s e-commerce unit has 
an analytics team that tracks 
sales patterns for smaller 
brands and retailers across 
more than 100 markets. It can 
tell which regions are spiking 
and suggest where these firms 
should target resources to 
boost revenues.

ON GUARD
Pearson sees these areas as 
vital to make sure lean digital 

start-ups do not begin eating 
into its sales.

“There are pockets of 
disruption across the many 
markets we work in,” says 
Pearson. “We are on guard 
not to let other firms get in 
between ourselves and the 
merchants we work with.”

But digital technology can 
also help a global giant like 
DHL cut its spending. Pearson 
said the group is currently 
piloting software that studies 
the route a typical driver, with 
80 packages to deliver in four 
hours, should take. “When 
you have as many vehicles 
as we do, just a 0.1 per cent 
improvement is big for us,” the 
parcel boss says.

THE BATTLE FOR 
CHRISTMAS
Pearson and the business 
are geared up for the fourth 
quarter, the busiest period for 
the group. In the UK alone, the 
Royal Mail said it delivered 164 
million parcels last Christmas, 
up 10 per cent on the year 
before. He said the spread of 
Black Friday sales from the 
US to other markets in recent 
years, which quickly runs to 
Christmas, “means there is 
more pressure in this period 
than the year before.”

Pearson knows that making 
2019 an exceptional year, 
depends on having an 
exceptional fourth quarter, 
and that means battling three 
of the biggest firms in the 
world, one brown parcel at a 
time.  ■
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Swiss WorldCargo 
and Cargologic 
Extend Partnership

Amazon to Invest 
$70 Million in New 
Robotics Hub

Swiss WorldCargo and 
Cargologic have agreed to 
continue their long-standing, 
partnership for another seven 
years. The partnership will see 
Swiss WorldCargo continue 
to use Cargologic’s airfreight 
handling competencies at 
its hub in Zurich, where 
Cargologic will maintain its 

Amazon has announced plans 
to build a new state-of-the-art 
Amazon Robotics innovation 
hub and create 200 tech and 
advanced manufacturing jobs 
in the US.

Opening in 2021, the company 
plans to invest more than 
US$40 million in the new site 
to allow Amazon Robotics 
to continue to grow its 
engineering, manufacturing, 
support and test teams in the 
state.

The new 350,000 square 

position as dedicated ground 
handler.

“We can depend on Cargologic 
as a professional partner 
delivering a premium service,” 
said Christian Wyss, Head 
of Quality and Services at 
Swiss WorldCargo. “Together, 
we offer our customers fast, 

feet facility, developed by 
Atlantic Management of 
Framingham, MA, will feature 
corporate offices, research 
and development labs, and 
manufacturing space and 
will be in addition to Amazon 
Robotics’ current site in North 
Reading — together serving 
as the company’s epicentre of 
robotics innovation.

Amazon has created more 
than 4,000 full-time jobs 
in Massachusetts, and 
since 2011, invested more 
than $3 billion in the state, 

efficient and reliable services. 
Needless to say, we jointly 
ensure that consignments 
arrive as per our promise to 
our customers.”

“The long-term continuation 
of this proven partnership is 
extremely important to us. 
It is a clear reaffirmation of 
the Zurich Airport location 
and makes a substantial 
contribution to its future 
growth,” said Marco Gredig, 
Managing Director of 
Cargologic.  ■

including infrastructure 
and compensation to our 
employees.

“We’re excited to grow our 
teams in Massachusetts and 
take advantage of the talent 
and regional connectivity that 
MetroWest offers. This will be 
a world-class facility, where 
our teams can design, build, 
program, and ship our robots, 
all under the same roof. This 
expansion will allow us to 
continue to innovate quickly 
and improve delivery speed 
for customers around the 
world,” Tye Brady, Amazon 
Robotics’ Chief Technologist 
said.  ■

NEWS
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Frederic Gomer 
Named in 2019 
Global Leaders in 
Consulting List

Frederic Gomer, 
Managing Partner 
at B2G Consulting, 
is recognized as a 
Leader of Excellence 
in Execution

Consulting Magazine has 
named Frederic Gomer, 
Managing Partner at B2G 
Consulting, as a winner of 
Excellence in Execution 
award in “Global Leaders in 
Consulting 2019”. 

These awards identify global 
leaders in the consulting 
profession, who are not only 
making a huge impact in 
the profession, but whose 
impact can be felt worldwide. 
Recipients of this international 
award display outstanding 
leadership qualities and 
capabilities and exert 
influence in their firms, for 
their clients and the overall 
consulting profession.

Frederic Gomer started B2G 
Consulting in 2010, which is 
known for its client-centric 
and implementation-focused 
culture. In a business 
environment undergoing 
continuous transformations, 

B2G lends its global expertise 
garnered across various 
industry verticals to establish 
new standards of excellence 
for its clients. This was 
reflected in B2G being jointly 
awarded the 2017 APICS 
Leadership Excellence Award 
for a major transformation 
program with Schindler.

“I have known Frederic since 
the early days of B2G, and it’s 
always a pleasure working 
with him,” said Mourad 
Boussaid, Partner at B2G 
Consulting. “He commands 
natural credibility and respect 
and has an articulate view of 
how the industry is moving 
forward. This helps a great 
deal to not only get the clients’ 
buy-ins, but to also drive the 
engagements forward - which 
is precisely what this award is 
recognising. A well-deserved 
award and here’s to many 
more coming our way!”

The 2019 Global Leaders in 
Consulting honorees will be 
celebrated at an awards dinner 
on December 5 in London, U.K. 
Profiles of the winners will 
be published in the January 
2020 edition of Consulting 
magazine. ■

NEWS

“He commands 
natural 
credibility 
and respect 
and has an 
articulate 
view of how 
the industry 
is moving 
forward. This 
helps a great 
deal to not 
only get the 
clients’ buy-
ins, but to 
also drive the 
engagements 
forward 
- which is 
precisely what 
this award is 
recognising. A 
well-deserved 
award and 
here’s to many 
more coming 
our way!”

Mourad Boussaid
Partner 
B2G Consulting
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HOW DO THE NEW INCOTERMS® 2020 RULES IMPACT THE SUPPLY CHAIN AND LOGISTICS INDUSTRY?

It has been difficult to 
escape reading that the 
International Chamber 
of Commerce (ICC) has 

now released the Incoterms® 
2020 rules, the latest edition of 
the international trade terms. 
There are training workshops 
being conducted around the 
world in the coming months, 
as well as online through the 
ICC Academy. 

As with previous versions, 
the Incoterms® 2020 are a set 
of rules designed to interpret 
eleven commonly-used three 
letter abbreviations, any one 
of which may well appear in a 

contract between a seller and a 
buyer, explaining their mutual 
obligations such as delivery, 
carriage, risk and security-
related matters. 

Before the latest release 
there was a lot of incorrect 
information circulating online, 
including that EXW and DDP 
would disappear, a new CNI 
would appear and so on. These 

predictions were proven 
entirely false and unfounded. 

The main changes in the 
2020 rules over the 2010 
rules are:

• Use of plain language 
instead of legalistic 
language to make them 
more easily understood by 
users

• Re-arrangement of the 
articles within each rule 
to better reflect the order 
in which things actually 
happen

• A new requirement, if 
the parties agree, in FCA, 
of the buyer instructing 

its carrier to issue an 
on-board bill of lading to 
the seller who then must 
present all originals to the 
buyer

• The default insurance for 
CIP is now Institute Cargo 
Clauses (A) instead of ICC 
(C) as previously

• The DAT rule being 
renamed (DPU Delivered at 
Place Unloaded)

MAIN 
CHANGES 

IN THE 
2020 RULES 
OVER THE 

2010 RULES 
ARE:

Use of plain language 
instead of legalistic 

language to make them 
more easily understood 

by users

Re-arrangement of the 
articles within each rule 

to better reflect the order 
in which things actually 

happen

A new requirement, if the 
parties agree, in FCA, of 
the buyer instructing its 

carrier to issue an on-board 
bill of lading to the seller 
who then must present all 

originals to the buyer

The default insurance for 
CIP is now Institute Cargo 
Clauses (A) instead of ICC 

(C) as previously

The DAT rule being renamed 
(DPU Delivered at Place 

Unloaded)

https://icc.academy/certifications/incoterms-2020-certificate/?utm_source=CargoNow&utm_medium=editorial&utm_campaign=Inco2020
https://icc.academy/certifications/incoterms-2020-certificate/?utm_source=CargoNow&utm_medium=editorial&utm_campaign=Inco2020
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HOW DO THE NEW INCOTERMS® 2020 RULES IMPACT THE SUPPLY CHAIN AND LOGISTICS INDUSTRY?

Do any of these changes 
impact on the supply chain 
and logistics industries? The 
answer is “yes, some do.”

KEY 
CONSIDERATIONS 
FOR LOGISTICS 
AND SUPPLY CHAIN 
PROFESSIONALS:

When to use FCA, CPT 
and CIP 
We must remember that 
logistics service providers are 
not bound by what the seller 
and buyer agree between each 
other in their sale of goods 
contract, instead interaction 
with service providers is by 
way of an entirely separate 
contract. Service providers 
are often called upon to 
advise their clients about the 
Incoterms® rules so some 
informed knowledge is vital, at 
least by buying the book itself. 

Service providers should be 
encouraging their clients to 
use the more appropriate 
rules, for example FCA, CPT 
and CIP for containerised (both 
FCL and LCL), air, road and 
rail shipments. FOB, CFR and 
CIF are for bulk and breakbulk 
waterway shipments and not 
containers, as they are port-
to-port rules and all require 
the seller to load the goods on 
board the vessel. 

However, with FCLs the seller 
‘delivers’ when it hands over 
the goods to the carrier - 
whether already packed into 
the container or loose for 
packing - often at the seller’s 

premises. From that point 
on the seller has no physical 
control over the goods or 
knowledge of where they are 
or when they will be loaded on 
board the vessel. 

With LCL shipments it is 
worse, not only does the seller 
often not know to which CFS 
the goods are going, but it 
doesn’t know which container 
they are being packed into, 
what vessel that container is 
going on and when, and if it 
might be deconsolidated at 
some intermediate port and 
reconsolidated into another 
container headed hopefully to 
the intended destination. 

There is a gap in liabilities if 
the “on board” rules (FOB, CFR 
& CIF) are used for containers 
between delivery and loading 
on board, presenting a 
problem as to who bears the 
risk if loss or damage to the 
cargo occurs within that gap 
period. 

This is all the more so with 
FOB because the seller believes 
that when it hands its goods 
to the buyer’s carrier it has 
done what it has to do (which 
aligns with FCA) yet the buyer 
thinks the seller bears the risk 
until the goods are on board 
and worse still thinks that the 
seller is at fault if the goods 
aren’t shipped on board within 
the delivery time stated in the 
contract. 

Simply put, it is because the 
two parties have two different 
concepts of “delivery.” 

New requirements for FCA
While on the topic of 
FCA, there is now a new 
requirement that the buyer, 
if agreed with the seller, 
instructs its carrier to give 
the seller an on-board bill of 
lading.  This addresses some 
concerns about the seller being 
able to obtain an on-board bill 
of lading if payment is by letter 
of credit. 

The DPU rule
The newly renamed DPU rule 
is the previous DAT (Delivered 
at Terminal) but extended to 
make it clearer that it can be 
delivered at any place not just 
a terminal. 

We must 
remember that 
logistics service 
providers are 
not bound by 
what the seller 
and buyer 
agree between 
each other in 
their sale of 
goods contract, 
instead 
interaction 
with service 
providers 
is by way of 
an entirely 
separate 
contract. 
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HOW DO THE NEW INCOTERMS® 2020 RULES IMPACT THE SUPPLY CHAIN AND LOGISTICS INDUSTRY?

EXW and DDP
The 2020 rules are clearer 
that EXW (Ex Works) and 
DDP (Delivered Duty Paid) 
are fraught with difficulties 
in cross-border trade, which 
are now laid out more clearly 
in the Explanatory Notes for 
these rules. 

In EXW the seller does not 
even load the buyer’s vehicle 
which is problematic with 
issues of health and safety, 
insurance etc when the buyer’s 
staff and equipment enter the 
seller’s premises. 

An EXW sale is usually treated 
as a domestic sale and so VAT/
GST may well apply with the 
overseas buyer unable to claim 
it back, and it is the overseas 
buyer, not the seller, who 
must complete any export 
formalities in their own name. 

A logistics provider clearing 
the goods in the seller’s 
name without the seller’s 
knowledge or authority, just 
to “make things easier”, is 
clearly putting themselves 
at risk of legal action. DDP 
is problematic at the other 

end, as the seller is required 
to import clear the goods in 
their own name. If the logistics 
provider clears the goods in 
the buyer’s name for ease but 
without the knowledge or 
authority of that buyer it has 
then put itself and the seller 
and buyer in a potentially 
dangerous situation as regards 
any shortfall of duty should 
the seller under-declare the 
value of the goods. 

The seller must pay VAT/GST 
in the importing country, 
and not being registered for 
tax purposes in that country, 
cannot then claim it back. In 

summary, supply chain and 
logistics service providers owe 
it to themselves and to their 
clients to be totally aware of 
these now current Incoterms® 
2020 rules – by buying the 
book and taking the ICC’s 
online training - and do their 
best to encourage their clients 
to use the correct rules for 
the safety and benefit of all 
parties.  ■

Bob Ronai was a contributor to the ICC’s book “The 
ICC Guide on Transport and the Incoterms® 2010 
Rules” and because of that was the first Australian 
and second non-lawyer to be appointed by the 
International Chamber of Commerce to their 
Incoterms® 2020 Drafting Group. 

Bob owns and manages the Incoterms group on LinkedIn with nearly 
twenty thousand members, and has self-published an Amazon e-book “A 
Commentary on the Incoterms® 2020 Rules.” He can be contacted at 
bobr@exports.com.au 

ABOUT THE AUTHOR
BOB RONAI  

https://icc.academy/certifications/incoterms-2020-certificate/?utm_source=CargoNow&utm_medium=editorial&utm_campaign=Inco2020
https://icc.academy/certifications/incoterms-2020-certificate/?utm_source=CargoNow&utm_medium=editorial&utm_campaign=Inco2020
https://bit.ly/2QpIyqB
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Creating a Digital 
SUPPLY 
CHAIN
Although I’ve heard much talk about Industry 4.0 & the 

Digital Supply Chain, it seems that many organisations 
are still struggling to understand the benefits of 
digitising their supply chain.

Having pioneered a truly integrated digital solution, I would not 
only like to thank my great team but also our logistics partners 
(DSV Panalpina, Pantos Logistics and Dachser below) who 
adopted the 4.0 concept and embraced it. I refer to my logistics 
providers as ‘partners’ in the true sense seeing & valuing them as 
an extension of my own team.
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The cross functional internal 
and external teams managed 
to collaborate & achieve 
complete digital sequence 
of planning and ordering 
solutions that worked in 
tandem creating a visibility, 
not only a container level but 
also part level visibility across 
each touch point of the value 
chain. The digitization covered 
the complete P2P process, 
which included the automated 
invoicing and payment process 
with only the need for human 
intervention during exception 
management events with pro-
active notifications of service 
failures. 

Having achieved a digitalised 
process, the realised tangible 
benefits that were apparent to 
all stakeholders including our 
logistics partners. Not only was 
there a significant decrease in 
the Takt-Time taken to transact 
each entry but the accuracy 
was 100% in the data, which 
reduce errors, related hidden 
costs and increased customer 
satisfaction. Based on 
management by exception, the 
digitisation process increased 
productivity of employee’s by 
freeing up time to focus on 
more value add work giving 
back a higher Return on 
Investment per FTE.

From the service provider side, 
the transactional management 
cost of each shipment was 
significantly reduced meaning 
that the logistics provider 
could do more without 
increasing incremental 
headcount with any increase 
in business. The benefits for 

me, the customer, meant that 
my logistics providers would 
maintain an USP over their 
competitors, which would 
benefit my organization in the 
long term.   

The seamless integration 
across difference platforms 
(IOT) resulted in cost savings, 
reduction in overtime, 
workforce, improved process 
efficiencies, full visibility 
& traceability of products 
(which is so critical in today’s 
supply chain for aerospace, 
automotive, pharmaceutical, 
cold chain & F&B) providing a 
more agile and flexible supply 
chain.

In terms of lessons learnt, 
one key element that became 
apparent was that you don’t 
need to be an IT guru to 
achieve digitisation. What 
you need is lateral and logical 
thought process and team 
who can see and relate to 
your vision. Having the right 
people on the bus and the 
right leadership to drive the 
initiate empowered the team 
to make the difference in 
achieving success, which they 
with amazing enthusiasm and 
innovation! ■

CREATING A DIGITAL SUPPLY CHAIN

Tony is the Director of Logistics & Centre of 
Excellence for a leading Tier One Fortune 500 
Automotive company and has over 15 years’ 
experience in the global supply chain. 

He is also an entrepreneur and Digital 
Transformation Champion having pioneered and 

transformed the purchase-2-payment of a complex automotive supply 
chain across Asia. He previously managed ‘Location Based GIS Services’ 
real-time dynamic speed limiting & tracking solutions as well as OTA 
remote vehicle control.

 Tony has built supply chains across high risk & complex environments 
achieving zero failure with the use of technology as a business enabler. 
 
Tony works with standards bodies, government agencies, academic 
institutions, and industry associations to help supply chain stakeholders 
identify opportunities to make their supply chain operations more resilient 
and sustainable to improve their business models. 

As well as being a TAPA Certified Expert, Tony has won two awards namely 
Supply Chain Resilience Award and the Supply Chain Risk Management 
Award having designed and sustainable supply chains with the adoption of 
integrated supply chain business process mapped against IOT. 

He is currently the Chairman of Transported Asset Protection Association 
(TAPA Asia) and sits on the Emeritus Council of Advisors for Supply Chain 
Asia. 

Tony holds a Post Graduate Award in Management & Business Studies from 
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Ever wanted to bring 
your business 
worldwide?

Think about all the exposure, 
brand building and most 
importantly, customers 
you can reach out to if you 
expanded overseas.

The numbers are in agreement 
too. Successfully extending 
your offerings beyond your 
local markets can double your 
sales, and even more!

However, bringing your 
business worldwide has its 
own challenges.

Lost packages.

Damaged products.

Extensive paperwork at 
customs checkpoints in 
unfamiliar territory.

Working with new carriers   

It all seems so daunting, 
doesn’t it? 

What kind of 
cross-border 
shipping issues do 
you need to think 
about?

• Selecting the correct 
carriers that offer a 
balance between coverage, 
cost and customer 
experience

• Packing their goods for 
rough handling to prevent 
damage

• Navigating customs 
smoothly

• Handling customer issues 
at delivery

• Finding an alternate mode 
of delivery or returning the 
parcel if the customer isn’t 
at home

Handling these issues seem 
challenging. But with careful 
forecasting, planning, and 
quick responses, you can 
anticipate these most common 
cross-border shipping issues.

In this article, we’ll go in-depth 
into these common cross-
border shipping issues for 
online retailers and what you 
can do to solve them.

1. HOW DO I CHOOSE 
THE RIGHT LOGISTICS 
PARTNERS FOR 
INTERNATIONAL, 
CROSS-BORDER 
SHIPPING?

If you’re starting your foray 
into international shipping, 
selecting a logistics carrier to 
support your expansion can be 
intimidating.

Which factors are important? 
How do you assess those 
delivery performance 
variables?

Well, you’ll want to select 
carriers that offer a decent 
balance between coverage, 
cost, security and customer 
service experience. Consider 
these variables:

SHIPPING OPTIONS 
OFFERED 
The shipping options you offer 
can cause your customers to 
choose your business over 
your competitors. Ensure 
a range are covered – from 
free but standard shipping to 
premium but faster speeds.

COST 
Using a postal carrier is often 
the cheapest way to ship 
internationally but is also the 
slowest. Also, consider using 
regional carriers. They focus 
their coverage on specific 
regions and will be quicker 
than a postal carrier.

TRACKING QUALITY
Does the carrier provide parcel 
tracking to your customers? 
Proactive tracking reduces the 
chances of your shipments 
getting lost and customer 
service requests. If not, we 
provide parcel tracking across 
600+ carriers around the 
world.

5 COMMON CROSS-BORDER SHIPPING ISSUES FOR ONLINE RETAILERS AND HOW TO SOLVE THEM
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SURCHARGES AND HIDDEN 
FEES
If you offer weekend shipping, 
check that your carrier doesn’t 
impose a surcharge.

Also, consider:

YOUR CARRIER SETUP
Using multiple carriers 
reduces dependency on a 
single carrier especially during 
peak season, but offering more 
work to a select few may be 
able to help you negotiate 
better transportation rates. 
Alternatively, using a 3PL can 
help you organize everything 
across the delivery cycle; 
from warehousing, shipping 
and handling the last mile 
experience, freeing up time for 
you to focus on other aspects 
of your business.

THE QUALITY OF THE 
CARRIER’S CUSTOMER 
SERVICE 
Exemplary logistics carriers 
provide shippers with much 
more than just an excellent 
freight rate and a carrier to 

pick up and deliver parcels – 
they also communicate clearly 
and stick to agreements. 
They are also responsive to 
customer service and attends 
to your customers promptly 
and with empathy.

2. WHAT IS THE 
BEST WAY TO PACK 
MY PRODUCTS FOR 
INTERNATIONAL 
SHIPPING?

If you ship large products 
and need to use non-standard 
shipping, you’ll need to use 
freight shipping to safely ship 
your products.

In freight shipping, your cargo 
goes through a lot of rough 
handling.

Think about how baggage is 
treated at airports.

Your items should be packed to 
withstand long journeys and 

minimize the risk of damage.
As with all common shipping 
issues, you can prepare and 
minimize risk by packing your 
products properly.

HERE ARE A FEW THINGS 
YOU CAN DO:

• Pack your goods in strong, 
lightweight containers, 
assuming your cargo is 
going to be handled by 
mechanical equipment or 
humans throughout the 
delivery network.

• Use a delivery pallet that 
can withstand the stress of 
rough handling

• Secure your shipments by 
stacking your boxes within 
your pallet and follow 
all weight restrictions.
Keep the top layer of your 
shipment flat in case other 
shipments are stacked on 
top of it

• Lastly, ensure you apply 
for insurance to protect 
your goods and minimize 
risks 

1 Pack your goods in strong, 
lightweight containers, 
assuming your cargo is going 

to be handled by mechanical 
equipment or humans throughout 
the delivery network.

2 Use a delivery pallet that can 
withstand the stress of rough 
handling.

3Secure your shipments by 
stacking your boxes within 
your pallet and follow all 

weight restrictions. Keep the top 
layer of your shipment flat in case 
other shipments are stacked on top 
of it.

4 Ensure you apply for 
insurance to protect your 
goods and minimize risks.
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3. HOW CAN I PREVENT 
MY SHIPMENTS FROM 
GETTING DELAYED OR 
HELD AT CUSTOMS? 

Retailers need to be mindful of 
the various legal and financial 
regulations of each market 
they expand to. Shipments 
may get stuck at customs for 
explicit reasons (your goods 
are prohibited) or simpler 
reasons (your documentation 
is incorrect).

Whatever the reason, you, 
of course, want to get your 
goods moving again. Here 
are some logistical and legal 
considerations to bear in mind 
to avoid issues with customs:

SUPPORT FROM YOUR 
LOGISTICS CARRIER 
Does your logistics partner 
work with customs clearing 
agents for the markets you 
want to expand to? This 
will help you navigate the 
complexities of clearing 
customs more easily.

HAVE PROPER 
DOCUMENTATION 
Often, shipments are delayed 
at customs to check if the 
contents of the package or 
the value of the goods were 
declared correctly. Avoid 
delays by ensuring all your 
documentation is filled in 
correctly and supplied to the 
delivery staff. Documentation 
should contain all information 
about the order and its value, 
shipping details from your 
suppliers and all necessary 
information from your 
customers.

STAY UPDATED WITH 
THE LATEST SECURITY 
REGULATIONS FOR EACH 
COUNTRY YOU ARE 
SHIPPING THROUGH 
Familiarise yourself with all 
policies before shipping your 
goods. Be aware of any entry 
requirements specific to the 
commodity you are shipping 
into the destination country.

THOROUGHLY EXAMINE 
LOCAL GOVERNMENT AND 
TAXATION NEEDS 
Ensure customers are not 
surprised by additional 
government taxes when 
items arrive at their final 
destination. Otherwise, you 
risk creating an unhappy 
customer.

BE MINDFUL OF EACH 
COUNTRY’S LEGAL 
LIMITATIONS OF WHAT 
GOODS CAN BE SOLD TO 
WHOM:

If your parcel does get stuck 
in customs or delayed for 
any other reason (vehicle 
breakdown, inclement 
weather, poor traffic) however, 
follow these steps.

Contact your logistics carrier 
directly to find out if there’s 
anything you can do to speed up 
customs processing like paying 
outstanding taxes or checking 
the attached documentation.

Ensure you have your tracking 
number on hand as it will help 
your carrier locate your parcel.

Wait it out.

Most importantly, inform your 
customer immediately that 
their parcel is experiencing 
a delay and flag it to your 
customer service teams for 
closer monitoring and follow 
up.

4. MY PARCEL ARRIVED 
AT MY CUSTOMER’S 
DOORSTEP DAMAGED 
OR IS LOST IN TRANSIT. 
WHAT DO I DO NEXT?

Now that we’ve covered the 
basic questions of getting your 
shipments out of the door, 
let’s look at shipping issues 
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that may happen during the 
delivery.

As retailers, we accept some 
uncertainty when shipping 
goods to our international 
customers.

Be it a damaged parcel, delays 
or lost parcels, issues can 
happen.

But, if this happens to 
you, don’t panic. Prepare 
accordingly with shipping 
insurance (especially high-
value orders) to avoid losing 
money over lost parcels.

On top of that, you can make 
a difference with stellar 
customer service. While no one 
likes to receive their deliveries 
in poor condition or have 
a delivery they were eager 
to receive go undelivered, a 
quick, empathetic response 
can turn things around.

Focus on providing the best 
possible customer service to 
soothe sore feelings and make 
amends either by arranging 
for replacement or a refund. 
Genuinely apologize, respond 
with empathy, explain what 
caused the issue and reassure 
them it won’t happen again.

5. MY CUSTOMER IS NOT AT 
HOME AND THE LOGISTICS 
CARRIER CAN’T DELIVER THE 
ITEM.

Sometimes, deliveries fail 
because your customer isn’t 
at home to receive the parcel. 
Depending on the carriers 

you work with, carriers will 
usually make several attempts 
to deliver an item. If they can’t 
reach your customer at their 
specified shipping address, the 
item will either be sent to the 
nearest post office or collection 
point for self-collection.

While it’s not your carrier’s 
responsibility to ensure there’s 
someone to help collect your 
customer’s delivery at home, 
this can be a frustrating 
experience for both you and 
your customer. Address this by 
being proactive with delivery 
information. Notify your 
customer on available delivery 
times at checkout and keep 
them updated with the latest 
information on their delivery 
to avoid miscommunication 

through email and SMS.

BONUS TIP: 
Does the carrier you’re using 
charge for a non-delivered 
package?  Can you update an 
address after your delivery is 
already en-route?

CONCLUSION: 
BE PREPARED FOR THESE 
COMMON CROSS-BORDER 
SHIPPING ISSUES

You might have a lot of 
questions as a first-time 
international shipper. With 
these solutions and strategies 
to better prepare for these 
common shipping issues, you’ll 
be ready to take your business 
global.  ■
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