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Quality custom e r service is vital to the success of the exhib it transportation ind ustry. Targ ete d  m ove-in sche d ules m a nd a te the ne e d  for relia b le
a nd  tim e -d e finite d e liveries. General contractor m oveout proc e dures and  tim e  lines require drivers to follow d e taile d  d ispatch instructions with
precision. Challeng ing e c onom ic tim e s require c arriers to b a lance fair m a rket value with fiscal responsib ility - all in an e ffort to g ive exhib itors
the hig hest return on their m a rketing  investm e nt. These are a few of the critical ne e d s that carriers m ust fulfill. The unique require m e nts of e a ch
shipm e nt and  custom e r m ust superse d e  the c arriers’ inclination to prom ote the g e neral fe atures of their respective prod ucts.

U NDERSTANDING CLIEN T NEEDS
Good  custom e r servic e b e gins when a c arrier und e rstand s the exhib itor’s ne e d s: W ho is attend ing  the event for the exhib iting com pany? Is the
b ooth sta ff new or experienc e d? How fa m iliar is the exhib itor with show site proc e dures and  paperwork? Does the shipm e nt have unusual
hand ling  require m e nts? Excellent custom e r service is evid e nt when the c arrier custom izes its com m unication and  d ispatch proc e dures to a
particular shipm e nt for a specific custom e r. Consid e r the following c ase.

The Hum a n He alth Division of Merck & Co was exhib iting at the Annual Me eting  of the Am e rican Urolog ic al Association. Merck arrang e d  with
the Kansas Cosm osphere and  Spa c e Center to includ e  as part of the exhib it a spac e suit along  with other spa c e artifa cts and  replicas. As the
chosen transportation provid e r to carry this sing le crate (no larg er than the size of a larg e  offic e d esk), Carg o Solutions, Inc was aske d  to present
options that would  e nsure the sa fe and  tim e ly transport of the artifa cts to and  from  the show site. The options includ e d  thre e separate  m od e s of
transport, ea ch re fle cting  d ifferent d e g re es of hand ling .

1. Less-than-truckloa d  (offering cost e fficiency with frequent hand ling )
2. Air freig ht (offering  tim e  specific service with m od e rate hand ling )
3. De d ic ate d  a ir-rid e  vehicle service (offering  tim e  specific service with no hand ling  b e twe en orig in and  d e stination).

The ne e d  for m inim a l hand ling a nd  tim e -d e finite d e livery was cle arly the para m ount conc ern for b oth the exhib iting com pany and  the owners
of the artifa cts. Merck & Co chose the d e d ic ate d  a ir-rid e  trailer service which m e t the require m e nts for all parties.
In this case the client b ase d  its d e cision on thre e options ea ch of which a d d resse d  separate ne e d s or com b inations. It re m a ins the responsib ility of
the exhib iting com pany to evaluate the b e ne fits of e a ch option, d e cid e  which option suits their require m e nts and  com m unicate in a tim e ly
m a nner with the transportation com pany.

CUSTOMER IDEN TITY
Carriers will e arn the respect of exhib itors if they esta b lish an id e ntity for e a ch exhib itor and  its shipm e nt d e tails. Rec ently, an exhib itor told  m e
that there is nothing  worse than calling a freig ht com pany to d ispatch a shipm e nt only to b e aske d  to g ive the shipping  a d d ress a fter a leng thy
history of cond ucting  b usiness with that carrier. Pulling im portant inform a tion from a n exhib itor's profile, such as an a d d ress, can b e  im ple m e nte d
with sim ple org a nizational tools and  proc e dures. The com fort level that an exhib itor has with any service provid er is enhanc e d when personalize d
service is rend e re d ‹ from  initial contact throug h rec eipt of paym e nt b y the vend or for the service perform e d . The exhib it m a na g er can also b e
assure d  of quality custom e r servic e by asking  the c arrier to cre ate an id e ntity for e a ch shipm e nt. This is achieve d  only if the c arrier cre ates a tim e
line for e a ch shipm e nt. A tim e  line consists of specific d a tes and  tim e s assig ne d  throug hout the life of a shipm e nt to ensure that the exhib it
m a terial is m oving a c cord ing  to the targ ete d  d e livery d a te and  tim e . Yes, freig ht that arrives five  m inutes a fter a d esig nate d  targ et m ove-in can
result in a d d e d  late/overtim e charg es assesse d  to the exhib iting com pany.

RO V  & RO I
Quality custom e r service in the exhib it transportation ind ustry m ust also re fle ct an und erstand ing of the return-on-value (ROV) and  the resulting
return-on-investm e nt (ROI) a fford e d  the exhib itor. W hen choosing a n exhib it transportation com pany, m a rketing  m a na g ers, along  with their
respective turnkey service provid e rs, have every rig ht to evaluate the im pact that the transportation vend or has on the ROV equation. This is
com prise d  of the e ffe ct that carrier perform a nc e has on new prod uct introd uction, sales le a d  g e neration/incre ase d  revenue opportunities and
key account visib ility, and  the correspond ing  b ottom -line ROI as a function of cost. Does your carrier's perform a nc e provid e  you with pe a c e of
m ind  a nd  a  sig nific ant ROV? A successful event is conting e nt on the tim e ly and  e fficient hand ling  of the exhib it m a terial b etwe en show sites.
Exhib it and  e vent m a na g ers m ust put their trust in a transportation com pany that und e rstand s the im pact that carrier perform a nc e has on the
exhib itor's b ottom  line. After all, there is no ROI to m e a sure if the exhib it m a terial is not picke d  up or d e livere d a c cord ing  to sche d ule. An e m pty
b ooth spac e m e a ns "close d  for b usiness" in the eyes of the tra d e show attend e e .
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A CRITICAL LO O K AT THE TRAN SPO RTATIO N  DO LLAR
Carriers often he ar from  the shipping com m unity that g ood  service m e a ns "on tim e  d e livery at the lowest possib le cost." This m ig ht b e true for
the shoppers of service who are relentless in their pursuit of a d e a l. This is not to sug g e st that price should  b e  ig nore d  when choosing a c arrier
which is b est positione d  to hand le exhib its to and  from  tra d e shows and  m a rketing events. Tod a y, m ore than ever, exhib iting com panies, d isplay
m a nufa cturers, event m a na g ers and  other turnkey service com panies ne e d  to b e  b ud g e t savvy. However, in ord e r to ensure that expectations are
fulfille d, m a na g ers m ust evaluate c arriers b ase d  on their response to the following critical questions:

1.Does the c arrier und e rstand  the true cost associate d  with not m e e ting a targ ete d  d e livery or pick-up?
2.Does the c arrier specialize in exhib it transportation?
3.Is the c arrier sta ff fa m iliar with sele cte d  fa cility require m e nts throug hout the country (for exa m ple, the Ronald  R e a g a n b uild ing  in
W ashing ton DC and  trailer heig ht restrictions at various hotel venues throug hout the country)?

4.Does the c arrier have a working  knowle d g e  of the tra d e show and  e vent ind ustry? Is the c arrier well networke d  with exhib it ind ustry
service provid e rs outsid e  the transportation arena (I&D com panies, g e neral service contractors)?

5.How m a ny tim e s is the shipm e nt hand le d  while in transit? W hat m od e  of carg o transportation b est suits this particular shipm e nt when
fa ctoring  in price, transit tim e a nd  hand ling  sensitivity?

The answers to these questions d irectly im pact not only the price of exhib it shipm e nts b ut also the tim e liness of d e livery and  b ooth installation.

LO O KING AHEAD
Future success stories in the exhib it transportation ind ustry will b e  d e fine d  b y the e ffort put forth b y shippers and  carriers to form ulate and
im ple m e nt policies that respect exhib itor ne e d s, fulfill shipm e nt require m e nts and  further the und e rstand ing  of the relationship b etwe en carrier
perform a nc e and  ROV/ROI. The form a tion of The Exposition Operations Society (EOS) has the potential to b e one such success story. The EOS
a d d resses a  myria d of exposition ind ustry operational issues, includ ing  shipping a nd  d raya g e. The EOS Winter Forum  2001 a fford e d  a n opportunity
for Exhib itor Appointe d  Contractor Association (EACA) m e m b e rs to d iscuss a propose d  d ocum e nt entitle d  "Carrier Stand a rd s of Perform a nc e."
The state m e nt of purpose, as outline d  in the May 7, 2001 of Tra d e show We e k's Guid e  to Exhib it Transportation, states that "these c arrier
stand a rd s of perform a nc e are esta b lishe d  to cre ate uniform  pickup, d e livery and  hand ling  of exhib it-and  tra d e show-relate d  m a terials to and
from  tra d e shows and  e vents throug hout the US." The  d ocum e nt also states the intention to "raise the level of servic e excellenc e and  harm ony in
relations b etwe en exhib itors, carrier service provid e rs, g e neral service contractors and  show m a na g e m e nt, as it re g ard s the disposition of tra d eshow
freig ht."
W e should  b e  e ncoura g e d  that form a l steps have b e e n taken to continually im prove the reputation and  servic e stand a rd s of the exhib it
transportation ind ustry. Para m ount in this e ffort is to re m e m b e r that the exhib itor m ust b e a llowe d  to d e fine the ne e d s and  e xpectations of what
constitutes excellent transportation service. Central to that d e finition is the rig ht of the exhib itor to fre ely choose, without interferenc e, its
service provid e r of choice. It is then incum b e nt upon the sele cte d c arrier to m e e t the expectations of the exhib itor from  the first phone c all
throug h b illing  for services rend e re d .
Marketing a nd  e xhib iting  professionals will converg e  on Anaheim  for TS2 2001, in m id  Aug ust. Many folks will b e looking  to se e if panel
d iscussions d uring  one of last ye ar's TS2 sessions entitle d  "The Gre at Freig ht De b ate" resulte d  in action. Have the hours of m a terial hand lers
b e e n incre ase d  on particular shows to accom m od a te  m ore c arriers? Have m arshaling  yard s b e e n expand e d  or m od e rnize d  to fa cilitate  m ore
trailers? Have jockeys b e e n im ple m e nte d  to stre a m line the unloa d ing a nd  loa d ing  of trailers at show site? In looking a he a d, there is plenty of
room  to im prove the quality of custom e r service, particularly as all exhib it service provid e rs strive to work colla b oratively to serve the tim e
sensitive ne e d s of the exhib iting com m unity.
For m ore inform a tion, visit Carg o Solutions, Inc. online:
http://www.cargosolutionsinc.com


