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Executive Summary 

Global Freight Forwarding Study 6th Edition – 2018 
 

The Executive Summary is divided into the following sections, (I) Overview, (II) Summary of 
Findings, (III) Comprehensive Net Promoter Analysis, (IV) Company Selection Process, (V) 
Demographic Segments Covered, (VI) Companies Included, and an example of (VII) How to Generate 
Your Own Analysis. 
 

I. Overview 
Mastio & Company is pleased to present the findings of our 6th Edition Global Freight Forwarding 
Study.  This study identifies and quantifies the perceptions and needs of global freight customers.  The 
2018 study findings are based on interviews with 1,508 customers providing approximately 3,000 total 
observations.  There was hundreds of freight forwarders rated of which 43 had a sufficient number of 
ratings to be included in this 2018 report.  The electronic edition allows the inclusion of all rated 
companies for additional analysis.  The 2018 study also includes approximately 6,300 qualitative 
responses to five (5) open-ended questions about individual companies.  The data was collected by 
telephone interviews with key decision makers beginning in February and ending in June of 2018. 
 
The study identifies how customers choose which company to use and answers these types of 
questions: 
 

 What factors are the most important drivers of customers’ supplier selection decisions and 
their perceptions of overall value and loyalty? 

 How do customers perceive the overall value of your products and services relative to key 
competitors? 

 How competitive is your position in the marketplace? 

 Which companies are the most vulnerable and which are strongest in their ability to gain and 
retain customers? 

 What are the areas for improvement that will have the most impact on your ability to win and 
retain more business? 

 What factors should be emphasized in marketing communications? 
 
 
Included with your purchase of the study are this book and the electronic edition.  The electronic 
edition contains Mastio’s proprietary segmentation software and raw study data in a spreadsheet 
format.  We encourage subscribers to contact us at 816-364-6200 with questions regarding this or any 
other MASTIO Study. 
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II. Summary Findings 
Mastio & Company uses a Customer Loyalty & Value approach in the analysis of the data included in 
this study. The following exhibits on the proceeding pages are comprised of four (4) columns and an 
explanation of each column is as follows: 
 
Column 1 - Number of Observations: This column represents the number of total ratings that each 
company received in the study. MASTIO requires at least 30 observations to be eligible for an 
award. 
 

Note: MASTIO suggests that whenever possible a minimum sample size (n) of 30 should be used. This is 
based on a rule of thumb generally accepted by statisticians that the Central Limit Theorem can be safely 
applied when n = 30. The Central Limit Theorem states that the distribution of the sample mean for samples 
of 30+ is normal - no matter what the population distribution looks like. This allows statistical inferences to 
be made about the population mean even when the population distribution is not known. 

 
Note: MASTIO would like to see this number of ratings per company be at 30 or above in order to have 
confidence in the results; however, we have included companies in this book with less than 30 observations 
because we believe the data is directionally correct. The software (the electronic version of the study) allows 
the inclusion of all the companies rated regardless of the number of ratings. 

 
Column 2 - The Market-Perceived Weighted Performance (Benefit) Score: This weighted index 
score is the average of all the quality attributes (non-cost factors) measured in the MASTIO Report. 
The quality award that MASTIO gives is based on this score. 
 
Column 3 - Customer Value Index: The customer value index measures the customer perceived 
value of a company relative to the perceived value of all companies. This index factors in both the 
weighted performance score shown in column 2 and the weighted cost competitiveness score, 
which in turn is weighted by the cost/benefit trade-off percentage. This comprehensive index 
allows you to benchmark yourself relative to your competition based on the perspectives of your 
customers and prospects. 
 
Column 4 - The Net Promoter Scores (NPS): The calculation for the Net Promoter Score is based on 
the question; “How likely would you be to recommend this company to a business associate?” and is 
calculated by taking the percentage of Promoters minus the percentage of Detractors. Promoters are 
those respondents who rate companies a 9 or 10 on the likelihood to recommend question while 
detractors are those respondents who rate companies 1 through 6. The NPS analysis provides an 
overall view on the performance of each company based solely on this one question.   
 

Note: Net Promoter is a registered trademark of Satmetrix Systems, Inc., Bain & Company and Fred 
Reichheld. 

 
Note: Unlike the Net Promoter Score which remains constant when you analyze various companies, the two 
Customer Value Scores are dynamic and therefore the score can change because it is a percentage of average 
of the data (companies) included in the analysis. For example, the score will change based on the companies 
selected and the segmentations chosen for analysis.   
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II. Summary Findings 
 
The study findings are divided into the following group(s) located on the proceeding pages:  
 
 

 Overall            (pages 4 and 5) 

 
 
Each group is divided into the following sections: 

 
 

1) Quality Awards - Are determined by the companies with the highest overall Customer Value 
Weighted Performance (Benefit) Score (column 2) that have also met a minimum of 30 ratings. 

2) Top Value - The overall performance of each company is based on the Overall Customer 
Value Index Score (column 3). This index factors in both weighted quality and cost attributes 
measured within the study. The company with the highest score is considered to be offering the 
best value and the companies that are in bold exceed the industry benchmark. 

3) Net Promoter Score – The Net Promoter Score (NPS) (column 4) should provide similar 
results to the Overall CV Index Score; however may not because it is based solely on one 
question – “The likelihood to recommend”. 



Page 4 
 

Copyright Mastio & Company 2018.  All Rights Reserved. 

Awards - THE MASTIO QUALITY AWARD - Overall 
 

Global Freight Forwarding Study 6th Edition – 2018 
(In Rank Order by Weighted Quality Score) 

Company 

Column 1 Column 2 Column 3 Column 4 

Number 
of 

Observations 

Weighted 
Performance 

Score* 

Overall 
CV Index 

Score 

Net 
Promoter 

Score 
UPS SCS 180 103.61 102.55 47.78% 
Expeditors 178 102.98 101.00 49.44% 
C.H. Robinson 54 102.32 105.17 48.15% 
Kuehne & Nagel 156 101.25 101.44 41.67% 
FedEx Trade Networks 179 101.07 99.60 48.04% 
DB Schenker Logistics 86 100.57 101.23 37.21% 
Geodis Wilson 40 99.22 101.36 27.50% 
DHL Global Forwarding 217 98.60 98.31 32.26% 
CEVA Logistics 54 97.60 97.22 12.96% 
NYK Line 50 97.49 99.54 30.00% 
Panalpina 47 96.41 96.44 14.89% 
DSV 55 96.38 97.20 23.64% 
Bollore Logistics 30 96.22 97.11 33.33% 
Maersk Logistics 50 95.77 96.03 10.00% 
TNT 44 93.95 97.20 27.27% 
The companies listed below do not meet the criteria to be included in the award index.  However, the data is included in the rest 

of the study because we believe the data is directionally correct. 

Pilot 10 116.91 114.11 100.00% 
OEC 12 106.88 105.22 50.00% 
Kintetsu World Express (KWE) 20 104.48 104.92 55.00% 
JAS 19 103.65 101.72 57.89% 
Jeena & Company 14 102.71 100.59 42.86% 
SEKO Logistics 21 102.61 102.48 19.05% 
Cargo Partners 12 102.08 102.38 58.33% 
BDP International 13 101.48 102.86 46.15% 
Apollo LogiSolutions (ALS) 16 101.46 102.09 6.25% 
Pioneer Logistics Group  15 101.44 101.79 33.33% 
Qingdao Jet Marine Logistics (JMS) 15 101.34 101.93 46.67% 
Nippon Express 25 101.33 103.75 48.00% 
APL Logistics 13 100.88 103.42 30.77% 
Laufer 10 100.61 104.24 40.00% 
CW Logistics 11 100.59 101.07 36.36% 
COSCO (China Ocean Shipping Co.) 16 100.54 98.82 50.00% 
KGL Networks 10 99.59 100.53 70.00% 
Kim Ee Logistics 14 98.26 97.86 50.00% 
MSC 14 97.95 101.04 42.86% 
Agility 29 97.58 98.33 13.79% 
Toll Forwarding 15 96.86 99.12 26.67% 
OOCL 14 96.13 95.72 0.00% 
Logistics Plus 10 95.35 99.05 20.00% 
Pantos Logistics 11 94.97 95.18 27.27% 
TransWorld 13 94.85 94.17 23.08% 
Katolec 10 93.94 97.49 20.00% 
Hellmann 26 91.68 90.59 26.92% 
Schneider Logistics 10 90.24 90.98 0.00% 

 

* The MASTIO Quality Award is based on the Weighted Performance Score found in Column 2. 
**The average Net Promoter Score for the 6th Edition Global Freight Forwarding Study is 35.5% 
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Awards - THE MASTIO QUALITY AWARD 
 

Global Freight Forwarding Study 6th Edition – 2018 

Overall 
 

Category 
Overall Winner / Highest 

Score 
Companies Who Exceed the 

Industry Benchmark 

Overall UPS SCS 

C.H. Robinson 
DB Schenker Logistics 

Expeditors 
FedEx Trade Networks 

Kuehne & Nagel 
UPS SCS 

 

Awards are presented to companies who meet the criteria and pay the promotional fee for unlimited 
advertising and promotional use of the award and the MASTIO name. MASTIO will also present the 
award in-person and do other events as requested. 
 
 
 
 
 
 
 
 
 
 
 
 
 

Sample design of certification award that can be used for marketing purposes. 
 
 

Note: Awards are determined by the companies with the highest overall Customer Value Weighted 
Performance Score (not to be confused with the Overall Customer Value Score) that have also met a 
minimum of 30 ratings. 
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III. Comprehensive Net Promoter Analysis (NPS) 
 

The calculation for the Net Promoter Score is based on one question; “How likely would you be to 
recommend this company to a business associate?” and is calculated by taking the percentage of 
Promoters minus the percentage of Detractors.  

 

Net Promoter Score (NPS) = % of Promoters minus % of Detractors  

 
 

 

How likely would you be to recommend this company to 
a business associate? 

(1-not at all likely … 10-very likely) 
 

Classification Rating Received 

Promoter 9 or 10 

Passive 7 or 8 

Detractor 1 thru 6 

 
 
The NPS analysis provides an overall view on the performance of each company based solely on 
this one question.   
 

Note: Net Promoter is a registered trademark of Satmetrix Systems, Inc., Bain & Company and Fred 
Reichheld. 
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NPS Analysis 

Overall 
(Sorted Best-to-Worst by Net Promoter Score) 

Company 
# of 

Observations 
# of 

Promoters 
# of 

Detractors 
# of 

Passives 
Net Promoter 

Score 

Pilot 10 10 0 0 100.0% 

KGL Networks 10 7 0 3 70.0% 

Cargo Partners 12 8 1 3 58.3% 

JAS 19 13 2 4 57.9% 

Kintetsu World Express (KWE) 20 12 1 7 55.0% 

COSCO (China Ocean Shipping Co.) 16 8 0 8 50.0% 

Kim Ee Logistics 14 8 1 5 50.0% 

OEC 12 6 0 6 50.0% 

Expeditors 178 110 22 46 49.4% 

C.H. Robinson 54 33 7 14 48.2% 

FedEx Trade Networks 179 104 18 57 48.0% 

Nippon Express 25 14 2 9 48.0% 

UPS SCS 180 107 21 52 47.8% 

Qingdao Jet Marine Logistics (JMS) 15 8 1 6 46.7% 

BDP International 13 7 1 5 46.2% 

Jeena & Company 14 6 0 8 42.9% 

MSC 14 7 1 6 42.9% 

Kuehne & Nagel 156 87 22 47 41.7% 

Laufer 10 6 2 2 40.0% 

DB Schenker Logistics 86 44 12 30 37.2% 

CW Logistics 11 4 0 7 36.4% 

Bollore Logistics 30 13 3 14 33.3% 

Pioneer Logistics Group 15 5 0 10 33.3% 

DHL Global Forwarding 217 100 30 87 32.3% 

APL Logistics 13 4 0 9 30.8% 

NYK Line 50 22 7 21 30.0% 

Geodis Wilson 40 15 4 21 27.5% 

TNT 44 17 5 22 27.3% 

Pantos Logistics 11 4 1 6 27.3% 

Hellmann 26 10 3 13 26.9% 

Toll Forwarding 15 4 0 11 26.7% 

DSV 55 24 11 20 23.6% 

TransWorld 13 4 1 8 23.1% 

Katolec 10 5 3 2 20.0% 

Logistics Plus 10 2 0 8 20.0% 

SEKO Logistics 21 8 4 9 19.1% 

Panalpina 47 16 9 22 14.9% 

Agility 29 8 4 17 13.8% 

CEVA Logistics 54 18 11 25 13.0% 

Maersk Logistics 50 16 11 23 10.0% 

Apollo LogiSolutions (ALS) 16 5 4 7 6.3% 

OOCL 14 3 3 8 0.0% 

Schneider Logistics 10 2 2 6 0.0% 
 

Source: Mastio Global Freight Forwarding Study 6th Edition – 2018 
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NPS Analysis 
Overall 

(Sorted by Highest Percentage of Promoters) 
 

 
Company 

# of 
Observations 

% of 
Promoters 

% of 
Detractors 

% of 
Passives 

Net Promoter 
Score 

Pilot 10 100.0% 0.0% 0.0% 100.0% 

KGL Networks 10 70.0% 0.0% 30.0% 70.0% 

JAS 19 68.4% 10.5% 21.1% 57.9% 

Cargo Partners 12 66.7% 8.3% 25.0% 58.3% 

Expeditors 178 61.8% 12.4% 25.8% 49.4% 

C.H. Robinson 54 61.1% 13.0% 25.9% 48.2% 

Kintetsu World Express (KWE) 20 60.0% 5.0% 35.0% 55.0% 

Laufer 10 60.0% 20.0% 20.0% 40.0% 

UPS SCS 180 59.4% 11.7% 28.9% 47.8% 

FedEx Trade Networks 179 58.1% 10.1% 31.8% 48.0% 

Kim Ee Logistics 14 57.1% 7.1% 35.7% 50.0% 

Nippon Express 25 56.0% 8.0% 36.0% 48.0% 

Kuehne & Nagel 156 55.8% 14.1% 30.1% 41.7% 

BDP International 13 53.9% 7.7% 38.5% 46.2% 

Qingdao Jet Marine Logistics (JMS) 15 53.3% 6.7% 40.0% 46.7% 

DB Schenker Logistics 86 51.2% 14.0% 34.9% 37.2% 

COSCO (China Ocean Shipping Co.) 16 50.0% 0.0% 50.0% 50.0% 

Katolec 10 50.0% 30.0% 20.0% 20.0% 

MSC 14 50.0% 7.1% 42.9% 42.9% 

OEC 12 50.0% 0.0% 50.0% 50.0% 

DHL Global Forwarding 217 46.1% 13.8% 40.1% 32.3% 

NYK Line 50 44.0% 14.0% 42.0% 30.0% 

DSV 55 43.6% 20.0% 36.4% 23.6% 

Bollore Logistics 30 43.3% 10.0% 46.7% 33.3% 

Jeena & Company 14 42.9% 0.0% 57.1% 42.9% 

TNT 44 38.6% 11.4% 50.0% 27.3% 

Hellmann 26 38.5% 11.5% 50.0% 26.9% 

SEKO Logistics 21 38.1% 19.1% 42.9% 19.1% 

Geodis Wilson 40 37.5% 10.0% 52.5% 27.5% 

CW Logistics 11 36.4% 0.0% 63.6% 36.4% 

Pantos Logistics 11 36.4% 9.1% 54.6% 27.3% 

Panalpina 47 34.0% 19.2% 46.8% 14.9% 

CEVA Logistics 54 33.3% 20.4% 46.3% 13.0% 

Pioneer Logistics Group 15 33.3% 0.0% 66.7% 33.3% 

Maersk Logistics 50 32.0% 22.0% 46.0% 10.0% 

Apollo LogiSolutions (ALS) 16 31.3% 25.0% 43.8% 6.3% 

APL Logistics 13 30.8% 0.0% 69.2% 30.8% 

TransWorld 13 30.8% 7.7% 61.5% 23.1% 

Agility 29 27.6% 13.8% 58.6% 13.8% 

Toll Forwarding 15 26.7% 0.0% 73.3% 26.7% 

OOCL 14 21.4% 21.4% 57.1% 0.0% 

Logistics Plus 10 20.0% 0.0% 80.0% 20.0% 

Schneider Logistics 10 20.0% 20.0% 60.0% 0.0% 

 

Source: Mastio Global Freight Forwarding Study 6th Edition - 2018  
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NPS Analysis 
Overall 

(Sorted by Lowest Percentage of Detractors) 
 

Company 
# of 

Observations 
% of 

Promoters 
% of 

Detractors 
% of 

Passives 
Net Promoter 

Score 

Pilot 10 100.0% 0.0% 0.0% 100.0% 

KGL Networks 10 70.0% 0.0% 30.0% 70.0% 

COSCO (China Ocean Shipping Co.) 16 50.0% 0.0% 50.0% 50.0% 

OEC 12 50.0% 0.0% 50.0% 50.0% 

Jeena & Company 14 42.9% 0.0% 57.1% 42.9% 

CW Logistics 11 36.4% 0.0% 63.6% 36.4% 

Pioneer Logistics Group 15 33.3% 0.0% 66.7% 33.3% 

APL Logistics 13 30.8% 0.0% 69.2% 30.8% 

Toll Forwarding 15 26.7% 0.0% 73.3% 26.7% 

Logistics Plus 10 20.0% 0.0% 80.0% 20.0% 

Kintetsu World Express (KWE) 20 60.0% 5.0% 35.0% 55.0% 

Qingdao Jet Marine Logistics (JMS) 15 53.3% 6.7% 40.0% 46.7% 

Kim Ee Logistics 14 57.1% 7.1% 35.7% 50.0% 

MSC 14 50.0% 7.1% 42.9% 42.9% 

BDP International 13 53.9% 7.7% 38.5% 46.2% 

TransWorld 13 30.8% 7.7% 61.5% 23.1% 

Nippon Express 25 56.0% 8.0% 36.0% 48.0% 

Cargo Partners 12 66.7% 8.3% 25.0% 58.3% 

Pantos Logistics 11 36.4% 9.1% 54.6% 27.3% 

Bollore Logistics 30 43.3% 10.0% 46.7% 33.3% 

Geodis Wilson 40 37.5% 10.0% 52.5% 27.5% 

FedEx Trade Networks 179 58.1% 10.1% 31.8% 48.0% 

JAS 19 68.4% 10.5% 21.1% 57.9% 

TNT 44 38.6% 11.4% 50.0% 27.3% 

Hellmann 26 38.5% 11.5% 50.0% 26.9% 

UPS SCS 180 59.4% 11.7% 28.9% 47.8% 

Expeditors 178 61.8% 12.4% 25.8% 49.4% 

C.H. Robinson 54 61.1% 13.0% 25.9% 48.2% 

Agility 29 27.6% 13.8% 58.6% 13.8% 

DHL Global Forwarding 217 46.1% 13.8% 40.1% 32.3% 

DB Schenker Logistics 86 51.2% 14.0% 34.9% 37.2% 

NYK Line 50 44.0% 14.0% 42.0% 30.0% 

Kuehne & Nagel 156 55.8% 14.1% 30.1% 41.7% 

SEKO Logistics 21 38.1% 19.1% 42.9% 19.1% 

Panalpina 47 34.0% 19.2% 46.8% 14.9% 

Laufer 10 60.0% 20.0% 20.0% 40.0% 

DSV 55 43.6% 20.0% 36.4% 23.6% 

Schneider Logistics 10 20.0% 20.0% 60.0% 0.0% 

CEVA Logistics 54 33.3% 20.4% 46.3% 13.0% 

OOCL 14 21.4% 21.4% 57.1% 0.0% 

Maersk Logistics 50 32.0% 22.0% 46.0% 10.0% 

Apollo LogiSolutions (ALS) 16 31.3% 25.0% 43.8% 6.3% 

Katolec 10 50.0% 30.0% 20.0% 20.0% 
 

Source: Mastio Global Freight Forwarding Study 6th Edition - 2018 
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IV. Factors Driving the Company Selection Process 
In the MASTIO Report, we look at the importance that customers place on various attributes in two distinct 
ways. First, we ask respondents how important the attributes are in the decision to use one company over 
another. In addition, we look at how performance on an attribute correlates to two overall questions that are 
measured in the study – the “Overall Performance” and the respondent’s “Likelihood to Recommend” a 
company. Both customer need indicators are then plotted to determine which of the categories below best 
describes the importance of that attribute in the company selection process (please see Chapter 2 for more 
detail). Below are the findings based on the correlation of the attributes to the “Likelihood to Recommend” 
question. 
 

 
The following chart shows the correlation factors (an indication of derived importance) vs. the stated weights for 
all measured attributes (study questions).  The four quadrants of the chart show how various factors play in the 
customers' company selection decision process.  An attribute is plotted into a category based on its correlation to 
the overall question ‘how likely would you be to recommend this company to others?’ and its stated importance. 

 
 

 
 
 

Please reference the table on the following page for a complete listing of attributes and their corresponding 
categories.   
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Source: Mastio Global Freight Forwarding Study 6th Edition - 2018 
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V. Demographic Segments Covered 

 
The 1,508 interviews conducted in this study represent companies from around the world.  
Respondents used in this study are key decision makers in the companies they represent.  
 
Demographic data for the respondents in the study are included in 19 customer segments within the 
following categories: 
 
 

CATEGORY SEGMENTS COVERED 

Overall  Industry  All respondents 

Shipment Volume 
(monthly transactions) 

 1 - 10 Transactions Per Month 

 11 - 40 Transactions Per Month 

 41 - 75 Transactions Per Month 

 76 - 100 Transactions Per Month 

 Over 100 Transactions Per Month 

Principal Shipping Type 
 Air 

 Ocean 

Geographic Location 

 Asia 

 Australia 

 Europe 

 North America 

 South America 

Industry/Market 

 Manufacturing 

 Retail 

 High-Technology 

 Pharmaceuticals 

 Wholesale Trade 

 Other Industries 

 
 
 
Chapter 2 (Customer Needs and Inferential Statistics) and Chapter 3 (Company Utilization) are 
segmented into the above groups for your analysis.   
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VI. Companies Included in the Study 
Below are 43 companies in alphabetical order that are represented in this report and the default 
configuration file of Mastio’s proprietary software.  The table displays the number of observations for 
each company.  Please see Chapter 3 (Company Utilization) for a detailed analysis on the number 
of respondents which constitute the total observations for a company. 

 

Company 
# of 

Observations 
 

Company 
# of 

Observations 

Agility 29  Kintetsu World Express (KWE) 20 

APL Logistics 13  Kuehne & Nagel 156 

Apollo LogiSolutions (ALS) 16  Laufer 10 

BDP International 13  Logistics Plus 10 

Bollore Logistics 30  Maersk Logistics 50 

C.H. Robinson 54  MSC 14 

Cargo Partners 12  Nippon Express 25 

CEVA Logistics 54  NYK Line 50 

COSCO (China Ocean Shipping Co.) 16  OEC 12 

CW Logistics 11  OOCL 14 

DB Schenker Logistics 86  Panalpina 47 

DHL Global Forwarding 217  Pantos Logistics 11 

DSV 55  Pilot 10 

Expeditors 178  Pioneer Logistics Group  15 

FedEx Trade Networks 179 
 Qingdao Jet Marine Logistics 

(JMS) 15 

Geodis Wilson 40  Schneider Logistics 10 

Hellmann 26  SEKO Logistics 21 

JAS 19  TNT 44 

Jeena & Company 14  Toll Forwarding 15 

Katolec 10  TransWorld 13 

KGL Networks 10  UPS SCS 180 

Kim Ee Logistics 14    

 
There are numerous companies with ratings in the study that are not included in the printed version of 
this book due to the lack of observations.  These companies may be added using Mastio’s proprietary 
software for further analysis.  Please note that the responses to open-ended questions are also included 
for these companies. 
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VII. Using the Segmentation Software to Conduct Your Own Analysis 
 

Introduction 
The proprietary segmentation software is included with this report.  After you have installed the 
software you can conduct your own analysis of the data.  We encourage you to contact us at 816-364-
6200 so you can learn how to use this tool efficiently. 
 
The main analytical analysis tools are: 

 A Benefit Profile (pages 15 thru 19) that quantifies the performance of companies on all 
factors measured and the weights respondents assign to each factor when making the 
supplier selection decision. 

 A Value Map (pages 20 thru 23) illustrating how companies are competitively positioned - 
based on respondents perceptions of benefit and price performance for each company. 

 A Head-to-Head Analysis (pages 24 thru 26) that shows the strengths and weaknesses 
found between one company versus another for each individual attribute. 

The exhibits on the following pages are based on the companies with the largest number of ratings and 
are provided as an example of the exhibits you will be able to generate by using Mastio’s proprietary 
segmentation software.   
 
NOTE: Unlike the Net Promoter Score which remains constant when you analyze various companies, the CV scores 
are dynamic and therefore the score can change because it is a percentage of average of the data (companies) 
included in the analysis.  For example, the score will change based on the companies selected and the segmentations 
chosen for analysis.   
 
MASTIO awards require at least 30 observations to be considered eligible; however, we have included companies in 
this book with less than 30 observations because we believe the data is directionally correct. The software (the 
electronic version of the study) allows the inclusion of all the companies rated regardless of the number of ratings. 
 

MASTIO suggests that whenever possible a minimum sample size (n) of 30 should be used for our studies. This is 
based on a rule of thumb generally accepted by statisticians that the Central Limit Theorem can be safely applied 
when n = 30. The Central Limit Theorem states that the distribution of the sample mean for samples of 30+ is 
normal - no matter what the population distribution looks like. This allows statistical inferences to be made about 
the population mean even when the population distribution is not known. 

 

 
 

Mastio Tool Set Tip 
 
We recommend that you use the powerful segmenting capabilities of Mastio’s proprietary software, 
which provides the ability to conduct independent analyses for any number of companies. 
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Benefit Profile  

 
This analysis is comprised of two sections The Market-Perceived Quality & the Market-Perceived Price. The 
profile lists all the non-price & price attributes (factors) that are included in this study. The customer weights for 
each of these decision making attributes is listed (using a scale of 1 to 10, where 1=not important at all and 
10=very important). The performance scores of the various companies selected for analysis (using a scale of 1 to 
10) is listed as well. The profile also includes the cost / benefit trade-off percentage that customers stated they 
use to make their purchase decision. The profile calculates several weighted measures such as The Market-
Perceived Weighted Performance Score, The Market-Perceived Weighted Cost Score and the Overall Value 
Score. These SCORES show how your company compares (better or worse) versus competitors selected for 
analysis. Below is an example of a Benefit Profile. 

 

(See Exhibit 1 on Page 16) 
 
 

 

 

Benefit Ratio Profile 
 
The Benefit Ratio Profile is based on the Benefit Profile discussed above. To calculate a company’s overall 
weighted performance score, the weight (%) on each attribute is multiplied by the performance score (1-10) and 
the result for all the attributes is summed. The weighted score is compared to average where a resultant index of 
100 is equal to average. Scores greater than 100 represent above average benefit performance and scores below 
100 represent below average performance - as perceived by customers. 

 
(See Exhibit 2 on Page 17) 
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Which factors matter 
to customers?

How much do the 
factors matter?

How well do we and our 
competitors perform?

 
Exhibit 1 
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Exhibit 2 
 

 
 



Page 18 
 

Copyright Mastio & Company 2018.  All Rights Reserved. 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

(This page intentionally left blank.) 



Page 19 
 

Copyright Mastio & Company 2018.  All Rights Reserved. 

Benefit Profile Exercise 
 
Using the Benefit Profiles on preceding pages, as an example, you can generate a benefit profile on your 
company using Mastio’s proprietary software. With this information, you should be able to complete the 
following worksheet. 
 

1) What factors do customers value in an offering? (See Chapter 2 - Customer Needs as well) 
 

_________________________________________________________________________ 
 

2) What factors are customers willing to trade off? (See Chapter 2 - Customer Needs as well)  
 

_________________________________________________________________________ 
 
3) Which factors will have the greatest impact on your ability to win and retain more business? 

 
_________________________________________________________________________ 

 
4) What are the perceived strengths and weaknesses of you and alternative companies? 

 
_________________________________________________________________________ 
 
5) What are your most powerful improvement opportunities in an absolute sense and relative to 

competitors? 
 
_________________________________________________________________________ 
 
6) What strengths should be leveraged? 
 
_________________________________________________________________________ 
 
7) Which companies are the most cost competitive?  

 
_________________________________________________________________________ 
 
8) How large a role does price play in the purchasing decision?  
 
_________________________________________________________________________ 
 
 
Mastio Tool Set Tip 
 

We recommend that you use the powerful segmenting capabilities of Mastio’s proprietary software, 
which provides the ability to conduct independent analyses.  Specifically, generate a Supplier Value 
Map of your offering vs. any set of key competitors that directly compete in targeted markets and/or 
segments. 
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Fair Value Line

Value Map - Is a visual picture of the profile of how the customers’ decision is made among several 
contending companies. The value map places your company and each of the selected competitors on a chart by 
plotting the market perceived quality (benefits) score (x-axis) and the market-perceived price score (y-axis) from 
the Profile. Running diagonally across the chart is “The Fair Value Line” which its slope reflects the relative 
weights customers place on costs and benefits. It is a measure of the tradeoffs customers are willing to make to 
obtain more benefits or lower cost in an offering. In effect, the Fair Value Line is a line at which a competitor 
would neither gain nor lose market share if they moved along it. The area above and to the left of the line is the 
area of “inferior value”, where a company’s performance is too poor to justify its price (companies in this area 
would be expected to lose market share). The area below and to the right of the line is the desirable area of 
“superior value”, where performance exceeds what would be expected at the price charged. Companies in this 
superior area of the chart should be expected to gain market share. The lower left portion of the Map is 
considered an Economy Position (customers perceive companies to be offering a “lower price – lower benefit”) 
while the upper right portion of the map is considered a Premium Position (customers perceive companies to be 
offering, “higher price – higher benefit”). Remember, what customers want is a good “value” with value being 
defined by the ratio of Benefits to Prices. Any company that moves significantly to the right of the fair value 
line has the potential to outmaneuver their competitors and gain market share. 

 
Exhibit 3 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Note:  Mastio’s proprietary software allows you to pick your company as the focus company and any number of 

competitors to perform a customized analysis. 



Page 21 
 

Copyright Mastio & Company 2018.  All Rights Reserved. 

Reading the Value Map 
 
Customers consider two major factors when making a supplier selection decision: price and benefits.  
Benefits include all non-price attributes of the product, service, relationship, and image that are 
important to the customer. The customer’s perception of a company’s Price (see vertical or “y” axis on 
the Supplier Value Map) and Benefits (horizontal or “x” axis) are plotted as shown in the example on 
the previous page.  The lower left portion of the Map is occupied by those offerings that customers 
perceive to be “lower price – lower benefit” offerings - relative to other positions on the map.  Moving 
to the upper right portion of the map you will find offerings that achieve a perception of “higher price 
– higher benefit”.  Remember, what customers want is a good “value”. Value is defined by the ratio of 
Benefits to Prices. 
 
Identifying offerings that represent a solid value is intuitive when looking at a Value Map. The 
offerings that occupy a position below and to the right of the “Fair Value Line” (see Value Map) are 
perceived to provide relatively high benefits for their price.  To understand how the Fair Value Line is 
determined, consider the point on the Map where the two “crosshairs” meet.  The crosshair that 
extends vertically from the Benefits Axis represents the average benefits score of all the competitor 
scores in the Benefit Profile (benefit score of 100.00).  Similarly, the crosshair extending horizontally 
from the Price axis represents the average price score of all the competitor scores in the Supplier 
Benefit Profile (price score of 100.00).  This point represents an offering that would provide average 
Benefits for an average Price in the marketplace. This point is a “fair value point”, because it is 
inherently “fair” to receive average Benefits for an average Price.  The “Fair Value Line” is drawn 
through this “fair value point”. The slope of the line represents the Price-Benefit trade-off that 
customers make when making the supplier selection decision.    
 
The Value map allows managers to quickly assess how customers perceive their offerings.  Do 
customers see them offering a premium service or merely an expensive one?  Similarly, you can easily 
determine which services are economy products and which are good or poor values.  
 
Once you understand how your offering is “positioned” in the minds of customers within a target 
market, you can then use the Value Map to facilitate strategy discussions.   
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Value Map Exercise 
 
Using the Value Map on the previous pages, as an example, you can generate a Value Map on your 
company and the competitors of your choice using Mastio’s proprietary software.  With this 
information, you should be able to complete this worksheet. 

 
1. How do customers perceive your services? Economy or Premium? Good value or poor value?  

___________________________________________________________________ 
 
___________________________________________________________________ 

 
2. Who are your toughest competitors? 

 
___________________________________________________________________ 
 
___________________________________________________________________ 
 

3. Which competitors are gaining in strength?  
 
___________________________________________________________________ 

 
___________________________________________________________________ 
 

4. Which competitors are most vulnerable? 
 
___________________________________________________________________ 
 
___________________________________________________________________ 

 
5. Where do you, as a company, want to position your services relative to our competitors?   

 
___________________________________________________________________ 

 
___________________________________________________________________ 

 

Mastio Tool Set Tip 
 

We recommend that you use the powerful segmenting capabilities of Mastio’s proprietary software, 
which provides the ability to conduct independent analyses.  Specifically, generate a Supplier Value 
Map of your offering vs. any set of key competitors that directly compete in targeted markets and/or 
segments. 
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Head-to-Head Analysis – MASTIO examines how a company is performing vs. competitors in two 
distinct ways. This particular method is what we call All Ratings Head-to-Head. This type of Head-to-Head 
analysis is based on all the ratings of the two selected companies and/or average of several companies. This 
Head-to-Head displays where your company is performing better or worse in relation to individual competitors 
on each of the decision-making attributes. Bars extending horizontally to the right of the zero mark show 
strengths. Weaknesses are shown as bars extending to the left of the zero mark. The length of the bar indicates 
the comparative size of the advantage or disadvantage. The findings of this analysis will help you decide what 
performance improvements are needed and strengths to leverage against the competition. 

 
Exhibit 4 

Company A vs. Company B 
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MASTIO also provides a Head- to-Head analysis based on Only Shared Customers. This Head-to-
Head analysis is based only on customers that are shared between the selected companies and shows 
your company’s performance in relation to competition and by showing the actual number of ratings 
customers actually scored them on using a scale of 1 to 10. The findings of this analysis will help you 
decide where performance improvements are needed and strengthened to leverage against competitors.  

 

Exhibit 5 

 
Secure chain of custody. 
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Head-to-Head Exercise 
 
Using the Head-to-Head Analysis feature of the MASTIO Tool Set you can locate your company’s 
position relative to your competitors and answer the following questions: 
 

1. How do you perform in head-to-head competition against your strongest competitors?  
 

___________________________________________________________________________ 
 

2. On which features do you win?  
 

___________________________________________________________________________ 
 

3. On which do you lose? 
 

___________________________________________________________________________ 
 

4. What are the strengths that your sales people should stress in head-to-head situations?  
 

___________________________________________________________________________ 
 

5. Which factors should you target for improvement? 
 

___________________________________________________________________________ 
 
 
Mastio Tool Set Tip  
 
Please note that by using Mastio’s proprietary software you can construct a Head-to-Head Analysis of your 
company against any key competitors or the average of a set of competitors that you select. You can base the 
chart on the perceptions of any segment of customers included this study. 
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Chapter 1 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Segmentation 

 

Customer Segmentation 
Demographic data for the 1,508 respondents in the study are included in 19 customer groups 
located within the following categories: 
 

• Overall      (all respondents) 

• Average Number of Monthly Transactions (five ranges) 

• Principal Shipment Type (Air vs. Ocean) (two groups) 

• Geographical Locations   (five regions) 

• Industry/Market    (six types) 

 
Chapters 2 (customer needs and inferential statistics) and 3 (forwarder utilization) of this report 
are segmented into the above groups for your review.  The following exhibits (1-1 thru 1-4) 
provide a detailed demographic breakdown of the respondents in the study. 
 
 
 
 
 
 
 
 
 
 
 
 
 

MASTIO Tool Set Tip 
 
The powerful segmenting capabilities MASTIO’s Tool Set software provides the ability to combine any 
of the above groups into a very detailed analysis of the study data. 
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Global Freight Forwarding Study 6th Edition - 2018

0 100 200 300 400 500

Unknown

Over 100 Transactions per Month

76 - 100 Transactions per Month

41 - 75 Transactions per Month

11 - 40 Transactions per Month

1 - 10 Transactions per Month

Unknown
Over 100

Transactions per
Month

76 - 100
Transactions per

Month

41 - 75
Transactions per

Month

11 - 40
Transactions per

Month

1 - 10 Transactions
per Month

Respondents 11 496 114 167 356 364

Respondent Shipment Volume

Overall

Customer Segmentation 
 
Shipment Volume (Monthly Transactions) 

Five ranges of average monthly shipments were used.  They include the following: 
 
 

 

Shipment Volume Groups 
 

Group Count Percent 
1 - 10 Transactions per Month 364 24% 
11 - 40 Transactions per Month 356 24% 
41 - 75 Transactions per Month 167 11% 
76 - 100 Transactions per Month 114 8% 
Over 100 Transactions per Month 496 33% 
Unknown 11 1% 

1,508 100% 

 
 
 
 

Exhibit 1-1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source:  MASTIO Global Freight Forwarding Study 6th Edition - 2018 
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Global Freight Forwarding Study 6th Edition - 2018

0 200 400 600 800 1,000 1,200

Split 50/50

Primarily Ocean Shipping
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Split 50/50 Primarily Ocean Shipping Primarily Air Shipping
Respondents 60 1,126 322

Respondent Principal Shipment Type

Overall

Customer Segmentation 
 
Principal Shipment Types (Air vs. Ocean) 

Respondents were classified by whether they typically ship their products by air or by ocean. 
 

 

Principal Shipment Type Categories 
 

Type Count Percent 
Primarily Air Shipping 322 21% 
Primarily Ocean Shipping 1,126 75% 
Split 50/50  60 4% 

1,508 100% 
 

 
 
 

Exhibit 1-2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source:  MASTIO Global Freight Forwarding Study 6th Edition - 2018 
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Global Freight Forwarding Study 6th Edition - 2018
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Respondent Geographical Region Distribution

Overall

Customer Segmentation 
 
Geographic Regions 

The geographic customer segments include five regions.  The following page provides a 
breakdown of which countries are found in each region. 
 
 

Geographic Region Groups 
 

Region Count Percent 
Asia 363 24%
Australia 20 1%
Europe 404 27%
North America 710 47%
South America 11 1%

1,508 100%
 

 
 
 

Exhibit 1-3 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source:  MASTIO Global Freight Forwarding Study 6th Edition - 2018 
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Customer Segmentation 
 
 
 

Geographic Regions 

Five geographic categories were chosen based on the country in which each respondent is 
located.  These geographic areas are: 
 

 
 Asia    (China, Hong Kong, India, Japan, Korea, Singapore,  
        Turkey, Viet Nam ) 
 Australia    (Australia) 
 Europe    (Belgium, Czech, France, Germany, Hungary, Italy, Netherlands,  

         Switzerland, United Kingdom) 
 North America     (Canada, Mexico, United States of America) 
 South America   (Brazil, Chile, Argentina) 
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Global Freight Forwarding Study 6th Edition - 2018
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Respondents 91 232 53 52 155 925

Respondent Industry/Market Type

Overall

Customer Segmentation 
 
Industry/Market Types 

Respondents were classified by the industry that they operate in. 
 

 

Principal Industry/Market Categories 
 

Type Count Percent 
Manufacturing 925 61% 
Retail 155 10% 
High-Technology 52 3% 
Pharmaceuticals 53 4% 
Wholesale Trade 232 15% 
Other 91 6% 

1,508 100% 
 

 
 
 

Exhibit 1-4 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source:  MASTIO Global Freight Forwarding Study 6th Edition - 2018 
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Chapter 2 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs and Inferential Statistics 

 
Overview 

This chapter provides an in-depth look at the factors that influence the decision making process 
of customers when arranging shipments with global freight forwarders.  First, attributes that have 
been rated on a scale from 1 to 10 are reviewed (10-critically important, 5-important, 1-not at all 
important), then an objective look on customer needs is viewed through the correlation of 
attributes and overall performance measurements, and finally information is analyzed from the 
respondents weighting of price vs. non-price factors.  The following sections discuss each of 
these in detail. 
 
 
Section 1 - Customer Needs 

This section contains an analysis of customer ratings for the importance of 33 freight forwarding 
service attributes.  These need attributes have been arranged in order of descending importance 
for each of 10 customer groups.  (beginning on page 2-2) 
 
 
Section 2 - Inferential Statistics Overview 

This section provides an examination of the relationships between individual company 
performance attributes with the responses to the overall performance measurements.  A 
respondent’s assessment of the importance of an attribute is subjective.  Section one contains the 
results of the direct examination of respondents about their assessment of each attribute’s 
importance.  This section is dedicated to an objective measurement of the importance of the 
performance attributes.   (beginning on page 2-27) 
 
 
Section 3 - Stated Importance of Price vs. Non-price Factors  

This section displays the weight that customers put on price vs. non-price factors when making 
decisions determining their forwarder(s) of choice for freight forwarding.  Statistics for each of 
the demographic groups located in the study are included.  (beginning on page 2-47) 
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Section 1 - Customer Needs 

Customer need attributes (section 1) are the specific areas of service in which customers identify 
differences in their needs.  For each of these customer need attributes respondents indicated their 
opinion of the importance of that attribute.  Importance scores were collected on a one to ten 
rating scale with increased importance indicated by higher values.  Data was collected for 33 
individual customer need attributes. 

 
Critical Attribute Summary 

Exhibit 2-1 contains the number of respondents rating the importance of a particular attribute as 
“10” or “critically important”.   
 
 

Customer Segmentation Groups 

Exhibits 2-2 through 2-20 contain the customer needs results for each of the following customer 
groups. 
 
 
 
Overall Customer Group 

The overall group is the unsegmented group containing all respondents/customers. 
 
 
 
Principal Shipment Type 

Customers have been divided into the following two groups according to their stated principal 
shipment type. 
 

 Air 

 Ocean 

 
 
Shipment Volume 

Customers have been divided into the following five groups according to their stated average 
number of shipments per month. 
 

 1 – 10 Shipments Per Month 

 11 – 40 Shipments Per Month 

 41 – 75 Shipments Per Month 

 76 – 100 Shipments Per Month 

 More than 100 Shipments Per Month 
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Geographic Regions 

Five geographic categories were chosen, based on the country in which each respondent is 
located.  These geographic areas are: 
 

 Asia  (China, Hong Kong, India, Japan, Korea, Singapore, Turkey, Viet 
Nam) 

 Australia (Australia) 

 Europe  (Belgium, Czech Republic, France, Germany, Hungary, Italy, 
Netherlands, Switzerland, United Kingdom) 

 North America  (Canada, Mexico, United States of America) 

 South America (Brazil, Chile, Argentina) 

 
 
Industry/Market Type 

Customers have been divided into the following groups according to the stated industry in which 
their company operates. 
 

 Manufacturing 

 Retail 

 High-Technology 

 Pharmaceuticals 

 Wholesale Trade 

 Other Industries 

 
 

MASTIO Tool Set Tip 
 

We recommend that you use the powerful segmenting capabilities of the Mastio’s 
proprietary software for an in-depth analysis of the customer needs for any of the 
above groups or for any combination of these groups. 
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Electronic Edition (Microsoft® Excel® Spreadsheets) 

In addition to the exhibits on the following pages, the customer needs data from the study is 
included in spreadsheet form for additional analysis.  The spreadsheet is installed during the 
installation of the Mastio Tool Set software that is included with the purchase of this study.  The 
spreadsheet (GFF6_Customer Needs.xlsx) can be found in a folder that was installed on the 
desktop of your computer.   
 
Please refer to the documentation that is provided for each of the spreadsheets included with the 
study.  The documentation includes complete descriptions of the contents of each column in each 
of the spreadsheets provided.  This documentation is in the Adobe Acrobat format and can 
be found in a folder that was installed on the desktop of your computer. 
 
The instructions above assume that the software and spreadsheet files were installed on drive 
“C”.  Substitute the drive letter appropriate for your installation if necessary. 
 
 

Electronic Edition  
Sample Spreadsheet from a MASTIO Industry-Wide Study 
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Exhibit 2-1 
 

Global Freight Forwarding Study 6th Edition - 2018 
Customer Needs 

Critical Benefit Attribute Summary 

Top Box 
Rank 

 
Need Attribute 

Respondent 
"Top-Box" 

Count1 

Percentage 
of “Top Box” 
Responses2 

1 Shipments are delivered with no shortages or damage. 736 50.1 
2 Easy to contact the right person for help. 692 46.1 
3 Overall execution of pick-up and delivery. 654 44.8 
4 Accurate invoices and statements. 615 44.2 
5 Global compliance. 603 43.4 
6 Effective problem resolution. 646 43.2 
7 Highly trusted freight forwarder. 638 42.9 
8 Ability to accurately track shipments from origin to destination. 623 42.5 
9 Secure chain of custody. 592 41.9 
10 Timely notification of delays. 612 41.3 
11 Tracking occurs at the appropriate level (P.O./SKU/Container). 560 40.2 
12 Knowledgeable and helpful representatives. 592 39.6 
13 Customer service staff is courteous and professional. 586 39.3 
14 Overall value for the money you spend. 528 38.7 
15 Competitive rates. 527 38.6 
16 Pickup & Delivery is courteous and professional. 539 38.5 
17 Willingness to go the extra mile. 556 37.7 
18 Supply chain expertise. 519 36.9 
19 Provides day specific transit time commitments. 509 35.2 
20 Consistency of service around the world. 476 34.0 
21 Strong positive corporate image and reputation. 487 33.7 
22 Flexibility of service options. 472 33.6 
23 Accessorial and surcharge prices. 417 33.6 
24 Speed of obtaining a rate quote. 469 33.5 
25 Timeliness of invoices. 388 33.4 
26 Systems and tools are valuable. 442 33.3 
27 Strong commitment to CSR (corporate social responsibility). 362 29.5 
28 System reporting capability is valuable. 336 28.8 
29 Quick response to EDI or system enhancements. 281 26.8 
30 Proactively brings me specific solutions to improve my business. 360 26.6 
31 Flexible online booking system. 283 26.0 
32 Internal system support and development. 254 24.6 
33 Provides educational opportunities. 260 21.5 

 

Note:  data is from all 1,508 respondents that rated the importance of the individual benefit attributes when 
dealing with a global freight forwarder. 
 

1 Number of respondents rating the importance of the benefit attribute as "10" or "critically important" based on 
the following scale: 1 = "not important at all" to 10 = "critically important" 
 

2 Percentage of respondents that rated a particular attribute a “10” or “critically important”. 
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Exhibit 2-2 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Overall (1501 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 8.99 

2 Easy to contact the right person for help. 8.94 

3 Overall execution of pick-up and delivery. 8.88 

4 Effective problem resolution. 8.87 

5 Accurate invoices and statements. 8.82 

6 Highly trusted freight forwarder. 8.82 

7 Ability to accurately track shipments from origin to destination. 8.81 

8 Timely notification of delays. 8.78 

9 Global compliance. 8.76 

10 Overall value for the money you spend. 8.75 

11 Secure chain of custody. 8.75 

12 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.74 

13 Competitive rates. 8.74 

14 Knowledgeable and helpful representatives. 8.72 

15 Supply chain expertise. 8.69 

16 Pickup & delivery is courteous and professional. 8.68 

17 Customer service staff is courteous and professional. 8.67 

18 Willingness to go the extra mile. 8.65 

19 Consistency of service around the world. 8.56 

20 Provides day specific transit time commitments. 8.56 

21 Flexibility of service options. 8.56 

22 Speed of obtaining a rate quote. 8.55 

23 Accessorial and surcharge prices. 8.53 

24 Timeliness of invoices. 8.52 

25 Systems and tools are valuable. 8.51 

26 Strong positive corporate image and reputation. 8.37 

27 System reporting capability is valuable. 8.35 

28 Strong commitment to CSR (corporate social responsibility). 8.33 

29 Flexible online booking system. 8.27 

30 Quick response to EDI or system enhancements. 8.26 

31 Proactively brings me specific solutions to improve my business. 8.18 

32 Internal system support and development. 8.16 

33 Provides educational opportunities. 7.62 
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Exhibit 2-3 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

1 - 10 Transactions per Month (359 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.55 

2 Accurate invoices and statements. 9.36 

3 Easy to contact the right person for help. 9.35 

4 Effective problem resolution. 9.33 

5 Overall execution of pick-up and delivery. 9.32 

6 Ability to accurately track shipments from origin to destination. 9.29 

7 Highly trusted freight forwarder. 9.28 

8 Competitive rates. 9.27 

9 Secure chain of custody. 9.24 

10 Global compliance. 9.23 

11 Timely notification of delays. 9.22 

12 Knowledgeable and helpful representatives. 9.18 

13 Overall value for the money you spend. 9.18 

14 Customer service staff is courteous and professional. 9.10 

15 Tracking occurs at the appropriate level (P.O./SKU/Container). 9.08 

16 Pickup & delivery is courteous and professional. 9.07 

17 Supply chain expertise. 9.03 

18 Willingness to go the extra mile. 9.03 

19 Consistency of service around the world. 8.98 

20 Accessorial and surcharge prices. 8.96 

21 Timeliness of invoices. 8.93 

22 Speed of obtaining a rate quote. 8.92 

23 Provides day specific transit time commitments. 8.90 

24 Flexibility of service options. 8.89 

25 Systems and tools are valuable. 8.81 

26 Strong positive corporate image and reputation. 8.58 

27 System reporting capability is valuable. 8.54 

28 Flexible online booking system. 8.51 

29 Strong commitment to CSR (corporate social responsibility). 8.41 

30 Quick response to EDI or system enhancements. 8.29 

31 Proactively brings me specific solutions to improve my business. 8.17 

32 Internal system support and development. 8.11 

33 Provides educational opportunities. 7.31 
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Exhibit 2-4 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

11 - 40 Transactions per Month (355 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.09 

2 Easy to contact the right person for help. 9.01 

3 Overall execution of pick-up and delivery. 9.01 

4 Effective problem resolution. 8.97 

5 Highly trusted freight forwarder. 8.92 

6 Ability to accurately track shipments from origin to destination. 8.89 

7 Overall value for the money you spend. 8.88 

8 Secure chain of custody. 8.87 

9 Accurate invoices and statements. 8.87 

10 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.86 

11 Timely notification of delays. 8.85 

12 Knowledgeable and helpful representatives. 8.81 

13 Customer service staff is courteous and professional. 8.79 

14 Pickup & delivery is courteous and professional. 8.79 

15 Global compliance. 8.78 

16 Supply chain expertise. 8.74 

17 Competitive rates. 8.69 

18 Willingness to go the extra mile. 8.64 

19 Provides day specific transit time commitments. 8.63 

20 Timeliness of invoices. 8.62 

21 Consistency of service around the world. 8.58 

22 Flexibility of service options. 8.58 

23 Speed of obtaining a rate quote. 8.57 

24 Accessorial and surcharge prices. 8.51 

25 Strong commitment to CSR (corporate social responsibility). 8.47 

26 Systems and tools are valuable. 8.39 

27 System reporting capability is valuable. 8.39 

28 Strong positive corporate image and reputation. 8.37 

29 Quick response to EDI or system enhancements. 8.26 

30 Flexible online booking system. 8.25 

31 Proactively brings me specific solutions to improve my business. 8.16 

32 Internal system support and development. 8.13 

33 Provides educational opportunities. 7.38 
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Exhibit 2-5 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

41 - 75 Transactions per Month (167 Respondents) 

Rank Attribute Score

1 Easy to contact the right person for help. 8.89 

2 Highly trusted freight forwarder. 8.86 

3 Shipments are delivered with no shortages or damage. 8.80 

4 Secure chain of custody. 8.80 

5 Overall execution of pick-up and delivery. 8.80 

6 Accurate invoices and statements. 8.75 

7 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.75 

8 Effective problem resolution. 8.74 

9 Global compliance. 8.72 

10 Timely notification of delays. 8.69 

11 Ability to accurately track shipments from origin to destination. 8.69 

12 Willingness to go the extra mile. 8.67 

13 Speed of obtaining a rate quote. 8.67 

14 Supply chain expertise. 8.66 

15 Overall value for the money you spend. 8.58 

16 Customer service staff is courteous and professional. 8.57 

17 Timeliness of invoices. 8.56 

18 Competitive rates. 8.56 

19 Flexibility of service options. 8.55 

20 Systems and tools are valuable. 8.55 

21 Knowledgeable and helpful representatives. 8.53 

22 Pickup & delivery is courteous and professional. 8.51 

23 Consistency of service around the world. 8.50 

24 Accessorial and surcharge prices. 8.44 

25 Provides day specific transit time commitments. 8.43 

26 Strong commitment to CSR (corporate social responsibility). 8.37 

27 Strong positive corporate image and reputation. 8.36 

28 Proactively brings me specific solutions to improve my business. 8.34 

29 Quick response to EDI or system enhancements. 8.31 

30 System reporting capability is valuable. 8.24 

31 Internal system support and development. 8.13 

32 Flexible online booking system. 8.10 

33 Provides educational opportunities. 7.62 

 



 

 
 

Copyright Mastio & Company 2018.  All rights reserved. 

Page 2-11

Exhibit 2-6 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

76 - 100 Transactions per Month (114 Respondents) 

Rank Attribute Score

1 Effective problem resolution. 8.77 

2 Easy to contact the right person for help. 8.73 

3 Global compliance. 8.68 

4 Timely notification of delays. 8.67 

5 Ability to accurately track shipments from origin to destination. 8.66 

6 Pickup & delivery is courteous and professional. 8.65 

7 Shipments are delivered with no shortages or damage. 8.63 

8 Overall value for the money you spend. 8.59 

9 Overall execution of pick-up and delivery. 8.58 

10 Customer service staff is courteous and professional. 8.58 

11 Knowledgeable and helpful representatives. 8.56 

12 Accurate invoices and statements. 8.56 

13 Highly trusted freight forwarder. 8.56 

14 Supply chain expertise. 8.55 

15 Willingness to go the extra mile. 8.54 

16 Flexibility of service options. 8.46 

17 Provides day specific transit time commitments. 8.46 

18 Competitive rates. 8.46 

19 Consistency of service around the world. 8.43 

20 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.40 

21 Secure chain of custody. 8.40 

22 Systems and tools are valuable. 8.39 

23 Speed of obtaining a rate quote. 8.35 

24 Accessorial and surcharge prices. 8.32 

25 Strong positive corporate image and reputation. 8.28 

26 Proactively brings me specific solutions to improve my business. 8.27 

27 Timeliness of invoices. 8.26 

28 System reporting capability is valuable. 8.24 

29 Strong commitment to CSR (corporate social responsibility). 8.17 

30 Quick response to EDI or system enhancements. 8.16 

31 Flexible online booking system. 8.05 

32 Internal system support and development. 8.04 

33 Provides educational opportunities. 7.68 
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Exhibit 2-7 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Over 100 Transactions per Month (496 Respondents) 

Rank Attribute Score

1 Easy to contact the right person for help. 8.65 

2 Shipments are delivered with no shortages or damage. 8.64 

3 Overall execution of pick-up and delivery. 8.55 

4 Competitive rates. 8.53 

5 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.51 

6 Effective problem resolution. 8.50 

7 Accurate invoices and statements. 8.50 

8 Global compliance. 8.47 

9 Ability to accurately track shipments from origin to destination. 8.47 

10 Timely notification of delays. 8.47 

11 Overall value for the money you spend. 8.46 

12 Supply chain expertise. 8.46 

13 Highly trusted freight forwarder. 8.44 

14 Systems and tools are valuable. 8.43 

15 Knowledgeable and helpful representatives. 8.42 

16 Willingness to go the extra mile. 8.40 

17 Secure chain of custody. 8.38 

18 Pickup & delivery is courteous and professional. 8.37 

19 Accessorial and surcharge prices. 8.34 

20 Flexibility of service options. 8.34 

21 Provides day specific transit time commitments. 8.32 

22 Customer service staff is courteous and professional. 8.31 

23 Consistency of service around the world. 8.30 

24 Timeliness of invoices. 8.29 

25 System reporting capability is valuable. 8.28 

26 Speed of obtaining a rate quote. 8.27 

27 Flexible online booking system. 8.25 

28 Strong positive corporate image and reputation. 8.25 

29 Quick response to EDI or system enhancements. 8.24 

30 Strong commitment to CSR (corporate social responsibility). 8.22 

31 Internal system support and development. 8.21 

32 Proactively brings me specific solutions to improve my business. 8.10 

33 Provides educational opportunities. 7.89 
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Exhibit 2-8 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Primarily Air Shipping (320 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.47 

2 Overall execution of pick-up and delivery. 9.41 

3 Easy to contact the right person for help. 9.39 

4 Effective problem resolution. 9.38 

5 Accurate invoices and statements. 9.28 

6 Highly trusted freight forwarder. 9.22 

7 Global compliance. 9.21 

8 Timely notification of delays. 9.20 

9 Ability to accurately track shipments from origin to destination. 9.19 

10 Secure chain of custody. 9.18 

11 Overall value for the money you spend. 9.14 

12 Competitive rates. 9.10 

13 Timeliness of invoices. 9.09 

14 Tracking occurs at the appropriate level (P.O./SKU/Container). 9.07 

15 Supply chain expertise. 9.06 

16 Knowledgeable and helpful representatives. 9.03 

17 Customer service staff is courteous and professional. 8.98 

18 Pickup & delivery is courteous and professional. 8.97 

19 Speed of obtaining a rate quote. 8.95 

20 Accessorial and surcharge prices. 8.93 

21 Consistency of service around the world. 8.92 

22 Willingness to go the extra mile. 8.87 

23 Provides day specific transit time commitments. 8.85 

24 Flexibility of service options. 8.78 

25 System reporting capability is valuable. 8.76 

26 Systems and tools are valuable. 8.76 

27 Quick response to EDI or system enhancements. 8.72 

28 Flexible online booking system. 8.67 

29 Strong commitment to CSR (corporate social responsibility). 8.65 

30 Strong positive corporate image and reputation. 8.63 

31 Internal system support and development. 8.43 

32 Proactively brings me specific solutions to improve my business. 8.18 

33 Provides educational opportunities. 7.26 

 



 

 
 

Copyright Mastio & Company 2018.  All rights reserved. 

Page 2-14

Exhibit 2-9 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Primarily Ocean Shipping (1121 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 8.84 

2 Easy to contact the right person for help. 8.80 

3 Overall execution of pick-up and delivery. 8.72 

4 Effective problem resolution. 8.71 

5 Accurate invoices and statements. 8.71 

6 Highly trusted freight forwarder. 8.70 

7 Ability to accurately track shipments from origin to destination. 8.69 

8 Overall value for the money you spend. 8.66 

9 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.66 

10 Timely notification of delays. 8.65 

11 Competitive rates. 8.64 

12 Global compliance. 8.63 

13 Secure chain of custody. 8.62 

14 Knowledgeable and helpful representatives. 8.62 

15 Pickup & delivery is courteous and professional. 8.60 

16 Willingness to go the extra mile. 8.59 

17 Supply chain expertise. 8.59 

18 Customer service staff is courteous and professional. 8.57 

19 Flexibility of service options. 8.49 

20 Provides day specific transit time commitments. 8.46 

21 Consistency of service around the world. 8.46 

22 Systems and tools are valuable. 8.46 

23 Accessorial and surcharge prices. 8.44 

24 Speed of obtaining a rate quote. 8.44 

25 Timeliness of invoices. 8.41 

26 Strong positive corporate image and reputation. 8.32 

27 System reporting capability is valuable. 8.29 

28 Strong commitment to CSR (corporate social responsibility). 8.27 

29 Quick response to EDI or system enhancements. 8.19 

30 Proactively brings me specific solutions to improve my business. 8.19 

31 Flexible online booking system. 8.17 

32 Internal system support and development. 8.12 

33 Provides educational opportunities. 7.75 
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Exhibit 2-10 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Asia (363 Respondents) 

Rank Attribute Score

1 Pickup & delivery is courteous and professional. 8.35 

2 Shipments are delivered with no shortages or damage. 8.34 

3 Supply chain expertise. 8.33 

4 Secure chain of custody. 8.33 

5 Easy to contact the right person for help. 8.32 

6 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.30 

7 Provides day specific transit time commitments. 8.30 

8 Overall execution of pick-up and delivery. 8.28 

9 Competitive rates. 8.28 

10 Flexibility of service options. 8.27 

11 Accurate invoices and statements. 8.26 

12 Provides educational opportunities. 8.26 

13 Willingness to go the extra mile. 8.26 

14 Timely notification of delays. 8.24 

15 Strong commitment to CSR (corporate social responsibility). 8.23 

16 Internal system support and development. 8.22 

17 Knowledgeable and helpful representatives. 8.22 

18 Global compliance. 8.21 

19 Effective problem resolution. 8.21 

20 Strong positive corporate image and reputation. 8.20 

21 Proactively brings me specific solutions to improve my business. 8.20 

22 Accessorial and surcharge prices. 8.19 

23 Consistency of service around the world. 8.18 

24 Overall value for the money you spend. 8.18 

25 Customer service staff is courteous and professional. 8.17 

26 Timeliness of invoices. 8.17 

27 Ability to accurately track shipments from origin to destination. 8.17 

28 Highly trusted freight forwarder. 8.17 

29 Quick response to EDI or system enhancements. 8.17 

30 Systems and tools are valuable. 8.16 

31 Speed of obtaining a rate quote. 8.13 

32 System reporting capability is valuable. 8.10 

33 Flexible online booking system. 8.07 
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Exhibit 2-11 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Australia (20 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.79 

2 Secure chain of custody. 9.78 

3 Effective problem resolution. 9.70 

4 Easy to contact the right person for help. 9.55 

5 Overall value for the money you spend. 9.53 

6 Global compliance. 9.47 

7 Highly trusted freight forwarder. 9.45 

8 Overall execution of pick-up and delivery. 9.44 

9 Accurate invoices and statements. 9.44 

10 Competitive rates. 9.41 

11 Willingness to go the extra mile. 9.40 

12 Speed of obtaining a rate quote. 9.35 

13 Consistency of service around the world. 9.33 

14 Timely notification of delays. 9.25 

15 Ability to accurately track shipments from origin to destination. 9.25 

16 Tracking occurs at the appropriate level (P.O./SKU/Container). 9.24 

17 Supply chain expertise. 9.20 

18 Flexibility of service options. 9.16 

19 Accessorial and surcharge prices. 9.15 

20 Flexible online booking system. 9.00 

21 Knowledgeable and helpful representatives. 9.00 

22 Provides day specific transit time commitments. 8.58 

23 Strong positive corporate image and reputation. 8.55 

24 Customer service staff is courteous and professional. 8.50 

25 Pickup & delivery is courteous and professional. 8.41 

26 Internal system support and development. 8.40 

27 Quick response to EDI or system enhancements. 8.38 

28 System reporting capability is valuable. 8.25 

29 Systems and tools are valuable. 8.09 

30 Proactively brings me specific solutions to improve my business. 8.00 

31 Timeliness of invoices. 7.81 

32 Strong commitment to CSR (corporate social responsibility). 7.38 

33 Provides educational opportunities. 7.00 
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Exhibit 2-12 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Europe (404 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 8.40 

2 Easy to contact the right person for help. 8.37 

3 Overall execution of pick-up and delivery. 8.32 

4 Effective problem resolution. 8.30 

5 Ability to accurately track shipments from origin to destination. 8.27 

6 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.27 

7 Accurate invoices and statements. 8.26 

8 Timely notification of delays. 8.26 

9 Overall value for the money you spend. 8.25 

10 Highly trusted freight forwarder. 8.24 

11 Customer service staff is courteous and professional. 8.24 

12 Pickup & delivery is courteous and professional. 8.19 

13 Flexibility of service options. 8.19 

14 Secure chain of custody. 8.18 

15 Global compliance. 8.16 

16 Knowledgeable and helpful representatives. 8.15 

17 Speed of obtaining a rate quote. 8.15 

18 Timeliness of invoices. 8.14 

19 Systems and tools are valuable. 8.13 

20 Willingness to go the extra mile. 8.13 

21 Supply chain expertise. 8.11 

22 Competitive rates. 8.08 

23 Consistency of service around the world. 8.05 

24 Provides day specific transit time commitments. 8.04 

25 Strong commitment to CSR (corporate social responsibility). 8.03 

26 Strong positive corporate image and reputation. 8.03 

27 Flexible online booking system. 7.99 

28 Accessorial and surcharge prices. 7.97 

29 System reporting capability is valuable. 7.91 

30 Quick response to EDI or system enhancements. 7.85 

31 Proactively brings me specific solutions to improve my business. 7.84 

32 Internal system support and development. 7.79 

33 Provides educational opportunities. 7.64 
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Exhibit 2-13 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

North America (704 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.66 

2 Easy to contact the right person for help. 9.56 

3 Overall execution of pick-up and delivery. 9.53 

4 Effective problem resolution. 9.50 

5 Accurate invoices and statements. 9.49 

6 Global compliance. 9.47 

7 Highly trusted freight forwarder. 9.46 

8 Ability to accurately track shipments from origin to destination. 9.45 

9 Competitive rates. 9.44 

10 Overall value for the money you spend. 9.41 

11 Timely notification of delays. 9.36 

12 Secure chain of custody. 9.32 

13 Tracking occurs at the appropriate level (P.O./SKU/Container). 9.29 

14 Knowledgeable and helpful representatives. 9.28 

15 Timeliness of invoices. 9.25 

16 Supply chain expertise. 9.23 

17 Accessorial and surcharge prices. 9.21 

18 Pickup & delivery is courteous and professional. 9.20 

19 Customer service staff is courteous and professional. 9.17 

20 Willingness to go the extra mile. 9.14 

21 Consistency of service around the world. 9.09 

22 Speed of obtaining a rate quote. 9.04 

23 Systems and tools are valuable. 9.02 

24 Provides day specific transit time commitments. 9.01 

25 System reporting capability is valuable. 8.95 

26 Flexibility of service options. 8.93 

27 Quick response to EDI or system enhancements. 8.84 

28 Flexible online booking system. 8.74 

29 Strong commitment to CSR (corporate social responsibility). 8.69 

30 Strong positive corporate image and reputation. 8.66 

31 Internal system support and development. 8.50 

32 Proactively brings me specific solutions to improve my business. 8.37 

33 Provides educational opportunities. 7.13 
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Exhibit 2-14 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

South America (11 Respondents) 

Rank Attribute Score

1 Highly trusted freight forwarder. 10.00 

2 Shipments are delivered with no shortages or damage. 9.91 

3 Supply chain expertise. 9.82 

4 Accurate invoices and statements. 9.80 

5 Effective problem resolution. 9.73 

6 Easy to contact the right person for help. 9.73 

7 Ability to accurately track shipments from origin to destination. 9.73 

8 Knowledgeable and helpful representatives. 9.64 

9 Tracking occurs at the appropriate level (P.O./SKU/Container). 9.64 

10 Accessorial and surcharge prices. 9.60 

11 Secure chain of custody. 9.50 

12 Overall value for the money you spend. 9.50 

13 Competitive rates. 9.45 

14 Overall execution of pick-up and delivery. 9.44 

15 Flexible online booking system. 9.43 

16 Strong commitment to CSR (corporate social responsibility). 9.40 

17 Timely notification of delays. 9.36 

18 Flexibility of service options. 9.36 

19 Timeliness of invoices. 9.30 

20 System reporting capability is valuable. 9.25 

21 Pickup & delivery is courteous and professional. 9.20 

22 Speed of obtaining a rate quote. 9.18 

23 Strong positive corporate image and reputation. 9.18 

24 Quick response to EDI or system enhancements. 9.14 

25 Consistency of service around the world. 9.10 

26 Proactively brings me specific solutions to improve my business. 9.09 

27 Customer service staff is courteous and professional. 9.09 

28 Provides day specific transit time commitments. 9.09 

29 Global compliance. 9.00 

30 Willingness to go the extra mile. 8.82 

31 Internal system support and development. 8.80 

32 Systems and tools are valuable. 8.60 

33 Provides educational opportunities. 6.83 
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Exhibit 2-15 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Manufacturing (922 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 8.94 

2 Easy to contact the right person for help. 8.89 

3 Overall execution of pick-up and delivery. 8.86 

4 Effective problem resolution. 8.82 

5 Highly trusted freight forwarder. 8.81 

6 Accurate invoices and statements. 8.77 

7 Ability to accurately track shipments from origin to destination. 8.76 

8 Timely notification of delays. 8.74 

9 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.74 

10 Global compliance. 8.73 

11 Competitive rates. 8.73 

12 Secure chain of custody. 8.70 

13 Overall value for the money you spend. 8.68 

14 Pickup & delivery is courteous and professional. 8.67 

15 Knowledgeable and helpful representatives. 8.65 

16 Supply chain expertise. 8.64 

17 Customer service staff is courteous and professional. 8.64 

18 Willingness to go the extra mile. 8.57 

19 Flexibility of service options. 8.57 

20 Timeliness of invoices. 8.54 

21 Consistency of service around the world. 8.54 

22 Provides day specific transit time commitments. 8.54 

23 Speed of obtaining a rate quote. 8.53 

24 Accessorial and surcharge prices. 8.50 

25 Systems and tools are valuable. 8.50 

26 Strong positive corporate image and reputation. 8.42 

27 Strong commitment to CSR (corporate social responsibility). 8.36 

28 System reporting capability is valuable. 8.36 

29 Flexible online booking system. 8.27 

30 Quick response to EDI or system enhancements. 8.22 

31 Proactively brings me specific solutions to improve my business. 8.18 

32 Internal system support and development. 8.14 

33 Provides educational opportunities. 7.71 
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Exhibit 2-16 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Retail (154 Respondents) 

Rank Attribute Score

1 Easy to contact the right person for help. 9.01 

2 Shipments are delivered with no shortages or damage. 8.79 

3 Effective problem resolution. 8.78 

4 Overall value for the money you spend. 8.75 

5 Global compliance. 8.75 

6 Ability to accurately track shipments from origin to destination. 8.74 

7 Overall execution of pick-up and delivery. 8.73 

8 Secure chain of custody. 8.72 

9 Competitive rates. 8.71 

10 Timely notification of delays. 8.70 

11 Pickup & delivery is courteous and professional. 8.68 

12 Willingness to go the extra mile. 8.67 

13 Knowledgeable and helpful representatives. 8.66 

14 Accurate invoices and statements. 8.65 

15 Consistency of service around the world. 8.62 

16 Highly trusted freight forwarder. 8.62 

17 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.56 

18 Supply chain expertise. 8.55 

19 Customer service staff is courteous and professional. 8.53 

20 Provides day specific transit time commitments. 8.47 

21 Strong positive corporate image and reputation. 8.47 

22 Accessorial and surcharge prices. 8.46 

23 Proactively brings me specific solutions to improve my business. 8.44 

24 Systems and tools are valuable. 8.43 

25 Flexibility of service options. 8.38 

26 Quick response to EDI or system enhancements. 8.37 

27 Speed of obtaining a rate quote. 8.37 

28 System reporting capability is valuable. 8.36 

29 Strong commitment to CSR (corporate social responsibility). 8.36 

30 Flexible online booking system. 8.34 

31 Timeliness of invoices. 8.24 

32 Internal system support and development. 8.16 

33 Provides educational opportunities. 7.76 
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Exhibit 2-17 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

High-Technology (52 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.25 

2 Effective problem resolution. 9.25 

3 Accurate invoices and statements. 9.14 

4 Easy to contact the right person for help. 9.08 

5 Overall execution of pick-up and delivery. 9.02 

6 Supply chain expertise. 9.00 

7 Timely notification of delays. 8.98 

8 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.98 

9 Secure chain of custody. 8.98 

10 Customer service staff is courteous and professional. 8.94 

11 Willingness to go the extra mile. 8.90 

12 Highly trusted freight forwarder. 8.88 

13 Speed of obtaining a rate quote. 8.87 

14 Global compliance. 8.85 

15 Ability to accurately track shipments from origin to destination. 8.83 

16 Provides day specific transit time commitments. 8.82 

17 Knowledgeable and helpful representatives. 8.81 

18 Internal system support and development. 8.79 

19 Consistency of service around the world. 8.77 

20 Systems and tools are valuable. 8.72 

21 Competitive rates. 8.69 

22 Flexibility of service options. 8.69 

23 Timeliness of invoices. 8.67 

24 Quick response to EDI or system enhancements. 8.64 

25 Overall value for the money you spend. 8.60 

26 Accessorial and surcharge prices. 8.49 

27 Pickup & delivery is courteous and professional. 8.46 

28 System reporting capability is valuable. 8.43 

29 Flexible online booking system. 8.37 

30 Proactively brings me specific solutions to improve my business. 8.35 

31 Strong positive corporate image and reputation. 8.22 

32 Strong commitment to CSR (corporate social responsibility). 8.21 

33 Provides educational opportunities. 7.65 
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Exhibit 2-18 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Pharmaceuticals (53 Respondents) 

Rank Attribute Score

1 Overall execution of pick-up and delivery. 8.91 

2 Supply chain expertise. 8.85 

3 Pickup & delivery is courteous and professional. 8.83 

4 Ability to accurately track shipments from origin to destination. 8.77 

5 Timely notification of delays. 8.75 

6 Shipments are delivered with no shortages or damage. 8.74 

7 Willingness to go the extra mile. 8.74 

8 Strong commitment to CSR (corporate social responsibility). 8.70 

9 Knowledgeable and helpful representatives. 8.70 

10 Customer service staff is courteous and professional. 8.68 

11 Secure chain of custody. 8.67 

12 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.65 

13 Global compliance. 8.65 

14 Accurate invoices and statements. 8.63 

15 Easy to contact the right person for help. 8.62 

16 Overall value for the money you spend. 8.60 

17 Speed of obtaining a rate quote. 8.59 

18 Strong positive corporate image and reputation. 8.58 

19 Flexible online booking system. 8.58 

20 Highly trusted freight forwarder. 8.57 

21 Systems and tools are valuable. 8.47 

22 Flexibility of service options. 8.46 

23 Provides day specific transit time commitments. 8.44 

24 Accessorial and surcharge prices. 8.39 

25 Timeliness of invoices. 8.36 

26 System reporting capability is valuable. 8.34 

27 Proactively brings me specific solutions to improve my business. 8.31 

28 Effective problem resolution. 8.28 

29 Internal system support and development. 8.23 

30 Competitive rates. 8.22 

31 Consistency of service around the world. 8.20 

32 Quick response to EDI or system enhancements. 8.05 

33 Provides educational opportunities. 8.00 
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Exhibit 2-19 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Wholesale Trade (230 Respondents) 

Rank Attribute Score

1 Shipments are delivered with no shortages or damage. 9.32 

2 Accurate invoices and statements. 9.11 

3 Overall execution of pick-up and delivery. 9.09 

4 Easy to contact the right person for help. 9.08 

5 Effective problem resolution. 9.08 

6 Ability to accurately track shipments from origin to destination. 9.04 

7 Overall value for the money you spend. 9.01 

8 Highly trusted freight forwarder. 9.00 

9 Competitive rates. 8.98 

10 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.96 

11 Timely notification of delays. 8.95 

12 Knowledgeable and helpful representatives. 8.91 

13 Global compliance. 8.89 

14 Secure chain of custody. 8.85 

15 Customer service staff is courteous and professional. 8.85 

16 Supply chain expertise. 8.82 

17 Willingness to go the extra mile. 8.78 

18 Pickup & delivery is courteous and professional. 8.78 

19 Accessorial and surcharge prices. 8.73 

20 Provides day specific transit time commitments. 8.72 

21 Timeliness of invoices. 8.69 

22 Speed of obtaining a rate quote. 8.68 

23 Consistency of service around the world. 8.66 

24 Flexibility of service options. 8.60 

25 Systems and tools are valuable. 8.55 

26 Quick response to EDI or system enhancements. 8.32 

27 System reporting capability is valuable. 8.28 

28 Flexible online booking system. 8.28 

29 Strong positive corporate image and reputation. 8.19 

30 Strong commitment to CSR (corporate social responsibility). 8.13 

31 Internal system support and development. 7.95 

32 Proactively brings me specific solutions to improve my business. 7.86 

33 Provides educational opportunities. 7.13 
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Exhibit 2-20 
 

Global Freight Forwarding Study 6th Edition - 2018 

Customer Needs 

Other Industries (90 Respondents) 

Rank Attribute Score

1 Easy to contact the right person for help. 9.16 

2 Effective problem resolution. 9.09 

3 Shipments are delivered with no shortages or damage. 9.03 

4 Knowledgeable and helpful representatives. 8.97 

5 Overall value for the money you spend. 8.96 

6 Secure chain of custody. 8.95 

7 Willingness to go the extra mile. 8.94 

8 Accurate invoices and statements. 8.92 

9 Highly trusted freight forwarder. 8.84 

10 Timely notification of delays. 8.84 

11 Ability to accurately track shipments from origin to destination. 8.82 

12 Overall execution of pick-up and delivery. 8.82 

13 Global compliance. 8.80 

14 Supply chain expertise. 8.74 

15 Competitive rates. 8.70 

16 Systems and tools are valuable. 8.64 

17 Flexibility of service options. 8.63 

18 Speed of obtaining a rate quote. 8.61 

19 Accessorial and surcharge prices. 8.61 

20 Consistency of service around the world. 8.57 

21 Customer service staff is courteous and professional. 8.56 

22 Pickup & delivery is courteous and professional. 8.56 

23 Tracking occurs at the appropriate level (P.O./SKU/Container). 8.51 

24 Provides day specific transit time commitments. 8.49 

25 Timeliness of invoices. 8.48 

26 Internal system support and development. 8.46 

27 System reporting capability is valuable. 8.43 

28 Strong commitment to CSR (corporate social responsibility). 8.36 

29 Proactively brings me specific solutions to improve my business. 8.35 

30 Quick response to EDI or system enhancements. 8.31 

31 Strong positive corporate image and reputation. 8.16 

32 Flexible online booking system. 7.83 

33 Provides educational opportunities. 7.39 
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Section 2 - Inferential Statistics 

Overview 
This section provides an examination of the relationships between individual company performance 
attributes with the responses from the overall performance measurements such as “how likely would you 
be to recommend this company to a business associate”.  A respondent’s assessment of the importance of 
an attribute is subjective.  Section one of this chapter contains the results of the direct examination of 
respondents about their assessment of each attribute’s importance.  This section (Section 2) is dedicated to 
an objective measurement of the importance of the performance attributes. 

Comparing Overall Performance Measurements to Attribute Performance 
To form the basis of comparison between an overall performance measurement and an individual 
component of performance, a sequence of pairs of data has been formed for each attribute.  Each data pair 
consists of an overall performance evaluation for a company and an attribute performance evaluation by 
the same respondent for the same company.  These data pairs are then examined to see how frequently 
and consistently higher overall performance is accompanied by higher attribute performance.  When 
overall performance and the attribute performance tend to both increase and decrease together we say 
they are correlated.  

Linear Regression and the Best Fit Slope 
The technique used to quantify the frequency at which overall performance measurements and attribute 
performance increase and decrease together is called linear regression.  The parameter of interest 
obtained using linear regression is called the best fit slope.  Linear regression is a technique that 
determines the position of the line that comes closest to a set of points.  In this case, the data pairs 
representing overall performance and attribute performance ratings are examined and a best fit line is 
established using linear regression.  The steepness or slope of the best fit line will then be representative 
of the frequency at which a rise in the attribute rating has a corresponding rise in the overall rating. 

Linear Correlation and the Correlation Coefficient 
A second parameter, the correlation coefficient, determined by the technique of linear correlation, 
measures the level of consistency at which examined data is represented by the best fit line.  Graphically, 
it is a measure of how distant on average plotted points are from the best fit line.  From numerous studies 
conducted on previous MASTIO market research projects it has been determined that the correlation 
coefficient and the best fit slope are strongly related.  Higher correlation coefficients are typically found 
coincident with higher best fit slopes.  A cursory examination of exhibits 2-15 and 2-16 will bear out this 
claim.  Either the correlation coefficient parameter or the best fit slope may be used to indicate the relative 
importance of a performance attribute. 

Observations 
To illustrate the difference between the subjective and objective importance of an attribute, consider the 
following.  Subjectively, the attribute “shipments are delivered with no shortages or damage” is the 
number one ranked attribute.  However, it is the 24th ranked objective attribute.  Other attributes show 
little difference between subjective and objective ranking, “provides educational opportunities” was 
ranked 33rd in both subjective and objective ranking. 
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Exhibit 2-21 
 

Global Freight Forwarding Study 6th Edition - 2018 

Correlation -- Attribute / Overall Performance 
 

Rank Attribute 
Correlation 
Coefficient 

Best Fit 
Slope 

1 Effective problem resolution. 0.5444 0.5915 

2 Easy to contact the right person for help.  0.5184 0.5683 

3 Overall execution of pick-up and delivery. 0.5173 0.5111 

4 Highly trusted freight forwarder. 0.5126 0.5227 

5 Willingness to go the extra mile.  0.5062 0.5926 

6 Knowledgeable and helpful representatives. 0.4981 0.5421 

7 Overall value for the money you spend. 0.4927 0.4859 

8 Supply chain expertise. 0.4626 0.4717 

9 Timely notification of delays. 0.4578 0.5507 

10 Strong positive corporate image and reputation. 0.4578 0.4756 

11 Customer service staff is courteous and professional. 0.4520 0.4667 

12 Provides day specific transit time commitments. 0.4403 0.5056 

13 Consistency of service around the world. 0.4374 0.4529 

14 Ability to accurately track shipments from origin to destination. 0.4345 0.4752 

15 Flexibility of service options. 0.4302 0.4486 

16 Tracking occurs at the appropriate level (P.O./SKU/Container). 0.4278 0.4392 

17 Competitive rates. 0.4106 0.3966 

18 Pickup & Delivery is courteous and professional. 0.4093 0.3975 

19 Proactively brings me specific solutions to improve my business. 0.4055 0.5639 

20 Systems and tools are valuable. 0.3953 0.4350 

21 Accessorial and surcharge prices. 0.3863 0.4046 

22 Accurate invoices and statements. 0.3858 0.3966 

23 Quick response to EDI or system enhancements. 0.3758 0.4130 

24 Shipments are delivered with no shortages or damage. 0.3698 0.3717 

25 Speed of obtaining a rate quote. 0.3643 0.3906 

26 Strong commitment to CSR (corporate social responsibility). 0.3629 0.3904 

27 Global compliance. 0.3569 0.3544 

28 System reporting capability is valuable. 0.3541 0.4030 

29 Secure chain of custody. 0.3530 0.3546 

30 Internal system support and development. 0.3462 0.4048 

31 Timeliness of invoices. 0.3439 0.3653 

32 Flexible online booking system. 0.2815 0.3436 

33 Provides educational opportunities. 0.1924 0.3187 
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Exhibit 2-22 
 

Global Freight Forwarding Study 6th Edition - 2018 

Correlation -- Attribute / Likelihood Of Recommending Company 
 

Rank Attribute 
Correlation 
Coefficient 

Best Fit 
Slope 

1 Effective problem resolution. 0.5449 0.5351 

2 Overall value for the money you spend. 0.5432 0.4869 

3 Highly trusted freight forwarder. 0.5374 0.4913 

4 Easy to contact the right person for help.  0.5055 0.4992 

5 Overall execution of pick-up and delivery. 0.5023 0.4526 

6 Willingness to go the extra mile.  0.5003 0.5355 

7 Knowledgeable and helpful representatives. 0.4794 0.4715 

8 Strong positive corporate image and reputation. 0.4606 0.4327 

9 Supply chain expertise. 0.4459 0.4179 

10 Customer service staff is courteous and professional. 0.4334 0.4032 

11 Consistency of service around the world. 0.4329 0.4046 

12 Ability to accurately track shipments from origin to destination. 0.4305 0.4255 

13 Timely notification of delays. 0.4233 0.4599 

14 Provides day specific transit time commitments. 0.4209 0.4369 

15 Pickup & Delivery is courteous and professional. 0.4039 0.3606 

16 Flexibility of service options. 0.3870 0.3669 

17 Tracking occurs at the appropriate level (P.O./SKU/Container). 0.3854 0.3645 

18 Systems and tools are valuable. 0.3803 0.3824 

19 Competitive rates. 0.3792 0.3326 

20 Strong commitment to CSR (corporate social responsibility). 0.3784 0.3795 

21 Proactively brings me specific solutions to improve my business. 0.3753 0.4782 

22 Speed of obtaining a rate quote. 0.3623 0.3558 

23 Accurate invoices and statements. 0.3603 0.3408 

24 Secure chain of custody. 0.3557 0.3279 

25 Quick response to EDI or system enhancements. 0.3496 0.3630 

26 Internal system support and development. 0.3399 0.3804 

27 Global compliance. 0.3391 0.3056 

28 Accessorial and surcharge prices. 0.3349 0.3227 

29 Timeliness of invoices. 0.3339 0.3284 

30 Shipments are delivered with no shortages or damage. 0.3315 0.3010 

31 System reporting capability is valuable. 0.3172 0.3355 

32 Flexible online booking system. 0.2765 0.3197 

33 Provides educational opportunities. 0.1891 0.2913 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 
 
The following matrix and set of tables, exhibits 2-23 through 2-38, shows the correlation factors (an 
indication of derived importance) vs. the stated weights for all measured attributes (study questions).  The 
four quadrants of the matrix show how various factors play in the customers’ company selection decision 
process.  These four quadrants are defined as: 
 

  “Low Impact” – These attributes have both a low stated importance and a low 
correlation to customers’ likelihood to recommend a company. Therefore any work to 
improve these factors is likely to have a “low impact” on customer perceived value of 
your products and services. 

 
  “Baseline Requirements” - These attributes have a high stated importance but a low 

correlation to customers’ likelihood to recommend a company. They tend to be critical 
factors that would cause severe problems for a company that does not perform adequately 
on them. However since they do not correlate strongly to likelihood to recommend a 
company the customer needs on these factors are probably being met by most vendors. 
Therefore adequate performance on these factors is “expected” and no company in the 
current market is providing something that is far superior to others.  The steering wheel in 
your car is good example of a baseline requirement.  You wouldn’t buy a car without 
one, but since most cars have an adequate steering wheel it probably doesn’t affect your 
choice of a car. 

 
  “Conscious Differentiators” - These attributes have both a high stated importance 

and a high correlation to customers’ likelihood to recommend a company. Therefore 
superior performance on these factors is likely to help you differentiate the value of your 
products and services from the competition. 

 
  “Latent Differentiators” - These attributes have a low stated importance but a high 

correlation to customers’ likelihood to recommend a company. Therefore superior 
performance on these factors is likely to help you differentiate the value of your products 
and services from the competition but customers may not be overtly aware of the 
importance of this factor.  An example of a latent differentiator is the prestige associated 
with the brand of automobile purchased.  Car buyers usually don’t say the prestige of the 
brand is important but the perceived prestige usually correlates strongly to overall 
preference. 

 
Please reference the following tables to determine which attributes are located in the above categories and 
their respective quadrant on the following sample matrix.  
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

 
The following chart shows the correlation factors (an indication of derived importance) vs. the stated 
weights for all measured attributes (study questions).  The four quadrants of the chart show how various 
factors play in the customers' company selection decision process.  An attribute is plotted into a category 
based on its correlation to the overall question ‘how likely would you be to recommend this company to 
others?’ and its stated importance. 

 
 

Exhibit 2-23 
 

 
 
 

Please reference the tables on the following pages for a complete listing of attributes and their 
corresponding categories for each of the included demographics from the study.  These tables provide an 
easy reference for determining which attributes are in which categories.   
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-24 
 

Overall 
(All Respondents) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-25 
 

Respondents That Average  
40 Transactions per Month or Less 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-26 
 

Respondents That Average  
More than 40 Transactions per Month 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-27 
 

Primarily Air Shipment Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-28 
 

Primarily Ocean Shipment Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-29 
 

Asian Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-30 
 

Australian Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-31 
 

European Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-32 
 

North American Respondents 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-33 
 

South American Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-34 
 

Manufacturing Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-35 
 

Retail Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-36 
 

High-Technology Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-37 
 

Pharmaceutical Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Making Sense of Stated Importance Weights vs. Correlation (Derived Importance) 

Exhibit 2-38 
 

Wholesale Trade Respondents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please reference page 2-30 for a complete description of each of the matrix quadrant categories. 
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Section 3 - Stated Importance of Price vs. Non-price Factors 
 
This section contains exhibits displaying the weight that customers put on price vs. non-price 
factors.  Respondents are asked what percentage of their purchasing decision is based on price 
vs. non-price factors when selecting a company.  The following exhibits contain information for 
each of the demographic groups located in the study.   
 
In addition to the exhibits on the following pages, the price vs. non-price data from the study is 
included in spreadsheet form for additional analysis. This information can be found in the 
“GFF6_Main File.xlsx” spreadsheet that was installed in a folder on the desktop of your 
computer. 

 
 

Price vs. Non-price Factors 
 
 

Exhibit 2-39 
 

Overall 
Percentage of Purchase Decision  

Based on Price vs. Non-Price Issues 
Group Price Non-Price 

Overall 65% 35% 

 
 
 
 
 

Exhibit 2-40 
 

Average Monthly Transaction Ranges 
Percentage of Purchase Decision  

Based on Price vs. Non-Price Issues 
Range Price Non-Price 

1 - 10 Transactions per Month 69% 31% 

11 - 40 Transactions per Month 67% 33% 

41 - 75 Transactions per Month 62% 38% 

76 - 100 Transactions per Month 65% 35% 

Over 100 Transactions per Month 63% 37% 
 
 

 Source: MASTIO Global Freight Forwarding Study 6th Edition - 2018 
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Price vs. Non-price Factors 
 
 

Exhibit 2-41 
 

Respondent Principal Shipment Type Categories  

Percentage of Purchase Decision  

Based on Price vs. Non-Price Issues 
Type Price Non-Price 

Primarily Air Shipping 67% 33% 

Primarily Ocean Shipping 65% 35% 
 
 
 
 

Exhibit 2-42 
 

Geographic Regions 
Percentage of Purchase Decision  

Based on Price vs. Non-Price Issues 
Region Price Non-Price 

Asia 61% 39% 

Australia 48% 52% 

Europe 60% 40% 

North America 72% 28% 

South America 66% 34% 
 
 
 

Exhibit 2-43 
 

Industry/Market Type 
Percentage of Purchase Decision  

Based on Price vs. Non-Price Issues 
Type Price Non-Price 

Agriculture 67% 33% 

Manufacturing 64% 36% 

Retail 62% 38% 

High-Technology 62% 38% 

Pharmaceuticals 64% 36% 

Government 88% 13% 

Services 58% 42% 
Transportation, Communications, 
& Utility Services 68% 32% 

Wholesale Trade 72% 28% 
 
 

  Source: MASTIO Global Freight Forwarding Study 6th Edition - 2018 
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Chapter 3 

Global Freight Forwarding Study 6th Edition - 2018 

Forwarder Utilization 

Overview 
This is an analysis of the forwarder utilization found among respondents.  Respondents named the 
forwarders most heavily employed for their global freight forwarding needs.  Utilization has been 
represented by descending percentage utilization for each of 19 customer groups as well as a 
graphical representation provided alphabetically.  Each of these representations includes 
information on sole forwarders, who reported on only one forwarder, and multiple forwarders who 
use a number of forwarders. 
 

Customer Segmentation Groups 
 
Overall Customer Group 

The overall group is the unsegmented group containing all respondents/customers. 
 
 
Principal Shipment Type 

Customers have been divided into the following two groups according to their stated principal 
shipment type. 
 

 Air 

 Ocean 

 
 
Shipment Volume 

Customers have been divided into the following five groups according to their stated average 
number of shipments per month. 
 

 1 – 10 Shipments Per Month 

 11 – 40 Shipments Per Month 

 41 – 75 Shipments Per Month 

 76 – 100 Shipments Per Month 

 More than 100 Shipments Per Month 
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Geographic Regions 

Five geographic categories were chosen, based on the country in which each respondent is located.  
These geographic areas are: 
 

 Asia  (China, Hong Kong, India, Japan, Korea, Singapore, Turkey, 
Vietnam) 

 Australia  (Australia) 

 Europe  (Belgium, Czech, France, Germany, Hungary, Italy,  
 Netherlands, Switzerland, United Kingdom) 

 North America  (Mexico, United States of America) 

 South America    (Brazil, Chile, Argentina) 

 
 
 
Industry/Market Type 

Customers have been divided into the following groups according to the stated industry in which 
their company operates. 
 

 Manufacturing 

 Retail 

 High-Technology 

 Pharmaceuticals 

 Wholesale Trade 

 Other Industries 

 

 

MASTIO Tool Set Tip
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Electronic Edition (Microsoft® Excel® Spreadsheets) 

In addition to the exhibits on the following pages, the forwarder utilization data from the study is 
included in spreadsheet form for additional analysis.  The spreadsheet is installed during the 
installation of the MASTIO Tool Set software that is included with the purchase of this study.  The 
spreadsheet (GFF6_Utilization.xls) can be found in a folder that was installed on the desktop 
of your computer.   
 
Please refer to the documentation that is provided for each of the spreadsheets included with the 
study.  The documentation includes complete descriptions of the contents of each column in each 
of the spreadsheets provided.  This documentation is in the Adobe Acrobat format and can be 
found in a folder that was installed on the desktop of your computer. 
 
The instructions above assume that the software and spreadsheet files were installed on drive “C”.  
Substitute the drive letter appropriate for your installation if necessary. 
 
 

Electronic Edition  
Sample Spreadsheet from a MASTIO Industry-Wide Study 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 9 20 29 2.52 

APL Logistics 4 9 13 1.13 

Apollo LogiSolutions (ALS) 7 9 16 1.39 

BDP International 5 8 13 1.13 

Bollore Logistics 10 20 30 2.60 

C.H. Robinson 21 33 54 4.68 

Cargo Partners 5 7 12 1.04 

CEVA Logistics 22 32 54 4.68 

COSCO (China Ocean Shipping Co.) 4 12 16 1.39 

CW Logistics 8 3 11 0.95 

DB Schenker Logistics 31 56 87 7.55 

DHL Global Forwarding 67 151 218 18.91 

DSV 18 38 56 4.86 

Expeditors 72 107 179 15.52 

FedEx Trade Networks 62 120 182 15.78 

Geodis Wilson 18 22 40 3.47 

Hellmann 11 16 27 2.34 

JAS 5 14 19 1.65 

Jeena & Company 4 10 14 1.21 

Katolec 3 7 10 0.87 

KGL Networks 3 7 10 0.87 

Kim Ee Logistics 4 10 14 1.21 

Kintetsu World Express (KWE) 8 12 20 1.73 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 50 107 157 13.62 

Laufer 7 3 10 0.87 

Logistics Plus 1 9 10 0.87 

Maersk Logistics 16 35 51 4.42 

MSC 8 6 14 1.21 

Nippon Express 7 18 25 2.17 

NYK Line 11 37 48 4.16 

OEC 7 5 12 1.04 

OOCL 4 10 14 1.21 

Panalpina 13 35 48 4.16 

Pantos Logistics 2 9 11 0.95 

Pilot 4 6 10 0.87 

Pioneer Logistics Group 7 8 15 1.30 

Qingdao Jet Marine Logistics (JMS) 4 11 15 1.30 

Schneider Logistics 3 7 10 0.87 

SEKO Logistics 6 15 21 1.82 

TNT 13 31 44 3.82 

Toll Forwarding 7 8 15 1.30 

TransWorld 8 5 13 1.13 

UPS SCS 51 133 184 15.96 

* All Carriers * 630 523 1153 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 67 151 218 18.91 

UPS SCS 51 133 184 15.96 

FedEx Trade Networks 62 120 182 15.78 

Expeditors 72 107 179 15.52 

Kuehne & Nagel 50 107 157 13.62 

DB Schenker Logistics 31 56 87 7.55 

DSV 18 38 56 4.86 

C.H. Robinson 21 33 54 4.68 

CEVA Logistics 22 32 54 4.68 

Maersk Logistics 16 35 51 4.42 

NYK Line 11 37 48 4.16 

Panalpina 13 35 48 4.16 

TNT 13 31 44 3.82 

Geodis Wilson 18 22 40 3.47 

Bollore Logistics 10 20 30 2.60 

Agility 9 20 29 2.52 

Hellmann 11 16 27 2.34 

Nippon Express 7 18 25 2.17 

SEKO Logistics 6 15 21 1.82 

Kintetsu World Express (KWE) 8 12 20 1.73 

JAS 5 14 19 1.65 

Apollo LogiSolutions (ALS) 7 9 16 1.39 

COSCO (China Ocean Shipping Co.) 4 12 16 1.39 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Pioneer Logistics Group 7 8 15 1.30 

Qingdao Jet Marine Logistics (JMS) 4 11 15 1.30 

Toll Forwarding 7 8 15 1.30 

Jeena & Company 4 10 14 1.21 

Kim Ee Logistics 4 10 14 1.21 

MSC 8 6 14 1.21 

OOCL 4 10 14 1.21 

APL Logistics 4 9 13 1.13 

BDP International 5 8 13 1.13 

TransWorld 8 5 13 1.13 

Cargo Partners 5 7 12 1.04 

OEC 7 5 12 1.04 

CW Logistics 8 3 11 0.95 

Pantos Logistics 2 9 11 0.95 

KGL Networks 3 7 10 0.87 

Katolec 3 7 10 0.87 

Laufer 7 3 10 0.87 

Logistics Plus 1 9 10 0.87 

Pilot 4 6 10 0.87 

Schneider Logistics 3 7 10 0.87 

* All Carriers * 630 523 1153 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 1 2 0.80 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 1 2 3 1.20 

BDP International 2 0 2 0.80 

Bollore Logistics 2 1 3 1.20 

C.H. Robinson 9 5 14 5.58 

Cargo Partners 1 0 1 0.40 

CEVA Logistics 4 3 7 2.79 

COSCO (China Ocean Shipping Co.) 0 2 2 0.80 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 10 9 19 7.57 

DHL Global Forwarding 18 31 49 19.52 

DSV 5 8 13 5.18 

Expeditors 23 22 45 17.93 

FedEx Trade Networks 24 31 55 21.91 

Geodis Wilson 2 3 5 1.99 

Hellmann 3 1 4 1.59 

JAS 0 4 4 1.59 

Jeena & Company 0 1 1 0.40 

Katolec 0 0 0 0.00 

KGL Networks 1 0 1 0.40 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 1 3 4 1.59 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 13 18 31 12.35 

Laufer 2 0 2 0.80 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 2 1 3 1.20 

MSC 2 0 2 0.80 

Nippon Express 2 3 5 1.99 

NYK Line 2 3 5 1.99 

OEC 3 1 4 1.59 

OOCL 0 1 1 0.40 

Panalpina 0 1 1 0.40 

Pantos Logistics 0 0 0 0.00 

Pilot 2 3 5 1.99 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 1 1 0.40 

Schneider Logistics 0 1 1 0.40 

SEKO Logistics 0 3 3 1.20 

TNT 4 8 12 4.78 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 1 1 0.40 

UPS SCS 23 36 59 23.51 

* All Carriers * 162 89 251 100.00 

 
 

P
age 3-6 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

P
age 3-6 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

E
xh

ib
it 3-3

E
xh

ib
it 3-3

1 - 10 Transactions per Month 
(Alphabetical) 

1 - 10 Transactions per Month 
(Alphabetical) 



Global Freight Forwarder Study 6th Edition 2018 – Forwarder Utilization 

 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

UPS SCS 23 36 59 23.51 

FedEx Trade Networks 24 31 55 21.91 

DHL Global Forwarding 18 31 49 19.52 

Expeditors 23 22 45 17.93 

Kuehne & Nagel 13 18 31 12.35 

DB Schenker Logistics 10 9 19 7.57 

C.H. Robinson 9 5 14 5.58 

DSV 5 8 13 5.18 

TNT 4 8 12 4.78 

CEVA Logistics 4 3 7 2.79 

Geodis Wilson 2 3 5 1.99 

NYK Line 2 3 5 1.99 

Nippon Express 2 3 5 1.99 

Pilot 2 3 5 1.99 

Hellmann 3 1 4 1.59 

JAS 0 4 4 1.59 

Kintetsu World Express (KWE) 1 3 4 1.59 

OEC 3 1 4 1.59 

Apollo LogiSolutions (ALS) 1 2 3 1.20 

Bollore Logistics 2 1 3 1.20 

Maersk Logistics 2 1 3 1.20 

SEKO Logistics 0 3 3 1.20 

Agility 1 1 2 0.80 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

BDP International 2 0 2 0.80 

COSCO (China Ocean Shipping Co.) 0 2 2 0.80 

Laufer 2 0 2 0.80 

MSC 2 0 2 0.80 

Cargo Partners 1 0 1 0.40 

Jeena & Company 0 1 1 0.40 

KGL Networks 1 0 1 0.40 

OOCL 0 1 1 0.40 

Panalpina 0 1 1 0.40 

Qingdao Jet Marine Logistics (JMS) 0 1 1 0.40 

Schneider Logistics 0 1 1 0.40 

TransWorld 0 1 1 0.40 

APL Logistics 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

* All Carriers * 162 89 251 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 3 4 1.46 

APL Logistics 1 3 4 1.46 

Apollo LogiSolutions (ALS) 1 5 6 2.19 

BDP International 2 1 3 1.09 

Bollore Logistics 4 10 14 5.11 

C.H. Robinson 3 9 12 4.38 

Cargo Partners 1 2 3 1.09 

CEVA Logistics 3 8 11 4.01 

COSCO (China Ocean Shipping Co.) 2 1 3 1.09 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 7 13 20 7.30 

DHL Global Forwarding 12 46 58 21.17 

DSV 3 11 14 5.11 

Expeditors 20 26 46 16.79 

FedEx Trade Networks 15 33 48 17.52 

Geodis Wilson 3 9 12 4.38 

Hellmann 3 4 7 2.55 

JAS 2 3 5 1.82 

Jeena & Company 1 0 1 0.36 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 1 2 3 1.09 

Kintetsu World Express (KWE) 1 2 3 1.09 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 21 29 50 18.25 

Laufer 3 1 4 1.46 

Logistics Plus 1 2 3 1.09 

Maersk Logistics 4 5 9 3.28 

MSC 3 2 5 1.82 

Nippon Express 0 3 3 1.09 

NYK Line 2 2 4 1.46 

OEC 2 2 4 1.46 

OOCL 1 0 1 0.36 

Panalpina 4 9 13 4.74 

Pantos Logistics 1 1 2 0.73 

Pilot 0 2 2 0.73 

Pioneer Logistics Group 1 0 1 0.36 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 1 3 4 1.46 

SEKO Logistics 0 3 3 1.09 

TNT 1 7 8 2.92 

Toll Forwarding 1 1 2 0.73 

TransWorld 1 0 1 0.36 

UPS SCS 12 36 48 17.52 

* All Carriers * 145 129 274 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 12 46 58 21.17 

Kuehne & Nagel 21 29 50 18.25 

FedEx Trade Networks 15 33 48 17.52 

UPS SCS 12 36 48 17.52 

Expeditors 20 26 46 16.79 

DB Schenker Logistics 7 13 20 7.30 

Bollore Logistics 4 10 14 5.11 

DSV 3 11 14 5.11 

Panalpina 4 9 13 4.74 

C.H. Robinson 3 9 12 4.38 

Geodis Wilson 3 9 12 4.38 

CEVA Logistics 3 8 11 4.01 

Maersk Logistics 4 5 9 3.28 

TNT 1 7 8 2.92 

Hellmann 3 4 7 2.55 

Apollo LogiSolutions (ALS) 1 5 6 2.19 

JAS 2 3 5 1.82 

MSC 3 2 5 1.82 

APL Logistics 1 3 4 1.46 

Agility 1 3 4 1.46 

Laufer 3 1 4 1.46 

NYK Line 2 2 4 1.46 

OEC 2 2 4 1.46 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Schneider Logistics 1 3 4 1.46 

BDP International 2 1 3 1.09 

COSCO (China Ocean Shipping Co.) 2 1 3 1.09 

Cargo Partners 1 2 3 1.09 

Kim Ee Logistics 1 2 3 1.09 

Kintetsu World Express (KWE) 1 2 3 1.09 

Logistics Plus 1 2 3 1.09 

Nippon Express 0 3 3 1.09 

SEKO Logistics 0 3 3 1.09 

Pantos Logistics 1 1 2 0.73 

Pilot 0 2 2 0.73 

Toll Forwarding 1 1 2 0.73 

Jeena & Company 1 0 1 0.36 

OOCL 1 0 1 0.36 

Pioneer Logistics Group 1 0 1 0.36 

TransWorld 1 0 1 0.36 

CW Logistics 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Katolec 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

* All Carriers * 145 129 274 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 2 3 2.40 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 1 1 0.80 

Bollore Logistics 0 3 3 2.40 

C.H. Robinson 1 6 7 5.60 

Cargo Partners 0 3 3 2.40 

CEVA Logistics 1 3 4 3.20 

COSCO (China Ocean Shipping Co.) 0 1 1 0.80 

CW Logistics 1 0 1 0.80 

DB Schenker Logistics 2 4 6 4.80 

DHL Global Forwarding 9 17 26 20.80 

DSV 1 4 5 4.00 

Expeditors 8 12 20 16.00 

FedEx Trade Networks 4 13 17 13.60 

Geodis Wilson 2 4 6 4.80 

Hellmann 2 2 4 3.20 

JAS 1 3 4 3.20 

Jeena & Company 1 1 2 1.60 

Katolec 2 2 4 3.20 

KGL Networks 0 1 1 0.80 

Kim Ee Logistics 0 1 1 0.80 

Kintetsu World Express (KWE) 3 1 4 3.20 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 5 9 14 11.20 

Laufer 2 1 3 2.40 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 1 4 5 4.00 

MSC 1 2 3 2.40 

Nippon Express 2 0 2 1.60 

NYK Line 1 7 8 6.40 

OEC 0 1 1 0.80 

OOCL 1 1 2 1.60 

Panalpina 3 1 4 3.20 

Pantos Logistics 1 1 2 1.60 

Pilot 1 0 1 0.80 

Pioneer Logistics Group 1 1 2 1.60 

Qingdao Jet Marine Logistics (JMS) 0 3 3 2.40 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 1 2 3 2.40 

TNT 1 5 6 4.80 

Toll Forwarding 1 1 2 1.60 

TransWorld 3 0 3 2.40 

UPS SCS 6 10 16 12.80 

* All Carriers * 70 55 125 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 9 17 26 20.80 

Expeditors 8 12 20 16.00 

FedEx Trade Networks 4 13 17 13.60 

UPS SCS 6 10 16 12.80 

Kuehne & Nagel 5 9 14 11.20 

NYK Line 1 7 8 6.40 

C.H. Robinson 1 6 7 5.60 

DB Schenker Logistics 2 4 6 4.80 

Geodis Wilson 2 4 6 4.80 

TNT 1 5 6 4.80 

DSV 1 4 5 4.00 

Maersk Logistics 1 4 5 4.00 

CEVA Logistics 1 3 4 3.20 

Hellmann 2 2 4 3.20 

JAS 1 3 4 3.20 

Katolec 2 2 4 3.20 

Kintetsu World Express (KWE) 3 1 4 3.20 

Panalpina 3 1 4 3.20 

Agility 1 2 3 2.40 

Bollore Logistics 0 3 3 2.40 

Cargo Partners 0 3 3 2.40 

Laufer 2 1 3 2.40 

MSC 1 2 3 2.40 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Qingdao Jet Marine Logistics (JMS) 0 3 3 2.40 

SEKO Logistics 1 2 3 2.40 

TransWorld 3 0 3 2.40 

Jeena & Company 1 1 2 1.60 

Nippon Express 2 0 2 1.60 

OOCL 1 1 2 1.60 

Pantos Logistics 1 1 2 1.60 

Pioneer Logistics Group 1 1 2 1.60 

Toll Forwarding 1 1 2 1.60 

BDP International 0 1 1 0.80 

COSCO (China Ocean Shipping Co.) 0 1 1 0.80 

CW Logistics 1 0 1 0.80 

KGL Networks 0 1 1 0.80 

Kim Ee Logistics 0 1 1 0.80 

OEC 0 1 1 0.80 

Pilot 1 0 1 0.80 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

* All Carriers * 70 55 125 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 1 2 2.30 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 2 1 3 3.45 

BDP International 0 1 1 1.15 

Bollore Logistics 3 0 3 3.45 

C.H. Robinson 2 5 7 8.05 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 1 1 2 2.30 

COSCO (China Ocean Shipping Co.) 1 1 2 2.30 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 3 5 8 9.20 

DHL Global Forwarding 4 7 11 12.64 

DSV 3 0 3 3.45 

Expeditors 3 13 16 18.39 

FedEx Trade Networks 5 5 10 11.49 

Geodis Wilson 3 1 4 4.60 

Hellmann 1 2 3 3.45 

JAS 1 0 1 1.15 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 0 1 1 1.15 

Kim Ee Logistics 2 1 3 3.45 

Kintetsu World Express (KWE) 1 0 1 1.15 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 2 12 14 16.09 

Laufer 0 1 1 1.15 

Logistics Plus 0 1 1 1.15 

Maersk Logistics 2 2 4 4.60 

MSC 1 0 1 1.15 

Nippon Express 0 3 3 3.45 

NYK Line 0 3 3 3.45 

OEC 0 1 1 1.15 

OOCL 0 0 0 0.00 

Panalpina 1 1 2 2.30 

Pantos Logistics 0 1 1 1.15 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 1 2 3 3.45 

Schneider Logistics 0 1 1 1.15 

SEKO Logistics 2 0 2 2.30 

TNT 0 0 0 0.00 

Toll Forwarding 1 0 1 1.15 

TransWorld 1 1 2 2.30 

UPS SCS 3 9 12 13.79 

* All Carriers * 50 37 87 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Expeditors 3 13 16 18.39 

Kuehne & Nagel 2 12 14 16.09 

UPS SCS 3 9 12 13.79 

DHL Global Forwarding 4 7 11 12.64 

FedEx Trade Networks 5 5 10 11.49 

DB Schenker Logistics 3 5 8 9.20 

C.H. Robinson 2 5 7 8.05 

Geodis Wilson 3 1 4 4.60 

Maersk Logistics 2 2 4 4.60 

Apollo LogiSolutions (ALS) 2 1 3 3.45 

Bollore Logistics 3 0 3 3.45 

DSV 3 0 3 3.45 

Hellmann 1 2 3 3.45 

Kim Ee Logistics 2 1 3 3.45 

NYK Line 0 3 3 3.45 

Nippon Express 0 3 3 3.45 

Qingdao Jet Marine Logistics (JMS) 1 2 3 3.45 

Agility 1 1 2 2.30 

CEVA Logistics 1 1 2 2.30 

COSCO (China Ocean Shipping Co.) 1 1 2 2.30 

Panalpina 1 1 2 2.30 

SEKO Logistics 2 0 2 2.30 

TransWorld 1 1 2 2.30 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

BDP International 0 1 1 1.15 

JAS 1 0 1 1.15 

KGL Networks 0 1 1 1.15 

Kintetsu World Express (KWE) 1 0 1 1.15 

Laufer 0 1 1 1.15 

Logistics Plus 0 1 1 1.15 

MSC 1 0 1 1.15 

OEC 0 1 1 1.15 

Pantos Logistics 0 1 1 1.15 

Schneider Logistics 0 1 1 1.15 

Toll Forwarding 1 0 1 1.15 

APL Logistics 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

OOCL 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

TNT 0 0 0 0.00 

* All Carriers * 50 37 87 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 5 13 18 4.43 

APL Logistics 3 6 9 2.22 

Apollo LogiSolutions (ALS) 3 1 4 0.99 

BDP International 1 5 6 1.48 

Bollore Logistics 1 6 7 1.72 

C.H. Robinson 5 7 12 2.96 

Cargo Partners 3 2 5 1.23 

CEVA Logistics 13 16 29 7.14 

COSCO (China Ocean Shipping Co.) 1 7 8 1.97 

CW Logistics 7 3 10 2.46 

DB Schenker Logistics 9 24 33 8.13 

DHL Global Forwarding 24 48 72 17.73 

DSV 5 15 20 4.93 

Expeditors 17 34 51 12.56 

FedEx Trade Networks 14 35 49 12.07 

Geodis Wilson 8 5 13 3.20 

Hellmann 2 6 8 1.97 

JAS 1 4 5 1.23 

Jeena & Company 2 8 10 2.46 

Katolec 1 5 6 1.48 

KGL Networks 2 5 7 1.72 

Kim Ee Logistics 1 6 7 1.72 

Kintetsu World Express (KWE) 2 6 8 1.97 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 9 39 48 11.82 

Laufer 0 0 0 0.00 

Logistics Plus 0 6 6 1.48 

Maersk Logistics 7 22 29 7.14 

MSC 1 2 3 0.74 

Nippon Express 3 9 12 2.96 

NYK Line 6 22 28 6.90 

OEC 2 0 2 0.49 

OOCL 1 8 9 2.22 

Panalpina 5 23 28 6.90 

Pantos Logistics 0 6 6 1.48 

Pilot 1 1 2 0.49 

Pioneer Logistics Group 5 7 12 2.96 

Qingdao Jet Marine Logistics (JMS) 3 5 8 1.97 

Schneider Logistics 2 2 4 0.99 

SEKO Logistics 3 7 10 2.46 

TNT 7 11 18 4.43 

Toll Forwarding 4 5 9 2.22 

TransWorld 3 3 6 1.48 

UPS SCS 7 39 46 11.33 

* All Carriers * 199 207 406 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 24 48 72 17.73 

Expeditors 17 34 51 12.56 

FedEx Trade Networks 14 35 49 12.07 

Kuehne & Nagel 9 39 48 11.82 

UPS SCS 7 39 46 11.33 

DB Schenker Logistics 9 24 33 8.13 

CEVA Logistics 13 16 29 7.14 

Maersk Logistics 7 22 29 7.14 

NYK Line 6 22 28 6.90 

Panalpina 5 23 28 6.90 

DSV 5 15 20 4.93 

Agility 5 13 18 4.43 

TNT 7 11 18 4.43 

Geodis Wilson 8 5 13 3.20 

C.H. Robinson 5 7 12 2.96 

Nippon Express 3 9 12 2.96 

Pioneer Logistics Group 5 7 12 2.96 

CW Logistics 7 3 10 2.46 

Jeena & Company 2 8 10 2.46 

SEKO Logistics 3 7 10 2.46 

APL Logistics 3 6 9 2.22 

OOCL 1 8 9 2.22 

Toll Forwarding 4 5 9 2.22 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

COSCO (China Ocean Shipping Co.) 1 7 8 1.97 

Hellmann 2 6 8 1.97 

Kintetsu World Express (KWE) 2 6 8 1.97 

Qingdao Jet Marine Logistics (JMS) 3 5 8 1.97 

Bollore Logistics 1 6 7 1.72 

KGL Networks 2 5 7 1.72 

Kim Ee Logistics 1 6 7 1.72 

BDP International 1 5 6 1.48 

Katolec 1 5 6 1.48 

Logistics Plus 0 6 6 1.48 

Pantos Logistics 0 6 6 1.48 

TransWorld 3 3 6 1.48 

Cargo Partners 3 2 5 1.23 

JAS 1 4 5 1.23 

Apollo LogiSolutions (ALS) 3 1 4 0.99 

Schneider Logistics 2 2 4 0.99 

MSC 1 2 3 0.74 

OEC 2 0 2 0.49 

Pilot 1 1 2 0.49 

Laufer 0 0 0 0.00 

* All Carriers * 199 207 406 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 4 5 1.91 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

Bollore Logistics 4 4 8 3.05 

C.H. Robinson 3 4 7 2.67 

Cargo Partners 1 1 2 0.76 

CEVA Logistics 3 8 11 4.20 

COSCO (China Ocean Shipping Co.) 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 7 16 23 8.78 

DHL Global Forwarding 17 54 71 27.10 

DSV 0 11 11 4.20 

Expeditors 17 36 53 20.23 

FedEx Trade Networks 30 56 86 32.82 

Geodis Wilson 3 1 4 1.53 

Hellmann 2 1 3 1.15 

JAS 2 3 5 1.91 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 5 4 9 3.44 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 5 21 26 9.92 

Laufer 0 1 1 0.38 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 0 2 2 0.76 

MSC 0 0 0 0.00 

Nippon Express 1 4 5 1.91 

NYK Line 0 2 2 0.76 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 1 5 6 2.29 

Pantos Logistics 0 0 0 0.00 

Pilot 1 2 3 1.15 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 1 0 1 0.38 

SEKO Logistics 1 1 2 0.76 

TNT 2 9 11 4.20 

Toll Forwarding 0 0 0 0.00 

TransWorld 1 1 2 0.76 

UPS SCS 26 67 93 35.50 

* All Carriers * 134 128 262 100.00 

 
 

P
age 3-16 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

P
age 3-16 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

E
xh

ib
it 3-13

E
xh

ib
it 3-13

Primarily Air Shipping 
(Alphabetical) 

Primarily Air Shipping 
(Alphabetical) 



Global Freight Forwarder Study 6th Edition 2018 – Forwarder Utilization 

 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

UPS SCS 26 67 93 35.50 

FedEx Trade Networks 30 56 86 32.82 

DHL Global Forwarding 17 54 71 27.10 

Expeditors 17 36 53 20.23 

Kuehne & Nagel 5 21 26 9.92 

DB Schenker Logistics 7 16 23 8.78 

CEVA Logistics 3 8 11 4.20 

DSV 0 11 11 4.20 

TNT 2 9 11 4.20 

Kintetsu World Express (KWE) 5 4 9 3.44 

Bollore Logistics 4 4 8 3.05 

C.H. Robinson 3 4 7 2.67 

Panalpina 1 5 6 2.29 

Agility 1 4 5 1.91 

JAS 2 3 5 1.91 

Nippon Express 1 4 5 1.91 

Geodis Wilson 3 1 4 1.53 

Hellmann 2 1 3 1.15 

Pilot 1 2 3 1.15 

Cargo Partners 1 1 2 0.76 

Maersk Logistics 0 2 2 0.76 

NYK Line 0 2 2 0.76 

SEKO Logistics 1 1 2 0.76 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

TransWorld 1 1 2 0.76 

Laufer 0 1 1 0.38 

Schneider Logistics 1 0 1 0.38 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

COSCO (China Ocean Shipping Co.) 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

MSC 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

* All Carriers * 134 128 262 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 8 13 21 2.50 

APL Logistics 4 9 13 1.55 

Apollo LogiSolutions (ALS) 7 9 16 1.90 

BDP International 4 8 12 1.43 

Bollore Logistics 6 14 20 2.38 

C.H. Robinson 17 29 46 5.47 

Cargo Partners 4 4 8 0.95 

CEVA Logistics 19 23 42 4.99 

COSCO (China Ocean Shipping Co.) 4 12 16 1.90 

CW Logistics 8 3 11 1.31 

DB Schenker Logistics 23 38 61 7.25 

DHL Global Forwarding 48 87 135 16.05 

DSV 16 24 40 4.76 

Expeditors 54 65 119 14.15 

FedEx Trade Networks 27 56 83 9.87 

Geodis Wilson 15 21 36 4.28 

Hellmann 9 13 22 2.62 

JAS 2 9 11 1.31 

Jeena & Company 4 10 14 1.66 

Katolec 3 7 10 1.19 

KGL Networks 3 7 10 1.19 

Kim Ee Logistics 4 10 14 1.66 

Kintetsu World Express (KWE) 3 8 11 1.31 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 40 77 117 13.91 

Laufer 7 2 9 1.07 

Logistics Plus 1 9 10 1.19 

Maersk Logistics 16 33 49 5.83 

MSC 8 6 14 1.66 

Nippon Express 6 12 18 2.14 

NYK Line 11 34 45 5.35 

OEC 7 4 11 1.31 

OOCL 4 10 14 1.66 

Panalpina 11 29 40 4.76 

Pantos Logistics 2 9 11 1.31 

Pilot 2 3 5 0.59 

Pioneer Logistics Group 7 7 14 1.66 

Qingdao Jet Marine Logistics (JMS) 4 11 15 1.78 

Schneider Logistics 2 6 8 0.95 

SEKO Logistics 5 12 17 2.02 

TNT 11 18 29 3.45 

Toll Forwarding 7 8 15 1.78 

TransWorld 7 4 11 1.31 

UPS SCS 24 54 78 9.27 

* All Carriers * 474 367 841 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 48 87 135 16.05 

Expeditors 54 65 119 14.15 

Kuehne & Nagel 40 77 117 13.91 

FedEx Trade Networks 27 56 83 9.87 

UPS SCS 24 54 78 9.27 

DB Schenker Logistics 23 38 61 7.25 

Maersk Logistics 16 33 49 5.83 

C.H. Robinson 17 29 46 5.47 

NYK Line 11 34 45 5.35 

CEVA Logistics 19 23 42 4.99 

DSV 16 24 40 4.76 

Panalpina 11 29 40 4.76 

Geodis Wilson 15 21 36 4.28 

TNT 11 18 29 3.45 

Hellmann 9 13 22 2.62 

Agility 8 13 21 2.50 

Bollore Logistics 6 14 20 2.38 

Nippon Express 6 12 18 2.14 

SEKO Logistics 5 12 17 2.02 

Apollo LogiSolutions (ALS) 7 9 16 1.90 

COSCO (China Ocean Shipping Co.) 4 12 16 1.90 

Qingdao Jet Marine Logistics (JMS) 4 11 15 1.78 

Toll Forwarding 7 8 15 1.78 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Jeena & Company 4 10 14 1.66 

Kim Ee Logistics 4 10 14 1.66 

MSC 8 6 14 1.66 

OOCL 4 10 14 1.66 

Pioneer Logistics Group 7 7 14 1.66 

APL Logistics 4 9 13 1.55 

BDP International 4 8 12 1.43 

CW Logistics 8 3 11 1.31 

JAS 2 9 11 1.31 

Kintetsu World Express (KWE) 3 8 11 1.31 

OEC 7 4 11 1.31 

Pantos Logistics 2 9 11 1.31 

TransWorld 7 4 11 1.31 

KGL Networks 3 7 10 1.19 

Katolec 3 7 10 1.19 

Logistics Plus 1 9 10 1.19 

Laufer 7 2 9 1.07 

Cargo Partners 4 4 8 0.95 

Schneider Logistics 2 6 8 0.95 

Pilot 2 3 5 0.59 

* All Carriers * 474 367 841 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 5 9 14 5.36 

APL Logistics 0 7 7 2.68 

Apollo LogiSolutions (ALS) 5 9 14 5.36 

BDP International 0 1 1 0.38 

Bollore Logistics 1 2 3 1.15 

C.H. Robinson 3 6 9 3.45 

Cargo Partners 1 1 2 0.77 

CEVA Logistics 3 4 7 2.68 

COSCO (China Ocean Shipping Co.) 2 9 11 4.21 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 7 14 21 8.05 

DHL Global Forwarding 12 22 34 13.03 

DSV 1 4 5 1.92 

Expeditors 3 5 8 3.07 

FedEx Trade Networks 5 15 20 7.66 

Geodis Wilson 4 7 11 4.21 

Hellmann 3 9 12 4.60 

JAS 0 0 0 0.00 

Jeena & Company 3 9 12 4.60 

Katolec 3 7 10 3.83 

KGL Networks 2 3 5 1.92 

Kim Ee Logistics 4 10 14 5.36 

Kintetsu World Express (KWE) 3 4 7 2.68 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 4 13 17 6.51 

Laufer 0 0 0 0.00 

Logistics Plus 1 3 4 1.53 

Maersk Logistics 4 14 18 6.90 

MSC 1 3 4 1.53 

Nippon Express 4 3 7 2.68 

NYK Line 6 19 25 9.58 

OEC 0 0 0 0.00 

OOCL 2 7 9 3.45 

Panalpina 4 13 17 6.51 

Pantos Logistics 2 5 7 2.68 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 5 7 12 4.60 

Qingdao Jet Marine Logistics (JMS) 4 11 15 5.75 

Schneider Logistics 2 5 7 2.68 

SEKO Logistics 3 6 9 3.45 

TNT 6 9 15 5.75 

Toll Forwarding 0 5 5 1.92 

TransWorld 7 4 11 4.21 

UPS SCS 3 8 11 4.21 

* All Carriers * 128 133 261 100.00 

 
 

P
age 3-20 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

P
age 3-20 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

E
xh

ib
it 3-17

E
xh

ib
it 3-17

Asia 
(Alphabetical) 

Asia 
(Alphabetical) 



Global Freight Forwarder Study 6th Edition 2018 – Forwarder Utilization 

 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 12 22 34 13.03 

NYK Line 6 19 25 9.58 

DB Schenker Logistics 7 14 21 8.05 

FedEx Trade Networks 5 15 20 7.66 

Maersk Logistics 4 14 18 6.90 

Kuehne & Nagel 4 13 17 6.51 

Panalpina 4 13 17 6.51 

Qingdao Jet Marine Logistics (JMS) 4 11 15 5.75 

TNT 6 9 15 5.75 

Agility 5 9 14 5.36 

Apollo LogiSolutions (ALS) 5 9 14 5.36 

Kim Ee Logistics 4 10 14 5.36 

Hellmann 3 9 12 4.60 

Jeena & Company 3 9 12 4.60 

Pioneer Logistics Group 5 7 12 4.60 

COSCO (China Ocean Shipping Co.) 2 9 11 4.21 

Geodis Wilson 4 7 11 4.21 

TransWorld 7 4 11 4.21 

UPS SCS 3 8 11 4.21 

Katolec 3 7 10 3.83 

C.H. Robinson 3 6 9 3.45 

OOCL 2 7 9 3.45 

SEKO Logistics 3 6 9 3.45 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Expeditors 3 5 8 3.07 

APL Logistics 0 7 7 2.68 

CEVA Logistics 3 4 7 2.68 

Kintetsu World Express (KWE) 3 4 7 2.68 

Nippon Express 4 3 7 2.68 

Pantos Logistics 2 5 7 2.68 

Schneider Logistics 2 5 7 2.68 

DSV 1 4 5 1.92 

KGL Networks 2 3 5 1.92 

Toll Forwarding 0 5 5 1.92 

Logistics Plus 1 3 4 1.53 

MSC 1 3 4 1.53 

Bollore Logistics 1 2 3 1.15 

Cargo Partners 1 1 2 0.77 

BDP International 0 1 1 0.38 

CW Logistics 0 0 0 0.00 

JAS 0 0 0 0.00 

Laufer 0 0 0 0.00 

OEC 0 0 0 0.00 

Pilot 0 0 0 0.00 

* All Carriers * 128 133 261 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 0 0 0 0.00 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

Bollore Logistics 0 0 0 0.00 

C.H. Robinson 1 0 1 9.09 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 1 0 1 9.09 

COSCO (China Ocean Shipping Co.) 1 1 2 18.18 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 0 0 0 0.00 

DHL Global Forwarding 1 1 2 18.18 

DSV 0 0 0 0.00 

Expeditors 0 1 1 9.09 

FedEx Trade Networks 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 0 0 0.00 

JAS 0 1 1 9.09 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 0 0 0 0.00 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 2 1 3 27.27 

MSC 2 0 2 18.18 

Nippon Express 0 0 0 0.00 

NYK Line 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

TNT 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

UPS SCS 0 1 1 9.09 

* All Carriers * 8 3 11 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Maersk Logistics 2 1 3 27.27 

COSCO (China Ocean Shipping Co.) 1 1 2 18.18 

DHL Global Forwarding 1 1 2 18.18 

MSC 2 0 2 18.18 

C.H. Robinson 1 0 1 9.09 

CEVA Logistics 1 0 1 9.09 

Expeditors 0 1 1 9.09 

JAS 0 1 1 9.09 

UPS SCS 0 1 1 9.09 

APL Logistics 0 0 0 0.00 

Agility 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

Bollore Logistics 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

DB Schenker Logistics 0 0 0 0.00 

DSV 0 0 0 0.00 

FedEx Trade Networks 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Kuehne & Nagel 0 0 0 0.00 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

NYK Line 0 0 0 0.00 

Nippon Express 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

TNT 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

* All Carriers * 8 3 11 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 2 3 1.14 

APL Logistics 2 1 3 1.14 

Apollo LogiSolutions (ALS) 2 0 2 0.76 

BDP International 2 1 3 1.14 

Bollore Logistics 6 8 14 5.32 

C.H. Robinson 3 3 6 2.28 

Cargo Partners 2 5 7 2.66 

CEVA Logistics 11 13 24 9.13 

COSCO (China Ocean Shipping Co.) 0 1 1 0.38 

CW Logistics 8 3 11 4.18 

DB Schenker Logistics 11 15 26 9.89 

DHL Global Forwarding 29 46 75 28.52 

DSV 11 9 20 7.60 

Expeditors 6 9 15 5.70 

FedEx Trade Networks 8 15 23 8.75 

Geodis Wilson 10 10 20 7.60 

Hellmann 3 1 4 1.52 

JAS 0 1 1 0.38 

Jeena & Company 1 1 2 0.76 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 9 24 33 12.55 

Laufer 0 0 0 0.00 

Logistics Plus 0 4 4 1.52 

Maersk Logistics 6 11 17 6.46 

MSC 3 3 6 2.28 

Nippon Express 1 2 3 1.14 

NYK Line 1 6 7 2.66 

OEC 0 0 0 0.00 

OOCL 2 0 2 0.76 

Panalpina 5 7 12 4.56 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 1 0 1 0.38 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 1 2 3 1.14 

SEKO Logistics 1 1 2 0.76 

TNT 6 14 20 7.60 

Toll Forwarding 3 2 5 1.90 

TransWorld 0 0 0 0.00 

UPS SCS 5 17 22 8.37 

* All Carriers * 160 103 263 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 29 46 75 28.52 

Kuehne & Nagel 9 24 33 12.55 

DB Schenker Logistics 11 15 26 9.89 

CEVA Logistics 11 13 24 9.13 

FedEx Trade Networks 8 15 23 8.75 

UPS SCS 5 17 22 8.37 

DSV 11 9 20 7.60 

Geodis Wilson 10 10 20 7.60 

TNT 6 14 20 7.60 

Maersk Logistics 6 11 17 6.46 

Expeditors 6 9 15 5.70 

Bollore Logistics 6 8 14 5.32 

Panalpina 5 7 12 4.56 

CW Logistics 8 3 11 4.18 

Cargo Partners 2 5 7 2.66 

NYK Line 1 6 7 2.66 

C.H. Robinson 3 3 6 2.28 

MSC 3 3 6 2.28 

Toll Forwarding 3 2 5 1.90 

Hellmann 3 1 4 1.52 

Logistics Plus 0 4 4 1.52 

APL Logistics 2 1 3 1.14 

Agility 1 2 3 1.14 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

BDP International 2 1 3 1.14 

Nippon Express 1 2 3 1.14 

Schneider Logistics 1 2 3 1.14 

Apollo LogiSolutions (ALS) 2 0 2 0.76 

Jeena & Company 1 1 2 0.76 

OOCL 2 0 2 0.76 

SEKO Logistics 1 1 2 0.76 

COSCO (China Ocean Shipping Co.) 0 1 1 0.38 

JAS 0 1 1 0.38 

Pioneer Logistics Group 1 0 1 0.38 

KGL Networks 0 0 0 0.00 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Laufer 0 0 0 0.00 

OEC 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

TransWorld 0 0 0 0.00 

* All Carriers * 160 103 263 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 3 6 9 1.65 

APL Logistics 2 1 3 0.55 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 3 5 8 1.46 

Bollore Logistics 3 8 11 2.01 

C.H. Robinson 14 24 38 6.95 

Cargo Partners 2 1 3 0.55 

CEVA Logistics 7 14 21 3.84 

COSCO (China Ocean Shipping Co.) 1 1 2 0.37 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 13 25 38 6.95 

DHL Global Forwarding 18 71 89 16.27 

DSV 4 22 26 4.75 

Expeditors 61 90 151 27.61 

FedEx Trade Networks 44 85 129 23.58 

Geodis Wilson 3 5 8 1.46 

Hellmann 5 5 10 1.83 

JAS 5 12 17 3.11 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 1 0 1 0.18 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 4 8 12 2.19 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 30 62 92 16.82 

Laufer 7 3 10 1.83 

Logistics Plus 0 1 1 0.18 

Maersk Logistics 1 6 7 1.28 

MSC 1 0 1 0.18 

Nippon Express 2 12 14 2.56 

NYK Line 3 8 11 2.01 

OEC 7 5 12 2.19 

OOCL 0 2 2 0.37 

Panalpina 4 14 18 3.29 

Pantos Logistics 0 0 0 0.00 

Pilot 4 6 10 1.83 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 1 8 9 1.65 

TNT 0 2 2 0.37 

Toll Forwarding 2 1 3 0.55 

TransWorld 1 1 2 0.37 

UPS SCS 38 100 138 25.23 

* All Carriers * 294 253 547 100.00 

 
 

P
age 3-26 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

P
age 3-26 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

E
xh

ib
it 3-23

E
xh

ib
it 3-23

North America 
(Alphabetical) 

North America 
(Alphabetical) 



Global Freight Forwarder Study 6th Edition 2018 – Forwarder Utilization 

 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Expeditors 61 90 151 27.61 

UPS SCS 38 100 138 25.23 

FedEx Trade Networks 44 85 129 23.58 

Kuehne & Nagel 30 62 92 16.82 

DHL Global Forwarding 18 71 89 16.27 

C.H. Robinson 14 24 38 6.95 

DB Schenker Logistics 13 25 38 6.95 

DSV 4 22 26 4.75 

CEVA Logistics 7 14 21 3.84 

Panalpina 4 14 18 3.29 

JAS 5 12 17 3.11 

Nippon Express 2 12 14 2.56 

Kintetsu World Express (KWE) 4 8 12 2.19 

OEC 7 5 12 2.19 

Bollore Logistics 3 8 11 2.01 

NYK Line 3 8 11 2.01 

Hellmann 5 5 10 1.83 

Laufer 7 3 10 1.83 

Pilot 4 6 10 1.83 

Agility 3 6 9 1.65 

SEKO Logistics 1 8 9 1.65 

BDP International 3 5 8 1.46 

Geodis Wilson 3 5 8 1.46 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Maersk Logistics 1 6 7 1.28 

APL Logistics 2 1 3 0.55 

Cargo Partners 2 1 3 0.55 

Toll Forwarding 2 1 3 0.55 

COSCO (China Ocean Shipping Co.) 1 1 2 0.37 

OOCL 0 2 2 0.37 

TNT 0 2 2 0.37 

TransWorld 1 1 2 0.37 

KGL Networks 1 0 1 0.18 

Logistics Plus 0 1 1 0.18 

MSC 1 0 1 0.18 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

* All Carriers * 294 253 547 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 0 0 0 0.00 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

Bollore Logistics 0 1 1 16.67 

C.H. Robinson 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 0 0 0 0.00 

COSCO (China Ocean Shipping Co.) 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 0 0 0 0.00 

DHL Global Forwarding 1 2 3 50.00 

DSV 0 0 0 0.00 

Expeditors 1 0 1 16.67 

FedEx Trade Networks 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 0 0 0.00 

JAS 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 0 1 1 16.67 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 1 0 1 16.67 

MSC 0 0 0 0.00 

Nippon Express 0 0 0 0.00 

NYK Line 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

TNT 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

UPS SCS 1 0 1 16.67 

* All Carriers * 4 2 6 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 1 2 3 50.00 

Bollore Logistics 0 1 1 16.67 

Expeditors 1 0 1 16.67 

Kuehne & Nagel 0 1 1 16.67 

Maersk Logistics 1 0 1 16.67 

UPS SCS 1 0 1 16.67 

APL Logistics 0 0 0 0.00 

Agility 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

C.H. Robinson 0 0 0 0.00 

CEVA Logistics 0 0 0 0.00 

COSCO (China Ocean Shipping Co.) 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

DB Schenker Logistics 0 0 0 0.00 

DSV 0 0 0 0.00 

FedEx Trade Networks 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 0 0 0.00 

JAS 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

MSC 0 0 0 0.00 

NYK Line 0 0 0 0.00 

Nippon Express 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

TNT 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

* All Carriers * 4 2 6 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 5 18 23 3.20 

APL Logistics 2 6 8 1.11 

Apollo LogiSolutions (ALS) 4 7 11 1.53 

BDP International 3 6 9 1.25 

Bollore Logistics 7 12 19 2.64 

C.H. Robinson 16 25 41 5.70 

Cargo Partners 2 6 8 1.11 

CEVA Logistics 15 21 36 5.01 

COSCO (China Ocean Shipping Co.) 1 8 9 1.25 

CW Logistics 4 2 6 0.83 

DB Schenker Logistics 27 34 61 8.48 

DHL Global Forwarding 38 95 133 18.50 

DSV 9 24 33 4.59 

Expeditors 40 67 107 14.88 

FedEx Trade Networks 36 69 105 14.60 

Geodis Wilson 17 17 34 4.73 

Hellmann 7 13 20 2.78 

JAS 4 11 15 2.09 

Jeena & Company 1 8 9 1.25 

Katolec 3 5 8 1.11 

KGL Networks 2 6 8 1.11 

Kim Ee Logistics 2 8 10 1.39 

Kintetsu World Express (KWE) 4 11 15 2.09 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 33 69 102 14.19 

Laufer 4 1 5 0.70 

Logistics Plus 1 9 10 1.39 

Maersk Logistics 8 17 25 3.48 

MSC 5 4 9 1.25 

Nippon Express 3 13 16 2.23 

NYK Line 5 29 34 4.73 

OEC 3 1 4 0.56 

OOCL 3 5 8 1.11 

Panalpina 7 20 27 3.76 

Pantos Logistics 1 8 9 1.25 

Pilot 1 4 5 0.70 

Pioneer Logistics Group 6 5 11 1.53 

Qingdao Jet Marine Logistics (JMS) 2 9 11 1.53 

Schneider Logistics 1 3 4 0.56 

SEKO Logistics 5 9 14 1.95 

TNT 7 22 29 4.03 

Toll Forwarding 1 7 8 1.11 

TransWorld 4 5 9 1.25 

UPS SCS 28 89 117 16.27 

* All Carriers * 377 342 719 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 38 95 133 18.50 

UPS SCS 28 89 117 16.27 

Expeditors 40 67 107 14.88 

FedEx Trade Networks 36 69 105 14.60 

Kuehne & Nagel 33 69 102 14.19 

DB Schenker Logistics 27 34 61 8.48 

C.H. Robinson 16 25 41 5.70 

CEVA Logistics 15 21 36 5.01 

Geodis Wilson 17 17 34 4.73 

NYK Line 5 29 34 4.73 

DSV 9 24 33 4.59 

TNT 7 22 29 4.03 

Panalpina 7 20 27 3.76 

Maersk Logistics 8 17 25 3.48 

Agility 5 18 23 3.20 

Hellmann 7 13 20 2.78 

Bollore Logistics 7 12 19 2.64 

Nippon Express 3 13 16 2.23 

JAS 4 11 15 2.09 

Kintetsu World Express (KWE) 4 11 15 2.09 

SEKO Logistics 5 9 14 1.95 

Apollo LogiSolutions (ALS) 4 7 11 1.53 

Pioneer Logistics Group 6 5 11 1.53 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Qingdao Jet Marine Logistics (JMS) 2 9 11 1.53 

Kim Ee Logistics 2 8 10 1.39 

Logistics Plus 1 9 10 1.39 

BDP International 3 6 9 1.25 

COSCO (China Ocean Shipping Co.) 1 8 9 1.25 

Jeena & Company 1 8 9 1.25 

MSC 5 4 9 1.25 

Pantos Logistics 1 8 9 1.25 

TransWorld 4 5 9 1.25 

APL Logistics 2 6 8 1.11 

Cargo Partners 2 6 8 1.11 

KGL Networks 2 6 8 1.11 

Katolec 3 5 8 1.11 

OOCL 3 5 8 1.11 

Toll Forwarding 1 7 8 1.11 

CW Logistics 4 2 6 0.83 

Laufer 4 1 5 0.70 

Pilot 1 4 5 0.70 

OEC 3 1 4 0.56 

Schneider Logistics 1 3 4 0.56 

* All Carriers * 377 342 719 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 0 1 0.88 

APL Logistics 1 3 4 3.51 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

Bollore Logistics 0 2 2 1.75 

C.H. Robinson 0 2 2 1.75 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 2 2 4 3.51 

COSCO (China Ocean Shipping Co.) 1 1 2 1.75 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 3 4 7 6.14 

DHL Global Forwarding 8 12 20 17.54 

DSV 4 4 8 7.02 

Expeditors 8 10 18 15.79 

FedEx Trade Networks 4 11 15 13.16 

Geodis Wilson 1 3 4 3.51 

Hellmann 1 1 2 1.75 

JAS 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Katolec 0 1 1 0.88 

KGL Networks 0 1 1 0.88 

Kim Ee Logistics 0 1 1 0.88 

Kintetsu World Express (KWE) 1 1 2 1.75 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 3 13 16 14.04 

Laufer 1 0 1 0.88 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 2 9 11 9.65 

MSC 0 1 1 0.88 

Nippon Express 2 0 2 1.75 

NYK Line 1 3 4 3.51 

OEC 2 1 3 2.63 

OOCL 1 3 4 3.51 

Panalpina 3 7 10 8.77 

Pantos Logistics 0 1 1 0.88 

Pilot 1 1 2 1.75 

Pioneer Logistics Group 1 2 3 2.63 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 2 2 1.75 

SEKO Logistics 1 4 5 4.39 

TNT 0 2 2 1.75 

Toll Forwarding 3 1 4 3.51 

TransWorld 1 0 1 0.88 

UPS SCS 4 9 13 11.40 

* All Carriers * 61 53 114 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 8 12 20 17.54 

Expeditors 8 10 18 15.79 

Kuehne & Nagel 3 13 16 14.04 

FedEx Trade Networks 4 11 15 13.16 

UPS SCS 4 9 13 11.40 

Maersk Logistics 2 9 11 9.65 

Panalpina 3 7 10 8.77 

DSV 4 4 8 7.02 

DB Schenker Logistics 3 4 7 6.14 

SEKO Logistics 1 4 5 4.39 

APL Logistics 1 3 4 3.51 

CEVA Logistics 2 2 4 3.51 

Geodis Wilson 1 3 4 3.51 

NYK Line 1 3 4 3.51 

OOCL 1 3 4 3.51 

Toll Forwarding 3 1 4 3.51 

OEC 2 1 3 2.63 

Pioneer Logistics Group 1 2 3 2.63 

Bollore Logistics 0 2 2 1.75 

C.H. Robinson 0 2 2 1.75 

COSCO (China Ocean Shipping Co.) 1 1 2 1.75 

Hellmann 1 1 2 1.75 

Kintetsu World Express (KWE) 1 1 2 1.75 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Nippon Express 2 0 2 1.75 

Pilot 1 1 2 1.75 

Schneider Logistics 0 2 2 1.75 

TNT 0 2 2 1.75 

Agility 1 0 1 0.88 

KGL Networks 0 1 1 0.88 

Katolec 0 1 1 0.88 

Kim Ee Logistics 0 1 1 0.88 

Laufer 1 0 1 0.88 

MSC 0 1 1 0.88 

Pantos Logistics 0 1 1 0.88 

TransWorld 1 0 1 0.88 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

JAS 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

* All Carriers * 61 53 114 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 0 0 0 0.00 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 0 1 1 2.13 

Bollore Logistics 0 1 1 2.13 

C.H. Robinson 0 1 1 2.13 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 3 4 7 14.89 

COSCO (China Ocean Shipping Co.) 0 0 0 0.00 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 0 5 5 10.64 

DHL Global Forwarding 2 13 15 31.91 

DSV 0 4 4 8.51 

Expeditors 4 10 14 29.79 

FedEx Trade Networks 3 9 12 25.53 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 0 0 0.00 

JAS 0 2 2 4.26 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 1 0 1 2.13 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 2 2 4 8.51 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 0 1 1 2.13 

MSC 0 0 0 0.00 

Nippon Express 0 2 2 4.26 

NYK Line 1 0 1 2.13 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 0 3 3 6.38 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 0 1 1 2.13 

TNT 0 1 1 2.13 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

UPS SCS 3 6 9 19.15 

* All Carriers * 19 28 47 100.00 

 
 

P
age 3-34 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

P
age 3-34 

 
C

op
yright M

astio &
 C

om
p

an
y 2018.  A

ll righ
ts reserved. 

E
xh

ib
it 3-31

E
xh

ib
it 3-31

High-Technology 
(Alphabetical) 

High-Technology 
(Alphabetical) 



Global Freight Forwarder Study 6th Edition 2018 – Forwarder Utilization 

 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 2 13 15 31.91 

Expeditors 4 10 14 29.79 

FedEx Trade Networks 3 9 12 25.53 

UPS SCS 3 6 9 19.15 

CEVA Logistics 3 4 7 14.89 

DB Schenker Logistics 0 5 5 10.64 

DSV 0 4 4 8.51 

Kuehne & Nagel 2 2 4 8.51 

Panalpina 0 3 3 6.38 

JAS 0 2 2 4.26 

Nippon Express 0 2 2 4.26 

BDP International 0 1 1 2.13 

Bollore Logistics 0 1 1 2.13 

C.H. Robinson 0 1 1 2.13 

Kintetsu World Express (KWE) 1 0 1 2.13 

Maersk Logistics 0 1 1 2.13 

NYK Line 1 0 1 2.13 

SEKO Logistics 0 1 1 2.13 

TNT 0 1 1 2.13 

APL Logistics 0 0 0 0.00 

Agility 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

COSCO (China Ocean Shipping Co.) 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

CW Logistics 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

MSC 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

* All Carriers * 19 28 47 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 0 1 2.22 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 3 2 5 11.11 

BDP International 0 0 0 0.00 

Bollore Logistics 0 1 1 2.22 

C.H. Robinson 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 0 0 0 0.00 

COSCO (China Ocean Shipping Co.) 1 0 1 2.22 

CW Logistics 0 0 0 0.00 

DB Schenker Logistics 0 2 2 4.44 

DHL Global Forwarding 7 3 10 22.22 

DSV 1 1 2 4.44 

Expeditors 1 4 5 11.11 

FedEx Trade Networks 1 2 3 6.67 

Geodis Wilson 0 2 2 4.44 

Hellmann 0 0 0 0.00 

JAS 0 0 0 0.00 

Jeena & Company 3 2 5 11.11 

Katolec 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 4 5 9 20.00 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 0 0 0 0.00 

MSC 0 0 0 0.00 

Nippon Express 0 1 1 2.22 

NYK Line 0 2 2 4.44 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 0 1 1 2.22 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 2 0 2 4.44 

Schneider Logistics 2 2 4 8.89 

SEKO Logistics 0 1 1 2.22 

TNT 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

UPS SCS 4 4 8 17.78 

* All Carriers * 30 15 45 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 7 3 10 22.22 

Kuehne & Nagel 4 5 9 20.00 

UPS SCS 4 4 8 17.78 

Apollo LogiSolutions (ALS) 3 2 5 11.11 

Expeditors 1 4 5 11.11 

Jeena & Company 3 2 5 11.11 

Schneider Logistics 2 2 4 8.89 

FedEx Trade Networks 1 2 3 6.67 

DB Schenker Logistics 0 2 2 4.44 

DSV 1 1 2 4.44 

Geodis Wilson 0 2 2 4.44 

NYK Line 0 2 2 4.44 

Qingdao Jet Marine Logistics (JMS) 2 0 2 4.44 

Agility 1 0 1 2.22 

Bollore Logistics 0 1 1 2.22 

COSCO (China Ocean Shipping Co.) 1 0 1 2.22 

Nippon Express 0 1 1 2.22 

Panalpina 0 1 1 2.22 

SEKO Logistics 0 1 1 2.22 

APL Logistics 0 0 0 0.00 

BDP International 0 0 0 0.00 

C.H. Robinson 0 0 0 0.00 

CEVA Logistics 0 0 0 0.00 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

CW Logistics 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

Hellmann 0 0 0 0.00 

JAS 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Katolec 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 0 0 0 0.00 

Laufer 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

MSC 0 0 0 0.00 

Maersk Logistics 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

Pilot 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

TNT 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

TransWorld 0 0 0 0.00 

* All Carriers * 30 15 45 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 2 3 1.79 

APL Logistics 1 0 1 0.60 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 1 0 1 0.60 

Bollore Logistics 0 4 4 2.38 

C.H. Robinson 4 5 9 5.36 

Cargo Partners 3 1 4 2.38 

CEVA Logistics 0 4 4 2.38 

COSCO (China Ocean Shipping Co.) 0 2 2 1.19 

CW Logistics 3 1 4 2.38 

DB Schenker Logistics 1 10 11 6.55 

DHL Global Forwarding 6 20 26 15.48 

DSV 1 3 4 2.38 

Expeditors 18 11 29 17.26 

FedEx Trade Networks 15 21 36 21.43 

Geodis Wilson 0 0 0 0.00 

Hellmann 3 1 4 2.38 

JAS 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

KGL Networks 1 0 1 0.60 

Kim Ee Logistics 2 1 3 1.79 

Kintetsu World Express (KWE) 1 0 1 0.60 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 7 18 25 14.88 

Laufer 1 2 3 1.79 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 5 5 10 5.95 

MSC 2 1 3 1.79 

Nippon Express 2 1 3 1.79 

NYK Line 1 1 2 1.19 

OEC 2 3 5 2.98 

OOCL 0 2 2 1.19 

Panalpina 1 3 4 2.38 

Pantos Logistics 0 0 0 0.00 

Pilot 0 1 1 0.60 

Pioneer Logistics Group 0 1 1 0.60 

Qingdao Jet Marine Logistics (JMS) 0 1 1 0.60 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

TNT 5 6 11 6.55 

Toll Forwarding 3 0 3 1.79 

TransWorld 1 0 1 0.60 

UPS SCS 11 20 31 18.45 

* All Carriers * 102 66 168 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

FedEx Trade Networks 15 21 36 21.43 

UPS SCS 11 20 31 18.45 

Expeditors 18 11 29 17.26 

DHL Global Forwarding 6 20 26 15.48 

Kuehne & Nagel 7 18 25 14.88 

DB Schenker Logistics 1 10 11 6.55 

TNT 5 6 11 6.55 

Maersk Logistics 5 5 10 5.95 

C.H. Robinson 4 5 9 5.36 

OEC 2 3 5 2.98 

Bollore Logistics 0 4 4 2.38 

CEVA Logistics 0 4 4 2.38 

CW Logistics 3 1 4 2.38 

Cargo Partners 3 1 4 2.38 

DSV 1 3 4 2.38 

Hellmann 3 1 4 2.38 

Panalpina 1 3 4 2.38 

Agility 1 2 3 1.79 

Kim Ee Logistics 2 1 3 1.79 

Laufer 1 2 3 1.79 

MSC 2 1 3 1.79 

Nippon Express 2 1 3 1.79 

Toll Forwarding 3 0 3 1.79 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

COSCO (China Ocean Shipping Co.) 0 2 2 1.19 

NYK Line 1 1 2 1.19 

OOCL 0 2 2 1.19 

APL Logistics 1 0 1 0.60 

BDP International 1 0 1 0.60 

KGL Networks 1 0 1 0.60 

Kintetsu World Express (KWE) 1 0 1 0.60 

Pilot 0 1 1 0.60 

Pioneer Logistics Group 0 1 1 0.60 

Qingdao Jet Marine Logistics (JMS) 0 1 1 0.60 

TransWorld 1 0 1 0.60 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

JAS 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

Katolec 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

Pantos Logistics 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

* All Carriers * 102 66 168 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Agility 1 0 1 1.67 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

BDP International 1 1 2 3.33 

Bollore Logistics 3 0 3 5.00 

C.H. Robinson 1 0 1 1.67 

Cargo Partners 0 0 0 0.00 

CEVA Logistics 2 1 3 5.00 

COSCO (China Ocean Shipping Co.) 1 1 2 3.33 

CW Logistics 1 0 1 1.67 

DB Schenker Logistics 0 1 1 1.67 

DHL Global Forwarding 6 8 14 23.33 

DSV 3 2 5 8.33 

Expeditors 1 5 6 10.00 

FedEx Trade Networks 3 8 11 18.33 

Geodis Wilson 0 0 0 0.00 

Hellmann 0 1 1 1.67 

JAS 1 1 2 3.33 

Jeena & Company 0 0 0 0.00 

Katolec 0 1 1 1.67 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Kintetsu World Express (KWE) 1 0 1 1.67 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Kuehne & Nagel 1 0 1 1.67 

Laufer 1 0 1 1.67 

Logistics Plus 0 0 0 0.00 

Maersk Logistics 1 3 4 6.67 

MSC 1 0 1 1.67 

Nippon Express 0 1 1 1.67 

NYK Line 3 2 5 8.33 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Panalpina 2 1 3 5.00 

Pantos Logistics 1 0 1 1.67 

Pilot 2 0 2 3.33 

Pioneer Logistics Group 0 0 0 0.00 

Qingdao Jet Marine Logistics (JMS) 0 1 1 1.67 

Schneider Logistics 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

TNT 1 0 1 1.67 

Toll Forwarding 0 0 0 0.00 

TransWorld 2 0 2 3.33 

UPS SCS 1 5 6 10.00 

* All Carriers * 41 19 60 100.00 
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Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

DHL Global Forwarding 6 8 14 23.33 

FedEx Trade Networks 3 8 11 18.33 

Expeditors 1 5 6 10.00 

UPS SCS 1 5 6 10.00 

DSV 3 2 5 8.33 

NYK Line 3 2 5 8.33 

Maersk Logistics 1 3 4 6.67 

Bollore Logistics 3 0 3 5.00 

CEVA Logistics 2 1 3 5.00 

Panalpina 2 1 3 5.00 

BDP International 1 1 2 3.33 

COSCO (China Ocean Shipping Co.) 1 1 2 3.33 

JAS 1 1 2 3.33 

Pilot 2 0 2 3.33 

TransWorld 2 0 2 3.33 

Agility 1 0 1 1.67 

C.H. Robinson 1 0 1 1.67 

CW Logistics 1 0 1 1.67 

DB Schenker Logistics 0 1 1 1.67 

Hellmann 0 1 1 1.67 

Katolec 0 1 1 1.67 

Kintetsu World Express (KWE) 1 0 1 1.67 

Kuehne & Nagel 1 0 1 1.67 

Forwarders 

Forwarder 
Forwarder 

Total 
Percent 

Utilization Sole Mult. 

Laufer 1 0 1 1.67 

MSC 1 0 1 1.67 

Nippon Express 0 1 1 1.67 

Pantos Logistics 1 0 1 1.67 

Qingdao Jet Marine Logistics (JMS) 0 1 1 1.67 

TNT 1 0 1 1.67 

APL Logistics 0 0 0 0.00 

Apollo LogiSolutions (ALS) 0 0 0 0.00 

Cargo Partners 0 0 0 0.00 

Geodis Wilson 0 0 0 0.00 

Jeena & Company 0 0 0 0.00 

KGL Networks 0 0 0 0.00 

Kim Ee Logistics 0 0 0 0.00 

Logistics Plus 0 0 0 0.00 

OEC 0 0 0 0.00 

OOCL 0 0 0 0.00 

Pioneer Logistics Group 0 0 0 0.00 

SEKO Logistics 0 0 0 0.00 

Schneider Logistics 0 0 0 0.00 

Toll Forwarding 0 0 0 0.00 

* All Carriers * 41 19 60 100.00 
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Chapter 4 

Global Freight Forwarding Study 6th Edition - 2018 

Company Performance 
 

Overview 

Located in this chapter of the report are the company performance exhibits for each attribute measured.  
These exhibits contain an examination of how customers perceive their supplier’s performance.   
 
The proprietary software for this study provides a means of developing highly customizable data sets for 
analyzing the study data.  While this chapter analyzes the “overall” scores, the MASTIO Toolset software 
allows for a targeted analysis based on respondent’s purchase roles, average monthly transactions, 
geographic location, etc. 
 
Attribute Questions 
Specific performance areas have been explored to determine the strengths and weakness areas found 
among companies.  For example, the attribute “shipments are delivered with no shortages or damage” 
appears as part “14” in question 8.  For each of these questions, the performance score has been included 
numerically and graphically.  Also provided is the percentage above/below the industry mean, which is 
the mean value of all responses.   
 
Overall Performance Questions 
These attributes report on the respondent ratings of company’s overall performance on all non-price 
factors.  The percentage above/below the industry mean value is also provided.  The industry mean is 
derived from all responses for all companies. 
 
Refer to exhibits 4-1 through 4-37 for the results of the ‘Overall’ group. 
 
 
 
 
 
 
 
 
 

 
 
 

MASTIO Tool Set Tip 
 
We recommend that you use the powerful segmenting capabilities of Mastio’s proprietary 
software for an in-depth analysis of the exhibits included in this chapter. 
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Electronic Edition (Microsoft® Excel® Spreadsheets) 

In addition to the exhibits on the following pages, the carrier performance data from the study is 
included in spreadsheet form for additional analysis.  The spreadsheet is installed during the 
installation of the MASTIO Tool Set software that is included with the purchase of this study.  
The spreadsheet (GFF6_Performance.xlsx) can be found in a folder that was installed on 
the desktop of your computer.   
 
Please refer to the documentation that is provided for each of the spreadsheets included with the 
study.  The documentation includes complete descriptions of the contents of each column in each 
of the spreadsheets provided.  This documentation is in the Adobe Acrobat format and can 
be found in a folder that was installed on the desktop of your computer. 
 
The instructions above assume that the software and spreadsheet files were installed on drive 
“C”.  Substitute the drive letter appropriate for your installation if necessary. 
 
 

Electronic Edition  
Sample Spreadsheet from a MASTIO Industry-Wide Study 
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Exhibit 4-1 

Easy to contact the right person for help. 
Overall 
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Exhibit 4-2 

Effective problem resolution. 
Overall 

 
 

  



Copyright Mastio & Company 2018.  All Rights Reserved. 

Global Freight Forwarding – 6th Edition 
 

 Page 4-5 

Exhibit 4-3 

Timely notification of delays. 
Overall 
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Exhibit 4-4 

Provides day specific transit time commitments. 
Overall 
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Exhibit 4-5 

Knowledgeable and helpful representatives. 
Overall 
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Exhibit 4-6 

Customer service staff is courteous and professional. 
Overall 
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Exhibit 4-7 

Speed of obtaining a rate quote. 
Overall 

 
  



Copyright Mastio & Company 2018.  All Rights Reserved. 

Global Freight Forwarding – 6th Edition 
 

 Page 4-10

Exhibit 4-8 

Willingness to go the extra mile. 
Overall 
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Exhibit 4-9 

Proactively brings me specific solutions to improve my business. 
Overall 
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Exhibit 4-10 

Provides educational opportunities. 
Overall 
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Exhibit 4-11 

Overall execution of pick-up and delivery. 
Overall 
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Exhibit 4-12 

Secure chain of custody. 
Overall 
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Exhibit 4-13 

Consistency of service around the world. 
Overall 
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Exhibit 4-14 

Shipments are delivered with no shortages or damage. 
Overall 
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Exhibit 4-15 

Flexibility of service options. 
Overall 
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Exhibit 4-16 

Global compliance. 
Overall 
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Exhibit 4-17 

Pickup & delivery is courteous and professional. 
Overall 
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Exhibit 4-18 

Ability to accurately track shipments from origin to destination. 
Overall 
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Exhibit 4-19 

Accurate invoices and statements. 
Overall 
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Exhibit 4-20 

Timeliness of invoices. 
Overall 
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Exhibit 4-21 

Tracking occurs at the appropriate level (P.O./SKU/Container). 
Overall 
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Exhibit 4-22 

Systems and tools are valuable. 
Overall 
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Exhibit 4-23 

Flexible online booking system. 
Overall 
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Exhibit 4-24 

System reporting capability is valuable. 
Overall 
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Exhibit 4-25 

Quick response to EDI or system enhancements. 
Overall 
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Exhibit 4-26 

Internal system support and development. 
Overall 
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Exhibit 4-27 

Strong positive corporate image and reputation. 
Overall 
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Exhibit 4-28 

Strong commitment to CSR (corporate social responsibility). 
Overall 
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Exhibit 4-29 

Highly trusted freight forwarder. 
Overall 
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Supply chain expertise. 
Overall 
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Overall satisfaction with company. 
Overall 
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Competitive rates. 
Overall 
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Accessorial and surcharge prices. 
Overall 
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Overall value for the money you spend. 
Overall 
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How likely would you be to recommend this company to a business associate? 
Overall 
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How likely are you to continue using this company next year? 
Overall 
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I believe that this freight forwarder deserves my loyalty. 
Overall 
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Chapter 5 

Global Freight Forwarding Study 6th Edition - 2018 
 

“Voice of the Customer” 
Customer Responses to Open Ended Questions 

 
 

Overview 

This chapter provides a listing of responses to several open ended questions drawn from all 1,508 
respondents of this study.  Respondents were asked to comment on each of the following questions: 
 

Question Statement Page 

Q. 6 
What do you feel is the most significant challenge when using Air & Ocean 
Freight Forwarders? 

5-3 

Q. 10 
Excluding price, describe the biggest disappointment you’ve experienced with 
the forwarders in the last 12 months? 

5-52 

Q. 11 Are there any freight forwarders that you tend to avoid using? 5-132 

Q. 14 
Are there any emerging trends the freight forwarders should be looking at over 
the next two years to help you run your business better? 

5-143 

Q. 18 
Consider all elements of your relationship with the freight forwarder(s) you 
currently use.  In your opinion, what is the most aggravating/dissatisfying action 
that a freight forwarder can do? 

5-160 
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Electronic Edition (Microsoft® Excel® Spreadsheets) 

In addition to the report on the following pages, the open ended comments from the study are 
included in spreadsheet form for additional analysis.  The spreadsheet is installed during the 
installation of the MASTIO Tool Set software that is included with the purchase of this study.  
The spreadsheet can be found in a folder that was installed on the desktop of your 
computer.   
  
Please refer to the documentation that is provided for each of the spreadsheets included with the 
study.  The documentation includes complete descriptions of the contents of each column in each 
of the spreadsheets provided.  This documentation is in the Adobe Acrobat format and can 
be found in a folder that was installed on the desktop of your computer.  
 
 

 
Electronic Edition  

Sample Spreadsheets from a MASTIO Industry-Wide Study 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

“Tab-Most Significant Challenge” 

Tab-Biggest Disappointment” 
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Freight Forwarding (Air & Ocean) Customer Value Report Questionnaire  

6th Edition - 2018 

 

 

 

 

 

 

 

 

 

 
BRIEF EXPLANATION: The interviews we conduct for this study are done by telephone and are with people who are either the 
primary decision marker or influence the decision process. Our introduction is something like the following: Hello, my name is _____ 
from MASTIO.  We are in the process of updating our Freight Forwarder customer value & loyalty study.  We are speaking with 
100’s of companies that utilize freight forwarding services and we would like to include your opinions on the various companies that 
you use.  We would like to speak to the person who is most responsible for the day-to-day operations who works with freight 
forwarders.   Is this a good time or should we schedule an appointment later? We also point several times that their responses are 
kept anonymous and only used in aggregate. We encourage objective opinions.  

1. When selecting between freight forwarders would you consider your role to be:  
 

 I am the primary decision maker 
(i.e., leads the selection process, negotiates contracts, 
etc.) 

 I have some influence or give input in the decision 
process  
(i.e., part of decision team or purchasing team, etc.) 

 Neither (i.e. not part of the decision process) 
[Ask for who is, Thank and Terminate] 





 

 

Company Name_________________________________________________________  

Division Name___________________________________________________________ 

Address _______________________________________________________________ 

City_________________________State/Country __________________Postal Code ___________ 

Contact Name_Mr./Mrs._________________________________Direct Line ________________ 

Title ______________________________________ 

Telephone (      )_________________________ 
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2.  What volume percentage of your freight forwarding business is AIR vs. OCEAN?  Please indicate 
the volume percentage split between AIR and Ocean.  
 

Air  _________% Ocean _________%  

 
 
3a.  What is your average number of transactions with freight forwarders per month?   
 

Average number of transactions per month _________ 
 
 
 
 
 
 
 
 
 
 
 
3b.  Of the monthly transactions mentioned above, what percent requires customs brokerage? 
 
    _____% 
 
 
3c.  What percent of the time does your forwarder handling your international shipments also handle 

the brokerage (custom clearance)? 
 
    _____% 
 
 
4.  What percentage of your transactions are inbound vs. outbound? 
 

Inbound % _______ Outbound % _______ 
 
 
5.  What industry is your company in? 
 
� Retail � Pharmaceuticals 
� Manufacturing � Agriculture 
� Wholesaler/Distributor � Government 
� High-Technology � Other (specify)___________ 

 

Air: 

 <1 
 1-10 
 11-40 
 41-75 
 76-100 
 >100  

Ocean: 

 <1 
 1-10 
 11-40 
 41-75 
 76-100 
 >100  
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6. What do you feel is the most significant challenge when using Air & Ocean Freight forwarders?   

 
 
______________________________________________________________________________ 
 
______________________________________________________________________________ 

 
 
7. Which Global Freight Forwarders have you personally used in the past 12 months and about what 

percent of business do you conduct with each company?     
 
 
  
1)  __________________________________________ 

 
__________ % of total business 

2)  __________________________________________ 
 

__________ % of total business 

3) __________________________________________ 
 

__________ % of total business 

4) __________________________________________ 
 

__________ % of total business 

5) __________________________________________ 
 

__________ % of total business 

6) __________________________________________ 
 

__________ % of total business 

 

8. This next section will allow you to rate the freight forwarder(s) you listed above on a few attributes.  
You will also be asked to rate the importance of each attribute as a recipient of [Ocean / Air ] freight 
forwarding services.  We ask that you use the following 10 pt. scale.  It is important that you use the 
whole scale.  The scale is:  
 

Performance Scale: 

1=Poor      5=Average      10=Excellent           or      N/A=Not Applicable 
 
For example, if one of your freight forwarders performs average on an attribute please rate them a 5. 
 

 
Importance Scale 

1 = Not important at all         5 = Average Importance  10= Critically important 
When asking each importance question please begin with, “When choosing between Freight Forwarder(s)  how important is” 
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Comparative Parameters                                        
 

Freight Forwarder Names:

1) 
 
 

___ 

2) 
 
 

_____ 

3) 
 
 

_____
_ 

4) 
 
 

_____

5) 
 
 

_____

Im
po

rt
an

ce
 

Customer Service 
1. Easy to contact the right person for help.    
2. Effective problem resolution.   
3. Timely notification of delays. 
4. Provides day specific transit time commitments.
5. Knowledgeable and helpful representatives.
6. Customer service staff is courteous and professional.   
7. Speed of obtaining a rate quote.   
8. Willingness to go the extra mile.    
9. Proactively brings me specific solutions to improve my business.   
10. Provides educational opportunities.   

Service Offerings 
11. Overall execution of pick-up and delivery.   
12. Secure chain of custody.   
13. Consistency of service around the world.   
14. Shipments are delivered with no shortages or damage.   
15. Flexibility of service options. 
16. Global compliance. 

Operations 
17. Pickup & Delivery is courteous and professional.   
18. Ability to accurately track shipments from origin to destination.
19. Accurate invoices and statements.    
20. Timeliness of invoices.    
21. Tracking occurs at the appropriate level. (P.O./SKU/Container)    

Technology 
22. Systems and tools are valuable.    
23. Flexible online booking system.    
24. System reporting capability is valuable.    
25. Quick response to EDI or system enhancements.    
26. Internal system support and development.    

Company Reputation & Image  

27. Strong positive corporate image and reputation.   
28. Strong commitment to CSR. (corporate social responsibility)    
29. Highly trusted freight forwarder.   
30. Supply chain expertise.   
31. Overall Satisfaction with (insert company name).   M

Pricing Factors 
32. Competitive rates.    
33. Accessorial and surcharge prices.    
34. Overall Value for the money you spend.    

Loyalty Measures 
35. How likely would you be to recommend this company to a business 

associate? (Scale:  1  - 10  with 10 being the most likely) 
     M 

36. How likely are you to continue using this company next year                
(Scale:  1  - 10  with 10 being the most likely) 

     M 

37. Using a scale where ‘1’ means “completely disagree” and ‘10’ means 
“completely agree,” please rate your level of agreement with the 
following statement “I believe that [insert] deserves my loyalty.” 

     M 
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9.  Now we would like to ask you what % weight you would assign to price vs. non-price factors when 

selecting between freight forwarders?  (total should = 100%)  
 

Price _________% vs. non-price factors _________% 

 
 
10.  Excluding price, describe the biggest disappointment you’ve experienced with (insert company from q. 

7) in the last 12 months?     
 
 
 

 

 

 

 

 

 

 

 

11.  Are there any freight forwarders you tend to avoid using?  If yes, who and why?   
 
 
 

 

 

 

 

 

 

 

 

 

 

 

Company 1 –  

Company 2 -  

Company 4 -  

Company 3 -  

Company 1 –  

Company 2 -  

Company 4 -  

Company 3 -  
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12.  What regions of the world do you forward freight to?  Please select each region that applies. 
 

 US & Canada  Europe   Australia/Oceania
 Asia Pacific  Middle East  Russia
 Latin America (including Mexico) Africa 

 
13.  What regions of the world do you receive freight from?  Please select each region that applies. 
 

 US & Canada  Europe   Australia/Oceania
 Asia Pacific  Middle East  Russia
 Latin America (including Mexico) Africa 

 

14.  Are there any emerging trends the freight forwarders should be looking at over the next two years to 
help you run your business better?   

Yes ___ No ___ 

If yes, please probe as to what they are?_______________________________________________________ 

_________________________________________________________________________________________ 
 

15.  Have you either switched from one Freight Forwarder to another or moved a significant amount of 
volume from one Freight Forwarder to another in the past 12 months? 

Yes ___ (continue to 16, then to 18) No ___ (skip to 17) 
 

16.   Which Freight Forwarder did you move the volume from and approximately what % of volume did 
you move?   

Freight Forwarder 1:_______________________________      _______%moved 

Freight Forwarder 2:_______________________________      _______%moved 

 

Which Freight Forwarder did you move the volume to and approximately what % of business did 
you move?  

 

Freight Forwarder 1:_______________________________      _______%moved 

Freight Forwarder 2:_______________________________      _______%moved 

 

Why did you move the volume? ___________________________________________ 

       ___________________________________________ 

       ___________________________________________ 
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17.  Would you like to switch Freight Forwarders? (probe as to why if the respondent wants to switch) 
 

Yes ___ (probe, 17b) No ___ (skip to 18)  
 
17b. If yes, why would you like to switch Freight Forwarders? 

_______________________________________________________________________________________ 

________________________________________________________________________________________ 

 
 
18.  Consider all the elements of your relationship with the freight forwarder(s) you currently use. In 

your opinion, what is the most aggravating/dissatisfying action that a freight forwarder can do? 
 

Most aggravating/dissatisfying action:  
 

__________________________________________________________________________________ 
 
 
19.  Do you use a Customs Broker to clear freight? 
 

 Yes or  No 

If yes, who do you use and why? 

________________________________________________________________________________________ 

________________________________________________________________________________________ 

 
 
20.  When encountering delays, how does the forwarder inform you of the delays in a timely manner?  
 

 Email       Phone     Text 
 
Which forwarder is the best? ______________________________ 
 
Why? 

________________________________________________________________________________________ 

________________________________________________________________________________________ 
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21.  What type of visibility does the forwarder provide with regards to the location and delivery of your 

shipments?  
 
Type of visibility: 

________________________________________________________________________________________ 

________________________________________________________________________________________ 

Which forwarder is the best? ______________________________ 

Why? 

________________________________________________________________________________________ 

________________________________________________________________________________________ 

 

22.  How do you prefer to initiate a quote and booking request?  

 Email       Phone Call        Website  

 
 
23.  Would you like to receive a free emailed copy of the Index once the study is published?  
 

 Yes     No 

 
E-mail 
Address______________________________________ 

  

Thank you for your time and input!!!!! 
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