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HEADLINES

TERRY R. HEAD
IAM President

What Spring Has Sprung

At this writing, we’re in the midst of the spring conference season for our industry. 
Attendance at those gatherings is always a great way to shake off the doldrums of the 

off-season, and these industry events are often seen as a bellwether for what we can expect 
and hope for in the busy moving season ahead. 
 IAM has deployed staff to attend and present at numerous conferences, including the 
100th Anniversary of the California Moving and Storage Association (CMSA), which is the 
largest regional and state moving association event here in the United States. And we have 
staffers attending, and underscoring IAM’s support and sponsorship of, the Young Movers 
Conference (YMC), which this year was held in Brussels, Belgium. (By the way, hats off 
to the Gosselin Group for taking on the primary responsibility for planning and orchestrat-
ing the 2018 YMC gathering, which grows each year in popularity.)
 For me personally, this spring has been a whirlwind of activity. I recently attended the 
LACMA Conference in Puerto Rico (see more about that on page 69) and the FIDI meet-
ing in San Diego, as well as the AMSA Education Conference & Expo in Ft. Lauderdale. 
I was also present at the Spring Personal Property Forum (PPF) meeting conducted by the 
U.S Transportation Command (USTC) near Scott Air Force Base in Illinois.
 More recently, I’ve just returned from the conference of the European Relocation As-
sociation (EuRA) in Dubrovnik, Croatia. But don’t be misled by the “European” reference 
in EuRA’s name, as that group is quickly becoming an entity with global reach and partici-
pation. There were nearly 700 attendees at EuRA representing movers, relocation manage-
ment companies and destination service providers (DSPs) from almost every continent.
 Since EuRA was celebrating its 20th anniversary, I was delighted to be invited to serve 
on a panel of association executives representing a wide spectrum of moving, relocation 
and DSPs. My fellow panelists included representatives from the (Worldwide) Employee 
Relocation Council (ERC), the Canadian Relocation Council (WERC), FIDI and, of 
course, EuRA.
 All of these conferences afford excellent opportunities for IAM to share and spread its 
mission, values and brand awareness, particularly outside the traditional international mov-
ing sphere.
 As for me, I enjoy the privilege and opportunity to actually sit down and have mean-
ingful conversations with many IAM members and other stakeholders within the industry 
who play a role in the growth and success of the IAM membership. I rarely get that chance 
to talk in depth with my own members during the IAM Annual Meeting & Expo, which we 
all know is an intense four-day event that is over in the blink of an eye. 
 I came home with numerous observations and takeaways from sitting in on the various 
business sessions and face-to-face conversations, as well as the feedback I receive from 
IAM staff who represent the Association at all these gatherings each spring. It would be 
very difficult to lay those out in detail in this short article, but I will tell you that increasing 
awareness and importance is being placed on standards, compliance and professionalism in 
our industry, as well as related businesses, customers and accounts relying on us to provide 
quality services.  
 There is something for everyone in this issue of The Portal. However, I invite you 
to become acquainted with the IAM members in the 16 countries comprising the Middle 
East—a part of the world rich in history and culture, which is often misunderstood because 
of accounts of the ongoing political strife and conflict that seem to make their way into our 
daily news.  
 Carrying out their day-to-day operations, often under challenging and even dangerous 
conditions, IAM members in the region are leading the way and epitomize professionalism 
in our industry. I think that after reading these articles and profiles, you will likely come 
away enlightened, with a new understanding and appreciation for the Middle East and the 
IAM member companies that are building durable foundations for the future and position-
ing themselves for more peaceful and prosperous times ahead.
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War and Peace: A Region of Peril and Promise

By Joyce Dexter, Editor, The Portal

To open the daily newspaper or turn on a television these days 
is to bear witness to simmering political unrest that far too 

often leads to devastating civil wars. Peace is an enticing but 
distant dream for the unlucky citizens caught in the crossfire, 
families like yours who yearn for the day when their day-to-day 
lives will center around normal activities and relationships rather 
than a frantic effort to survive. 
 For IAM members in the 16 nations that comprise the 
Middle East, conducting business is often anything but normal. 
It is a region of both peril and promise, where creativity and 
resourcefulness—not to mention more than a little courage—
dictate who will succeed. 
 As one IAM member interviewed for this issue pointed out, 
it is typically governments that are at war with each other; indi-
viduals from those countries tend to be collegial and cooperative. 
They attend the Annual Meeting each year to establish and build 
trust, friendships and partnerships, even if their home countries 
are at odds. It’s too bad, he added, that their national leaders 
don’t follow suit—the world would be a much safer and happier 
place.
 Despite unique challenges ranging from scorching tempera-
tures to security concerns, movers go about their business, serv-
ing military, corporate and other clients while keeping their eyes 
on that elusive prize: A peaceful, stable operating environment. 
Syria, for example, may be a cauldron of violence now, but some 
IAM members who weighed in for this issue of The Portal have 
capably served customers there for years, preparing for the day 
when order is restored and it will become a booming, lucrative 
market.
 Other countries, like Jordan, are blessed with good gover-
nance and wise leadership that help to create an environment 
that is good for business. Nevertheless, for thousands of years, 

conditions in the Middle East have been much like the weather, 
capable of sudden, unexpected changes. Navigating shifting re-
alities is all in a day’s work for movers. Through it all, like their 
counterparts elsewhere, they transport goods (often having to 
devise a longer but safer route), build new warehouses, conduct 
surveys, implement new technologies, and train and pay their 
workers. And as they serve both expats and local clients, IAM 
members who understand the culture, the geography and the 
politics of the region continue to not only survive, but thrive.

http://www.gts.com.lb/
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On the crest of a wave
The Middle East is a territory rich with history, culture and busi-
ness opportunities. Emilio Vittori, account manager at Bliss 
Corporation, has come to know it quite well, having had 
some of his most interesting working experiences in that part of 
the world.
 His work in the region began many years ago, when he was 
employed by an international removal company based in Italy. 
After gaining four years of experience at that company, Vittori 
decided that it was time to broaden his horizons, and began 
applying to other Italian companies.
 “I was contacted by a company engaged in the international 
removal field,” he says, “which offered me a job in the cargo 
moving department. I accepted immediately. We’re talking about 
the 1980s, when it was essential to be on the crest of a wave. 
At the time, there was a part of the world experiencing a great 
economic and social development—the Middle East.
 “Those years were a boom period for transportation and 
shipment in the Arab countries,” he adds. “This boom was due 
mainly to the fact that very wealthy countries, which lacked 
infrastructure and materials, were forced to import from the 
outside world everything needed—from marble, concrete, iron, 
machinery and tractors to bathroom accessories—to build side-
walks, roads, bridges and other structures. In short, everything 
for the construction of cities and the furnishing of houses and 
villas owned by important people. 
 “I still recall shipments of huge precious Italian slabs of 
marble used for external walls outside the gates of the most pres-
tigious homes, as well as tons of other building materials.”

 Vittori was assigned to head the department dedicated to 
removals and shipments going to the Middle East. He asked that 
the company transfer him to Saudi Arabia so that he could better 
coordinate the shipments.
 “As soon as I reached Saudi Arabia,” he recalls, “I dis-
covered a reality that was so much different from any I could 
ever imagine. Not only was the country developed and rich, its 
systems were established in such a rational way that there would 
be constant growth.” 
 The programming of the central administration took place 
every five years, he adds. “Everything in the region needed to 
be developed, so attention was focused at first on roads, bridges 
and other infrastructure. Then it was the turn of street lights and 
beautification of the landscape. This led to rapid growth in many 
Middle Eastern cities.
 “There was a lot of work, much of which presented income-
generating opportunities. This experience gave me the chance 
to build up a background of knowledge not only with regard to 
Saudi Arabia but also to Iraq, Iran, Oman, Kuwait. The goods 
reached Turkey by sea, and from there they were transported to 
their destination by land. During those years, the European coun-
tries, among them Italy, enjoyed great business opportunities 
with the Arab nations. Soon, however Asian companies entered 
into the Middle Eastern market and were awarded many work 
contracts, such as the construction of roads.” 
 That’s when things began to change. “When I left the 
Middle East and returned to Italy,” says Vittori, “I found a 
country experiencing a severely critical situation. I was offered 
a position in Milan, but after deep reflection, I finally decided to 
remain in Rome and work in a new company that specialized in 
the transportation and shipment of goods to the Middle East.”
 Vittori was primarily in charge of services destined for 
Kuwait, Dubai and other commerce hubs. Nonetheless, he found 
a situation unlike what he had experienced years before in the 
Middle East. The political scenario had changed significantly, 
creating serious internal problems that made shipping goods to 
those countries quite difficult.
 “Hence, my job’s focus changed,” he says, “and I started 
interfacing mostly with those countries’ embassies in Italy. Many 
diplomats and officers were transferred due to institutional rea-
sons, and they needed someone who was professional and 
meticulous and who could help them during their relocations. 
One of the first embassies I worked with was the Oman 
Embassy. Then came the Saudi Arabian Embassy and, finally, 
the Kuwait Consulate in Milan.” 
 During the ensuing years, Vittori developed a specialty in 
contacts and relations with embassies and organizations. “This 
specialization, combined with the knowhow I gained in the field 
of shipments to the Middle East, made me understand that in 
order to work properly with those countries to facilitate inter-
national removals, logistics and shipments, it is fundamental to 
have a very good knowledge of their culture, know the problems 
and needs that have to be tackled, and have a deep knowledge 
of their customs duties, as they impose different limitations on 
imports. 
 “I am grateful for my experiences in those foreign territories 
that have challenged me to grow—memories that will remain 
forever in my heart.”

MILITARY 
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Rebuilding from the ashes
In life, there are fewer things sadder than 
losing everything you’ve spent a lifetime 
working for. And after the Lebanese Civil 
War began in 1975, that fate befell many 
caught in the crosshairs of the factions 
involved. Wael Daher’s father was a 
successful businessman who had built 
La Levantine, a commercial trading 
company that supplied cosmetics for drug 
and department stores and gift shops—
clients whose fortunes ended up amid the 
rubble of the war zone, in what is now 
downtown Beirut.
 For Wael Daher, entrepreneurship is 
part of a family tradition. “I come from 
a big family,” he explained in an inter-
view during IAM’s 55th Annual Meeting 
in Long Beach last fall. “There are 16 
uncles from my mother’s side, including 
four pilots and a customs broker. One 
uncle had a Lebanese shipping line, tank-
ers and a fuel oil business.”

by women—they have more patience 
with customers. The men are all at the 
seaport.”
 Having done work for antique shops 
while at his uncle’s customs broker-
age company, Daher has parlayed what 
he learned to develop a specialization 
in antique shipments. “Also,” he adds, 
“we are very specialized in relief cargo, 
foodstuffs and pharmaceuticals. We do 
shipments for the Lebanese Army, and 
are beginning to develop a specialty in 
pet removals.
 “We don’t work with a lot of U.S. 
agents, only with individuals. We handle 
very few embassy moves. The bulk of 
moves in Lebanon comes from the U.S. 
military, so I will be applying to become 
a service provider. I have asked [IAM 
Senior Vice President] Chuck White for 
guidance, because they won’t open the 
door for you if they don’t know you.”
 All of La Levantine’s business comes 
from IAM members. “We give, and we 
receive,” he explains. “I’ve been an IAM 
member since 2002, but became effective 
only after I started coming to the annual 
meetings.” Daher’s first IAM gathering 
was in Washington, DC, in 2012. “Then, 
I was the only Lebanese agent there, so it 
was a golden opportunity for me. I didn’t 
have enough business cards and ran out 
the first day. Fortunately, I was able to 
get more printed in the business center 
at the hotel. Now, I make sure to come 
every year, and I have good relationships 
with everyone. I always learn from the 
people I speak with and from the Knowl-
edge Labs. I’m happy to be here. I love 
the way the annual meeting is done, and 
it gives me an opportunity to be in the 
United States each year. The people are 
kind and motivated here.”
 Daher believes that when given the 
opportunity to introduce his company and 
its services to prospective clients, they 
will gain confidence in La Levantine’s 
ability to provide what they need. “Every 
time we have a person moving back to 
Lebanon,” he says, “we invite him to our 
office to get to know us, and to know 
what to expect. We need to make sure 
they understand their rights but don’t 
expect unreasonable things—like our 
people hanging up their clothes and so 
on. If we can resolve problems from our 
side, we will do it. Sometimes we offer 
something extra just to keep them happy. 
They come back because of the way we 
treat them.”

 Daher used to spend summers during 
school working on the ships and was in-
trigued. “I wanted to work in sea freight 
and transportation,” he recalls, and after 
getting his degree and becoming a certi-
fied accountant, he began working for his 
uncle’s customs brokerage. In 2001 he 
got his own brokerage license. 
 The following year, he says, “I 
turned La Levantine into a freight for-
warding company instead of a trading 
company. We are now fully involved in 
freight forwarding. Personal effects and 
removals has become a special niche over 
the past seven years and is now growing 
very fast.”
 With 18 employees, La Levantine is 
what Daher characterizes as a “medium-
size company. The removals part is grow-
ing very fast, and we are really on top of 
it. We have our own packers, with at least 
three people working only with personal 
effects. All our employees are young, 
motivated people. I’m the oldest in the 
company. The office is staffed entirely 
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Household goods & 
Fine art Quality 

International 
Movers

Your reliable partner
in Israel

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

http://www.univers-transit.co.il


12	 May/June	2018	•	THE PORTAL IAM: Moving Forward Together

The perfect niche
Ghorayeb International Freight 
Forwarding Co. S.A.I., originally 
established as a general cargo company, 
began doing removals a dozen years ago. 
And from that point on, says Manager 
George Hanania, GIFCO has focused 
on high-end moving. 
 The company, a family-owned 
business, is the sole agent for the United 
Nations in Lebanon, and handles moves 
for all the embassies in that country, as 
well as UNESCO and the military—some 
17,000 such relocations annually. In ad-
dition, GIFCO handles special projects, 
including arts and exhibitions.
 Hanania found the perfect niche 
early in his career. He had been a welder 
when a friend who was working with a 
big company in Kuwait invited Hanania 
to join his company. “The general man-
ager had just taken over,” he recalls, “and 
asked if I knew anything about moving. 
I said no, but I would learn—and I did. I 
was in Kuwait for 30 years, working with 
different moving companies. At two of 
them, I started from nothing.
  “I spent two years in sales and have 
been manager of the department. I had 
worked in contracting and other jobs but I 

 Although he derives great satisfac-
tion from his success, Daher soon will 
confront a dilemma regarding whether to 
expand his company. “I work very hard 
and I’m happy where I am,” he says. 
“But now I’m at an intersection: Should 
I grow, or stay like I am and enjoy life 
more? I have three boys and a baby girl. 
The boys will be most welcome if they 
want to come into the company. I think 
two of them probably will want to do 
that.”
 Despite the horrors of the civil war 
that remains fresh in the memory of 
many, Daher—who was born during that 
conflict—has reason to face the future 
with optimism. “I love this business be-
cause you make new friends all the time,” 
he says. “We feel safe in Lebanon and 
have never had an issue with security. 
When people come to Lebanon, they en-
joy life. We make them feel welcome and 
treat them well. By nature I like meeting 
people and do my best to serve them, 
especially when they are returning home 
after years on the road. What I like most 
about my job is serving people, making 
them smile, and hearing ‘Thank you—
you have done a good job.’”

SIT BACK, 
WE GOT IT ALL COVERED

(+351) 21 923 6550Contactinfo@global.ptEmail Website www.globalmobility.pt PORTUGAL

GIFCO Manager George Hanania

like removals because nothing is routine. 
I hate routine, and this job is always dif-
ferent.”
 GIFCO’s moving division has 150 
employees, about 20 of them in opera-
tions. “I train the people myself,” Hana-
nia says, “including the trainers.”
 Hanania is pragmatic about the 
reasons people work for any company, 
including GIFCO. “If you give good 
salaries,” he notes, “they will stay. If you 
don’t, they have to survive so they will 
look for something better. You have to 
pay competitively. I like my people to be 

http://www.globalmobility.pt
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relaxed, work hard and not look for another job. I treat them with 
respect. Happy employees don’t look for other jobs. You have 
to be flexible about illness and other personal issues. They will 
work hard when you treat them well.”
 In Lebanon, as elsewhere in the region, business is conduct-
ed with one eye on the ebb and flow of politics and security, and 
by hanging in there until the situation improves. Currently, the 
world’s attention is on the war in Syria. Nevertheless, says Hana-
nia, “We achieve our targets. Our business is solid enough to 
stay even. It hasn’t grown, but it’s stable. Inbound and outbound 
are nearly the same right now. When the war ends and people 
start moving back in, it will be a lucrative market.” 
 With the current volatility in the region, and depressing 
daily headlines about bombings and battles, it’s often hard to 
imagine that things will get better. But in fact, GIFCO—which 
currently has five offices—is looking ahead to opening one 
in Syria. When that happens, the company will be uniquely 
positioned to capitalize on the wave of people returning to and 
moving within the country.
 The Lebanese themselves are a very mobile people, Hanania 
says. “We are spread all over the world—around 20 million of us 
live outside Lebanon, with 12 million in Brazil alone. There are 
many in France and the UK especially, and throughout the gulf 
region. That mobility ensures a steady stream of inbound and 
outbound moves.”
 Hanania is committed to staffing GIFCO with dedicated 
employees who are attentive to their clients’ needs. “Customers 
are happy with our service,” he says. “These are people whose 
lives are in their cell phones. Often, when they move they don’t 
have a house yet. So I’ve started something new. I give them one 
month of free storage so they have time to find a place to live. 
They’re very, very happy with that.”
 Resourcefulness in other areas has paid off as well. “In the 
past 10 years,” says Hanania, “I’ve been making boxes stronger 
than wood. I spent a month in the factory to develop the product. 
Now, the factory makes the cartons and liftvans we use, with the 
company name on the cartons. They’re reusable, too. And the 
only wood is around the edges.” Visitors to the GIFCO booth at 
IAM’s gathering in Long Beach last fall had an opportunity to 
see his handiwork. 
 GIFCO continues to branch out, developing niches to grow 
the company. For example, according to Hanania, GIFCO is the 
only company in Lebanon that specializes in industrial packing. 
Most recently, it has begun moving books and printed matter. 
“We ship schoolbooks to Iraq and other countries,” says Hana-
nia. “We have about 20 pickups and vans to move them from the 
press and the warehouse. We ship everywhere.”

Office staff at 
GIFCO

http://www.boonma.com/
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Letting go of the past
Even today, when practically all the news 
out of the Middle East is depressing, Elad 
Gur-Arie remains an optimist about the 
future of the people and the region. And 
he also points to misconceptions preva-
lent in the West.
 For example, he says, under certain 
conditions businesses are more or less 
able to freely carry on their trade across 
political and geographical borders. In his 
country, Israel, and its neighbor, Pales-
tine, “Everyone is free to import and ex-
port, but anything delivered to Palestine 
is x-rayed, and that’s the only difference. 
Contrary to what we refer to these days 
as ‘fake news,’ they are not disconnected 
from the world. 
 “The weird thing about Israel is that 
officially we don’t have diplomatic rela-
tions with most of the countries around 
us,” he adds. “But we can unofficially 
send shipments to anyone anywhere in 
the world, even if they can’t deal directly 
with me.”
 Gur-Arie stresses that the tensions 
afflicting the region are between gov-

Operations Manager Eli Tedgi carefully 
wraps an antique book with acid-free 
tissue paper, prior to packing it into a 
special hand-carry case.

An array of fine arts crates, ready for 
loading of small pieces of antiques, pot-
tery and other artifacts. Each has its own 
chamber in a crate, and fits exactly to its 
dimensions and weight.

When articles 
are too small to 
have their own 
crate, Transclal 
builds one con-
solidated crate 
with drawers. 
The small items 
are placed in-
side chambers 
suitable for 
their smaller 
dimensions.

ernments, not between people. “Here 
[at IAM’s 55th Annual Meeting in Long 
Beach], they don’t care that I am from Is-
rael. They care that I’m funny, entertain-
ing and good to be around. This organiza-
tion does the important thing politicians 
and diplomats cannot do: It connects us.”
 With 15 years of experience in the 
industry and six years with Transclal 
Fine Arts Ltd., Gur-Arie is hopeful that 
a better intraregional future lies ahead. “I 
look forward to the day when I will have 
tons of shipments to Pakistan, Amman 
and so on,” he says. “I still have some 
connections from the old days, and I can 
see only benefits coming out of them.
 “I hope my opinions reach the 
heads of the governments. Releasing 
forced occupation will benefit both sides. 
England, for example, still benefits from 
the colonial era, with immigration and 
trade from everywhere because they have 
that history. One of the problems today 
is that Israel is limited in the number of 
countries we can deal with and are linked 
with. Diplomatic shipments go through a 
political bill of lading when necessary. A 

Transclal Projects Manager Elad Gur-Arie

few months ago, we handled a shipment 
from Dubai to Israel. We worked it out 
easily via Amman—we didn’t even have 
to have customs inspections.
 “We are part of the solution,” Gur-
Arie explains. “It takes people with 
courage to establish a basis to negotiate, 
a give-and-take. I hope that brave people 
will stand up for the future, and not cling 
to the past. Instead of talking about as-
sumptions, let’s talk about facts—and 
focus on the future.”

When an antique curtain from one of 
Jerusalem’s oldest churches needed to 
travel for restoration and exhibition, the 
company built a special crate with a pole 
in the middle, on which the crew slowly 
rolled the curtain, wrapped in an acid-free 
cotton fabric.

http://www.homepack.pk
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A multicultural perspective
Variety is par for the course at Jerusalem-based Infinity Pack 
& Ship. “Our clients, staff and subcontractors can be any 
combination of the mix that this country and city provides,” says 
owner Ronen Harel. “Multiculturalism is all part of the working 
day here.”
 The company lists a range of clients: high-tech companies, 
embassies, consultates, private clients who need Infinity’s ser-
vices anywhere in Israel. “And we deal with people of multiple 
faiths and languages,” Harel adds.
 “As there are only two land borders with Egypt and Jor-
dan, most of the work is via seaports, Haifa and Ashdod,” he 
explains. “All our shipping is done for household goods and 
personnel effects or commercial, in which we have much experi-
ence. From Jerusalem, dealing with the West Bank and The 
Palestinian Authority is very easy, and we are surprisingly close 
to King Hussein Bridge for overland import/export shipments 
from Jordan.”
 Infinity Pack & Ship handles commodity cargoes including 
commercial, personal effects, fine arts and heavy cargoes. “Part 
of our business is also the manufacturing of casings for export of 
high-tech equipment for Homeland Security,” says Harel. 

Infinity handles commodity cargoes, including heavy cargoes.

 It might surprise people in other parts of the world who 
watch too much TV to learn that life in Israel, a land the size of 
New Jersey, is not fraught with angst and fear. “Generally,” says 
Harel, “the overall feeling is of general safety, wherever and 
with whomever we are working in the city. If we tried to over-
think what is going on outside Israel’s borders, those feelings 
would change dramatically, but that is rather unhelpful. As long 
as we feel safe in our daily lives, the rest is less pressing.” 
 Peaceful coexistence and humane treatment of others is the 
rule, not the exception, Harel adds. “Israeli hospitals are treat-
ing some of the wounded from the Syrian conflict, and although 
Israel has no diplomatic relations with Syria, we are proud that 
our country is assisting the wounded and injured. The State of 
Israel has an ethos of actively promoting the movement of Jews 
to Israel, which is why there is seemingly a lot of traffic to such 
a small place all the time. Even Israelis who were born here 
and left for whatever reason are given incentives to move back 
again.”
 Infinity Pack & Ship enjoys a great deal of repeat business 
from its corporate, embassy and commercial clients, a point of 
pride for Harel, who opened his company 11 years ago. “What I 
love about my job,” he notes, “is that no two days are the same. 
Having built a company that provides such a wide range of 
services means that the work is varied, keeping me excited and 
invigorated.”

An Infinity employee prepares furniture for shipping.

http://www.gep.be
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Serving “the toughest neighborhood in the world”
Jordan is an almost entirely landlocked country tucked amid 
some powerful and often volatile neighbors. It is surrounded by 
Israel, Syria, Iraq and Saudi Arabia, and its southern Red Sea 
port of Aqaba is a stone’s throw from Egypt. 
 Jordanian Coast Cargo Services, headquartered in 
Amman, was launched by Tarik Diab and his wife, Samah, in 
2000. That year, after working for a time in the United States, he 
returned to Jordan to pursue the business he’d fallen in love with 
and start his own company.
 In 2012, when the company was first profiled in The Portal, 
JCCS had 27 employees. Today there are 34 in peak season. “We 
focus on training and also finding the right caliber of people,” 
says Diab, “as we work with embassies, UN missions, military 
agencies and bases. A full background check is a must. Enter-
ing people’s homes and treating their items as our own—that is 
Lesson 1. To make sure the job is done correctly and under our 
full control, we have our own warehouse and fleet of trucks. Our 
packers, craters and office building are all under one roof and on 
our payroll.”
 The market is thriving, Diab reports, and so is his company. 
“Working for large corporate accounts in Jordan and being 
agents of many major players in the moving business worldwide 
has helped us land many large projects that we are proud of, such 
as the World Science Forum 2017 at the Dead Sea. We’re also 
involved in distribution of food and other aid to more than 1.5 
million refugees in Jordan, as well as shipping priceless artwork 
to world-renowned museums for exhibition and returning them 
here safely.”
 Local moves are another important segment of Jordanian 
Coast Cargo’s business. “Word of mouth is our best sales tool for 
local business,” says Diab. “As I always say, a satisfied customer 
will bring 100 customers after them.”
 Despite the unrest and instability that afflicts some of 
Jordan’s neighbors, Diab feels fortunate and secure. In fact, the 
company has just completed construction of a new warehouse in 
Qastal, Jordan. The facility will help accommodate the growing 
demand, and serve the needs of UN relief aid and the diplomatic 
missions that use Jordan as a base for their operations.

Jordanian Coast Cargo’s new warehouse, with safety features

“Entering people’s  homes and treating their items as our own—
that is Lesson 1,” says Tarik Diab.

 “Our warehouses have the highest level of security features, 
ensuring that the goods are well protected and kept in a well-
ventilated and clean area,” said Diab. They are fully equipped 
with safety measures to meet international standards and require-
ments, and JCCS guarantees the security and safety of storing 
goods in the building, which is also where the company’s offices 
are located. The fire and safety alarms are directly connected to 
the Public Security and Civil Defense agency. Further protec-
tions include 24-hour monitoring by security guards on the 
premises, security cameras surrounding the grounds and K9 
units.
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 Diab cultivates and appreciates his relationships with other 
movers around the world. He recently was elected Regional Di-
rector for the Middle East for the Asian Relocation Association, 
and JCCS has been an IAM member for more than 16 years. 
“Exhibiting every year at the IAM Annual Meeting has connect-
ed us with the rest of the world and shown all of us that we share 
the same destiny. Even a small country like Jordan can have a 
huge impact in the Middle East and around the world. Jordan 
will continue to play a major humanitarian role, and Jordanian 
Coast Cargo will be there to help support that effort at every step 
of the way. 
 “Being in the Middle East,” says Diab, “we are already in 
the toughest neighborhood in the world. There is always action 
in the region, but I am proud to say that we have the smartest 
leadership behind our steering wheel. King Abdullah II has kept 
Jordan out of the burning fires around us with his just and wise 
leadership. Jordan will always be an oasis of peace in the Middle 
East, offering support and shelter to those who need it.”

Thinking ahead in Syria
Unfortunately, Jordan’s northern neighbor, Syria, does not enjoy 
the peace and stability that allow business to be conducted in 
a secure and normal environment. Nevertheless, Darwish 
Logistics, founded a quarter-century ago in Damascus, con-
tinues to provide tailor-made integrated solutions. “For the past 
decade,” says Managing Partner Samer Darwish, “clients have 
regarded us as a specialized one-stop shop for their moving and 
relocation needs. Our clients know they can focus on their core 
business requirements, while we address their essential supply 
and delivery chain needs.”
 To pick up the daily newspaper is to understand that the 
market in Syria is uncertain and volatile. “This has presented us 
with immense challenges,” Darwish acknowledges. “But despite 
these difficulties, we have been able to sustain our presence in 
the market and continue delivering high-quality service for our 
partners and customers.
 “In the light of the current social and political unrest in the 
country,” he adds, “the company has had to adopt new opera-
tional policies and undertake a new organizational model to 
continue to deliver as promised. We have remained focused on 
our forward-thinking approach to establish innovative solutions 
that adhere to international standards. In addition, we have intro-

maersklinelimited.com

Your trusted US Flag 
partner for transporting 
Military Household Goods

duced a set of solutions that gives us a competitive and unique 
selling advantage. Darwish Logistics also is now a member of 
Posta Plus Group, a leading logistics holding company in the 
Middle East. Currently we can serve the country’s capital, Da-
mascus, as well as Lattakia and Tartous ports.
 “As a Syrian-based moving and freight forwarding com-
pany, we face the challenge of establishing a safe, efficient and 
secure import and export route. For airfreight in particular, we 
have had difficulties due to the closing of Syria’s main airports. 
Currently we are routing most of the shipments via neighboring 
countries, including Lebanon and the United Arab Emirates.” 
 Its membership in IAM, says Darwish, enables the company 
to build partnerships that will help it stay on top of evolving 

The Darwish Logistics office

Samer Darwish, managing 
partner of Darwish Logistics

http://www.maersklinelimited.com
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market needs, upgrade its service offerings and establish cross-
border business connections. By tapping into IAM’s network of 
more than 2,000 members, Darwish Logistics ensures access to 
international resources.
 “Moving and freight forwarding companies are faced with 
continuous challenges,” Darwish explains “and market competi-
tion is the most prominent. This puts pressure on companies of 
all sizes to reduce their prices, increase customer service offer-
ings and enhance their operational systems to maintain a com-
petitive advantage. Companies must also remain updated and 
informed of changing legal requirements, including anti-bribery, 
anti-corruption and security laws.”
 Nevertheless, says, Darwish, “We are focused on remaining 
positive and leveraging the huge economic opportunities that 
are anticipated in the process of rebuilding Syria. The moving 
and freight forwarding sector, both domestic and international, is 
expected to grow over the next few years. Therefore, at Darwish 
Logistics, we have been adopting the necessary tools and es-
tablishing fit-for-purpose processes that will allow us to play a 
pivotal role in the industry’s development in Syria. We will con-
tinue to work closely with our local and international partners 
to understand their business requirements, provide them with 
unique service offerings and help them achieve organizational 
success.”

Not for the faint of heart
Another Damascus-based company, DHL Global Forward-
ing, was established in 1972. A family-owned company, DHL 
is now in the hands of the second generation, which has exten-
sively developed its size and menu of services.
 “We began as the first company in Syria specializing in 
airfreight, and kept expanding our scope of services to include 
ocean freight, road freight and warehousing services,” says Man-
aging Director Ala’a Al Fares. “In 2001, we became the exclu-
sive agent of Danzas, which was owned by Deutsche Post DHL 
Group and was rebranded to DHL Global Forwarding, which we 
represent today in Syria.”

The DHL staff

http://www.moveroneintl.ca
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 Subsequently, packing and removal services were added, 
although at the time that was a relatively new concept in the Syr-
ian market, says Al Fares.
 Today, he adds, DHL Global Forwarding is the country’s 
largest freight forwarder, with offices in Damascus as well 
as the ports of Lattakia and Tartous. The company owns a 
110,000-square-meter logistics facility, including a warehouse 
and outdoor lot, located 7 kilometers from Damascus airport 
and 25 kilometers from the capital. DHL controls more than 100 
trucks through its shortlisted drivers and approved suppliers’ 
fleets.
 Al Fares began his career as a customer service officer at 
KLM Cargo Damascus, where, he says, “I learned a lot about the 
industry and I loved it. I received promotions and in 2001 I was 
put in charge of that office. At the time, some freight forwarders 

were using KLM Cargo services to ship household shipments in 
addition to the commercial traffic.”
 In 2005 Al Fares moved to Hazha Logistics as the vice 
commercial director. The company had a number of business 
associates who were diplomats and expatriates. “They knew we 
were in the freight forwarding business,” he says, “and asked us 
to handle their household goods packing and removals. So the 
management team and I agreed to add those to our offerings. We 
built a strong professional team and gradually began to develop 
and expand our range of services to include artwork packing, 
fairs and events packing. In a few years, we became leaders in 
that domain as well.”
 Today, as managing director, Al Fares looks back on those 
years with satisfaction, “because we took this step at the right 
time and it increased our business prospects. Today we do every-
thing, but are experts in diplomatic and artwork shipments. We 
have a separate fairs and events department that specializes in 
exhibitions services that include packing, among others.”

Sculpture 
being pre-
pared for 
shipping.

 Until the civil war began, Syrians were not a very mobile 
people. This has changed in recent months and years, resulting 
in a mass exodus from devastated areas, although DHL’s main 
customers continue to be international firms, embassies and UN 
organizations.
 Navigating problem areas is not a job for the faint of heart, 
especially when you’re transporting valuable items. “We man-
aged to move a very sensitive shipment of artworks from Syria 
to Europe by road at a very critical time,” says Al Fares. “The 
shipment contained 15 tons of several precious artworks such 
as heavy sculptures, large paintings and expensive crystals. The 
road was not safe. We had to go over a much longer route to 
guarantee the safety of the shipment, but were proud to do it 
successfully.”
 Indeed, the crisis in Syria has caused the operating environ-
ment to become very dangerous, Al Fares adds. “It was a big 
challenge to stay in business and operate safely. This is why 
most of the companies suspended their operations. Actually, we 
were the only big company that continued to operate during the 
entire crisis period. We created risk management and contin-
gency plans that were applied strictly to avoid any accidents.
 “We also have taken measures to guarantee the safety of 
our staff, which always comes first. Sometimes we have oper-
ated from home. At other times we had to stay in the offices 
after work hours for security reasons. And sometimes, to ensure 
the safety of our customers’ shipments, we had to postpone the 

DHL packers at work

http://www.agarwalpackers.com
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A Piece of the Middle East

By Tera Beatty, Paxton International USA

Four generations ago when the Paxton Companies 
formed as a small domestic moving company in the United 

States, no one anticipated the journey would take us to some 
of the most logistically challenging destinations in the world, 
but here we are. It has been over a century since our inception, 
and in that time we have come to work in nearly every country 
around the world, experiencing our share of ups and downs. 
Perhaps no region exemplifies these trials, tribulations and 
triumphs quite like the Middle East.
 We take pride in our longstanding history of offering 
comprehensive solutions for our clients and partners around 
the globe and in the locations they need us most. For example, 
we began our work in Iraq in a post-conflict environment when 
political unrest was strong and where clients needed a reliable 
partner in the area more than ever. Many of the most impactful 
challenges present in the market over a decade ago are still in 
evidence today. Sudden, unexpected changes remain a regular 
operational challenge. More than anything, it becomes about 
managing client expectations in situations where no private 
company can prevent unanticipated impediments from crop-
ping up. 
 Beyond the impact of political and security realities is the 
effect of culture on the service. The Middle East comprises 16 
countries with many different languages, cultural mores and re-
ligions. In order to operate successfully in the region, we have 
found it beneficial to keep an open mind and envision how 
each of these small, seemingly unrelated pieces fit together in 
the bigger puzzle of global expectations. Respect and cultural 
openness must go both ways if we are to be successful. 
 For example many cultures, including the United States, 
work off of a very concrete and sequential perception of time, 
with the expectation that things will happen in linear order and 
as planned. In Western culture, being late has a profound effect 
on business relationships. It is tied up in the idea of respect in 
a way that is different from the Middle East. Throughout the 
Middle East, culturally speaking, time is more fluid; past, pres-

ent and future are more flexible. For instance, understanding 
major holidays and their impact on the traditional workweek 
and setting reasonable expectations of what can be accom-
plished during that period can be challenging for those not 
well versed in the culture. Failure to recognize and acknowl-
edge this difference and make allowances for it is a common 
misstep.
 Paxton has spent more than a decade building a strong 
reliable team on the ground that is sensitive to Western values 
while still maintaining the identity and respect of other cul-
tures. Showing respect for aspects of a culture that differs from 
your own is the clearest path to success in a diverse global 
economy. It can be manifested in how you handle a request 
from a client to perform services on a Friday—a day of rest in 
much of the Middle East—or how you explain why a collec-
tion of wine amassed over a lifetime of travel is so much more 
than a few bottles of a beverage.
 And while the differences can pose challenges that vary 
daily, our experiences in the Middle East have shaped the 
approach we take in relating to different cultures around the 
world, proving that cultural respect is the path to understand-
ing and ultimately success.

Left to right, back row: 
Robin Licata, Michael 
Nsingi, Alexis Brooks, 
Courtney Friend. Front: 
Fatima Abdallaoui, 
Jennifer Smith

operations, take different routes, hold shipments in transit or use 
alternative airports.”
 The company’s training methods mirror those in other 
parts of the world. DHL’s 125 employees complete two states 
of training. The first involves mastering the material in manuals 
and standard operating procedures; the second phase is on-the-
job training led by veteran employees who provide all types of 
operations training. Providing this foundation will ensure that 
DHL is well positioned when the crisis abates. “We expect a 
huge volume of business in the future,” says Al Fares, “and have 
prepared our team and resources to handle this expected increase 
smoothly.”
 Meanwhile, despite the fact that he works in an unstable part 
of the world, Al Fares finds it ultimately rewarding. “Every op-
eration is a challenge,” he says, “but when there is a complicated 
task and it is done perfectly, it is most enjoyable.”

Supporting the fight against ISIS
Move One recently completed two critical projects in Iraq 
performed over the span of four months. Acting as the primary 
clearing and freight forwarder throughout Iraq on behalf of 
prime contractor Theodor Wille Intertrade GmBh, Move One 
performed a crucial role in ensuring the mission was completed 
on time and on budget.
 As part of the “Train and Equip” program of the U.S. Com-
bined Joint Task Force—Operation Inherent Resolve, a total of 
200 containerized “box” kits were transferred to the Iraq Secu-
rity Forces. These containers were evenly split between two pro-
grams: “Police Presence in a Box” and “Border Guard in a Box.” 
Each of the 200 containers included more than 50 different line 
items consisting of some 200 pieces of various police and border 
security equipment including furniture, barriers, generators and 
laptops.
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 These “boxes” will allow the Iraq Security Forces to quickly 
set up temporary stations in liberated provinces and provide 
them with the equipment necessary to adequately and safely 
perform their roles in securing and maintaining areas previously 
held by the Islamic State (ISIS).
 Move One provided international transportation by air, sea 
and road from the United Arab Emirates, the United States and 
UK to Iraq via the Baghdad International Airport, Umm Qasr 
and Safwan (formerly the site of an Iraqi Air Force base). It also 
handled import customs clearance and diplomatic approval; 
warehouse receiving and inventory management; the purchase, 
painting and stenciling of 200 empty shipping containers; and 
container loading and delivery.
 “In order to ensure that our scope of work and customer 
deadlines were met,” said the company, “the Move One team 
had to adapt and personalize their operations to overcome the 
difficult and fluid environment that exists in Iraq. The interna-
tional supply chain had to be controlled and optimized in such a 
way as to minimize delays and storage costs in Iraq while Move 
One coordinated the Diplomatic Note and PMNOC [Patent 
Medicine (Notice of Compliance)] permissions for all shipments. 
On the ground, Move One Baghdad managed the receiving, 
inventory and loading from a secured facility around the clock, 
working through checkpoint closures during the day and security 
concerns at night.”

Sprawling skylines, drastic improvements
When Albert Lopez moved to the United Arab Emirates more 
than 20 years ago, “There were no skyscrapers in Dubai,” he 
says. “Now it’s like New York City.”
 Lopez previously worked for over a decade at the headquar-
ters of Writer’s in Mumbai. He then moved on to set up Interem 
in Dubai, UAE, and India, where he worked for nearly two de-
cades building it into a solid, successful company. In 2015 he left 
Interem to establish his own company, Innovation Mobility 
LLC, offering high-end packing, moving and relocation services 
throughout the Emirates.
 The dramatic, sprawling skyline of Dubai isn’t the only 
change Lopez has seen since arriving there. “There have been 
drastic improvements in all sectors—changes for good,” he says. 
“And there are also differences in the way moves are handled. 
For example, even a decade ago, the lady of the house would 
be around to watch when the movers came to pack and remove 
the goods. Today, the crew is more likely to find a housemaid 
who shows them around and then leaves them alone to do their 
work.”
 Corporate moves represent 95 percent of the company’s 
business, and first impressions, says Lopez, are very important 
in getting and keeping an account. “Our employees do their 
jobs quickly and efficiently in a manner that is trustworthy,” he 

Packed boxes outside a residence

The skyline of Dubai—much changed over the past two decades

http://www.arrowpak.co.uk
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Art objects await packing

explains. “They don’t cut corners. And if one person is satis-
fied with your service, he tells others. Word of mouth is our best 
advertisement, and I always personally make it a point to thank 
those who provide referrals.”
 It takes time to build a reputation for the fairness, honesty 
and professionalism that will grow your client base. “If you need 
open-heart surgery,” says Lopez, “you go to a professional. It’s 
the same with movers. We don’t follow others—we lead.”
 For better or for worse, he adds, the Web plays an increas-
ingly important role in the way business is done. “Many people 
shop online for a mover, choose one company to do a survey, 
and then get five bids before taking the lowest one. The only 
way to deal with this trend is to provide exceptional service. Our 
company offers tailor-made solutions for each customer. For us, 
it doesn’t matter whether a customer is corporate or an individ-
ual—everyone receives the same professional services, without 
compromising quality.”
 Among the services Innovation Mobility provides are 
specialized packing and relocations, both door-to-door or door-
to-port. Lopez’s packers are equipped to deal with items that 
need extra handling or specially designed packaging made with 
carefully sourced materials. “Our teams are well informed before 
an assignment starts and have all the materials and equipment 
they need to do the job in a timely way. Every staff member 
has the energy and enthusiasm they brought to their first day on 

An extensive global network
Industry powerhouse AGS, an IAM member since 2000, estab-
lished its branch in the UAE in 2001. With a 1,500-square meter 
temperature-controlled warehouse, eight moving vans and 45 
employees in that country alone, it has established a strong 
presence.
 AGS regional director—Middle East Zia Husain has been 
working in the moving industry for the past two decades and is a 
seasoned operative in that part of the world. He began his career 
in moving setting up, and working in, a Saudi company, YBA 

the job. We offer flexibility and the ability to meet about any 
requirement, as demonstrated by the high recommendations from 
satisfied clients.”
 Lopez points out that, like other countries, the UAE faces 
day-to-day hurdles. “The UAE a young country, and we still 
don’t have the sort of freedom of speech taken for granted in 
the West. Nevertheless, the president, vice president, rulers and 
government are watchful, committed to ensuring that the UAE 
is a safe and secure place. Owing to their clear, precise forward 
thinking, the UAE has been on a fast track to position itself as 
a global business-oriented country where all nationalities can 
work, live with their families, and enjoy each day in harmony 
and happiness.
 “The beauty of spending more than three decades in the 
moving business is that it has helped me understand the chal-
lenges of meeting current expectations, deal with hectic time-
lines and emotions, and set expectations. There have been rapid 
changes that we see as positive and are able to embrace.”

Zia Husain, 
regional director—

Middle East 
for AGS

A product by

Get your free demo now!
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A presence in Qatar and the UAE
The UAE is ranked among the top 10 places for expatriates, and 
there are more than 200 nationalities in the country. Dubai is 
the largest and most populous city in the UAE, and most expats 
reside there or in Abu Dhabi. The most sought-after work sectors 
are construction, oil and gas, e-commerce, medicine and finan-
cial services. Because the UAE is considered the most liberal 
country in the Gulf, many expats use it as a base from which to 
commute to jobs in more conservatives countries, such as Saudi 
Arabia and Kuwait.

Kanoo. Later he was responsible for setting up a moving busi-
ness for Inchcape Shipping, known in the UAE and the Middle 
East as ISS Worldwide Movers. Today he oversees AGS offices 
in Dubai, Abu Dhabi and Qatar.
 “We are a top-tier company,” says Husain. “AGS specializes 
in high-value cargo as well as embassy and diplomatic ship-
ments, commercial forwarding and project cargo. We’ve also 
handled French military shipments to Abu Dhabi for the past 
eight years.”

Moving dreams
We reach everywhere in Spain

AF Prensa Flippers_180x127.indd   1 28/3/18   14:34

AGS crew at work

 Customs clearance, commercial forwarding and exhibition 
services are all in a day’s work for AGS UAE. Corporate moves 
account for about 60 percent of its business, and residential 40 
percent. “The Middle East is predominantly an expatriate popu-
lation,” Husain explains. “Eighty-five percent of the popula-
tion are expatriates and the majority of them move every three 
years.”
 With its vast network, AGS is a ubiquitous brand. “It’s our 
biggest advantage,” says Husain. “We operate in 141 locations in 
94 countries around the world and are able to provide one-stop 
solutions to satisfy our customers’ requirements.”
 Like other UAE-based IAM members, Husain considers 
the UAE to be a very safe country to operate in, one that offers 
excellent conditions for urban living as well as security. 
 The company continues to look to the future, and plans to 
introduce records management services later in 2018.

http://www.flippers.es
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 Interem, Removals Division of Freight Systems, began 
its operations in Dubai in 1995 and today is a leading relocation 
company in the Middle East, with a strong presence in Qatar and 
Kuwait as well.
 The Middle East operations, with more than 100 experi-
enced employees and a warehousing capacity of 100,000 square 
feet, have engaged in relocating household goods for more than 
40,000 transferees. Interem’s corporate clients comprise more 
than 200 multinational companies in the region. The company 

The Interem Qatar team, from left: Sreejilal R (operations), Elizer 
Babao corporate sales), Pradeep Shanmughan corporate sales), 
Suman Prasai (operations) and Anil Karapu (operations)

provides in-house packing, clearance and shipping services and 
works with partners around the globe.
 “Being part of the Freight Systems Group,” explains 
Lakshmi Hari, head—pricing agent (India and Middle East), 
“Interem Relocations has been able to use the infrastructure 
of Vanguard Logistics … We have our own customs clearance 
services in our markets, enabling us to have better control of 
each shipment we handle. We also have the group backup of IT 
and a call center infrastructure of 600 seats, which supports our 
group operations globally. All this gives us the ability to invest in 
infrastructure, people, IT support and any other required aspect 
of the moving business.”
 Seronha Ferrao, a 17-year industry veteran who has 
worked at Interem for 13 years, manages the Middle East offices. 
Ferrao has a broad range of experience in all aspects of the com-
pany.
 The Value Added Tax (VAT) was introduced in the UAE on 
January 1, 2018. The rate of VAT is 5 percent, and is expected 
to provide the UAE with a new source of revenue to diversify 
its economy and remain globally competitive. “As this percent-
age is low,” Hari predicts, “it is unlikely to result in an expat 
exodus.”
 Expo 2020 in Dubai—touted as a “festival of human 
ingenuity”—is shaping up to be a major event in the UAE from 
October 20, 2020, to April 10, 2021. Economic growth in the 
UAE is expected to accelerate until 2020 on high oil prices and 
Expo 2020-related projects. “We at Interem are excited to be part 
of this growth,” says Hari.

http://www.WorldCarePet.com
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In the wake of the Arab Spring
Intermove Egypt was founded in Cairo by Wassim Gabriel. 
After completing his university studies, Gabriel had spent four 
years in a very old moving company, where he learned every 
detail of the business. “It was very interesting to me,” he said, 
“and in 1991 I decided to establish my own company.”
 Intermove Egypt is a family business. Gabriel’s two sons—
Ihab, 26, and Sharif, 28—work there, along with a staff of 27 
employees. “We use outsourcing when necessary,” says Gabriel, 
who added that senior staffers are responsible for training new-
comers. “We conduct training every month or so to keep them 
familiar with new materials or specific types of clients. Each 
move is shaped depending on the customer.”
 As is the case elsewhere, Gabriel explains, “The main issue 
for workers in Egypt is how much they are paid. But once a new 
employee understands there is a possibility of advancement and 
a career, that it’s not just a job, he is motivated to do well.”
 Intermove Egypt’s primary focus—about 75 percent of its 
business—is household goods and personal effects. However, 
it has steadily expanded its menu of services over the years. 
The company recently established an expo logistics office and 
began handling industrial packaging and heavy equipment. “We 
dismantle factories and reassemble them in other locations,” says 
Gabriel. Headquartered in Cairo, where it also has warehouses, 
Intermove Egypt has additional branches at the Cairo airport and 
Alexandria port. Also, it is now a U.S.-registered company and 
has opened an office in New York City. “In the near future,” says 
Gabriel, “we plan to store containers. We already have the land 
for a container yard. Another very important activity is public 
storage. We have a facility of about 25,000 square feet that is 
well equipped for long- and short-term storage.”
 Household goods clients comprise mainly diplomatic ac-
counts via the Ministry of Foreign Affairs in Egypt and foreign 
embassies, as well as corporate and multinational accounts, 
including GE and Coca-Cola, among others. “Egypt has 95 mil-
lion people,” Gabriel explained, “but 90 percent of them are not 

Operations staff, warehouse facility and the Dubai staff celebrate 
CEO Rahul Pillai’s birthday. From left: Ruth Ramoso (sales), Roopa 
Gonsalves (corporate sales), Seronha Ferrao (manager), Rahul Pil-
lai (CEO), Rajesh Raveendran (operations) and Vishnu Uday (sales)

  The latest addition to the Interem group, Interem, Qatar, 
opened its office in 2005 and is the only ISO certified relocation 
company in Doha, according to Hari. The company offers one-
stop solutions for all its customers’ relocation needs.
 Qatar has a population of about 2.5 million people, 92 per-
cent of whom live in Doha, and 88 percent of whom are expatri-
ates who work primarily in construction, research and business 
consultancies.
 “Interem is the preferred supplier for several embassies in 
Qatar for their export and import shipments,” says Hari. “Also, 
we recently moved the Korean Embassy and Indian Embassy of-
fices locally.” The company’s other clients include major banks, 
educational institutions, universities, construction companies and 
hotels.
 Office Manager Pradeep Shanmughan has 14 years’ expe-
rience in sales, marketing and relocations. “He brings a combi-
nation of experience with new thought,” says Hari. “He likes to 
be part of every move to ensure it is successful and stress-free 
for customers.” As a result, much of Interem, Qatar’s business 
comes from referrals.
 “Ten months ago,” says Hari, “a sea and land blockade was 
imposed by our neighboring GCC [Gulf Cooperation Council] 
countries—the UAE, Bahrain, Saudi Arabia and Egypt. Media-
tion efforts led by Kuwait have so far failed to achieve a break-

Wassim Gabriel (right) and his son, Ihab, greeted visitors at their 
exhibit booth in Long Beach, California, last fall.

The Interem 
warehouse 
in Dubai

through. Although this initially disrupted the relocation services 
in Doha, we are pleased to note that alternatives are in place for 
both inbound and outbound shipments, although they come at a 
premium.”



30	 May/June	2018	•	THE PORTAL IAM: Moving Forward Together

The IAM Logistics Network:  
Grow your business with partners you already know and trust

Do You Move More Than 
Household Goods? 
Tell your fellow IAM members! Have you already diversified into logistics, providing office moving, 
project forwarding, warehousing and distribution or cargo moving? Or, are you considering 
expanding into new business areas?

The IAM Logistics Network (ILN) facilitates networking among companies that you already know 
and trust as IAM members who, like you, are seeking to expand already-thriving logistics businesses 
or that are ready to diversify into new business sectors.

www.IAMovers.org/ILN

economically secure. Those who are employed are likely to work 
with multinationals, and that entails moves.”
 Intermove Egypt has handled the corporate account for 
Raytheon for the past decade. “It’s a major account for us,” said 
Gabriel, “as it was contracted by the Egyptian Armed Forces. 
When they moved out of Egypt, they decided to use our storage 
facilities for their belongings and office equipment.”
 Doing business in Egypt successfully means fulfilling the 
unique expectations of its clients. “We try to offer a very profes-
sional service not usually found in Egypt,” Ihab Gabriel noted 
during IAM’s 2017 gathering in Long Beach, where father and 
son hosted an exhibit booth. “Only about three companies pro-
vide a high level of service. Our customers want to be constantly 
updated about their shipments, and we maintain communications 
with them. In Egypt, people prefer telephone contact, and they 
want the information about their shipment in front of them.”
 When the Arab Spring galvanized the country in 2011, 
security was a concern. “It was a shock,” Ihab recalls. “Busi-
ness decreased a little, but because of the nature of what we do, 
the effect wasn’t as drastic as you might think. People needed to 
move out so there was a lot of traffic. Then, when the situation 
stabilized, they returned to the country. So economically, Egypt 
is starting to get back on track.”

The Importance of Honesty and Transparency

By Anish Dsouza, Residential Sales Consultant, ISS Worldwide Movers

 Today, even amid the ebb and flow of world politics and al-
liances, movers like Intermove Egypt will adapt and thrive. The 
company has been an IAM member for 17 years, and also is af-
filiated with Euromovers, the Asian Relocation Association and 
the International Exhibition Logistics Association. The Gabriels 
rack up substantial air miles every year attending three or four 
conventions around the world. Connecting with partners at in-
dustry gatherings has helped the Gabriels and their company not 
only to network, but to experience and understand other cultures. 
 “It allows us to refresh our contacts and relationships,” says 
Ihab, “and get to know new people and prospective partners. We 
get more shipments, and this is better for their business as well 
as ours.”
 Those international connections also are what make the 
moving business so appealing to Wassim Gabriel and his two 
sons. “We get to speak to people from around the world,” Ihab 
explains, “and not only to agents and customers. Even when 
packing, we gain more experience handling unusual items. It’s 
an interesting job, and every day there’s a new issue or problem 
to solve. In the moving industry in Egypt, there are a few compa-
nies that are leaving the market. We are competitors, but at the 
same time we are good friends.”

Security in general is a primary concern everywhere when 
it comes to shipping personal goods and belongings. As a 

country the UAE has not faced any political unrest that has had 
a direct impact on the businesses. However, the country has had 
its fair share of challenges, including general uncertainties in the 
market that have affected not only the moving business but com-
merce as a whole.
 The UAE is a thriving hub of trade, with an expatriate popu-
lation comprising 80-85 percent of those who of live and work 
here. There is cutthroat competition in the relocation market, 
with more than 400 companies competing with each other for the 
business. 
 In the UAE, the government does make it easy to launch 
and grow a company; the start-up procedures aren’t complex, 
and when following the guidelines and the specific set of rules 
and laws established. However, companies and individuals do 
tend to take advantage of this welcoming environment. 
 Winning business from competitors—and particularly win-
ning that business with profitable margins—is tougher in today’s 
market than ever before. Companies will often do whatever they 
can to gain a customer. A recent example from my own experi-
ence was one in which a moving company in the UAE was 
falsely claiming an international affiliation. The affiliation and 
logo were on the company’s website. In doing some research, we 
discovered that this company was operating from an office that 
didn’t even have its own warehouse. Nevertheless, it attracted 
customers and collected money for services. We were able to 
make one of the customers aware of this issue, recover his goods 

from an outsourced warehouse and help him ship his goods back 
to his home country. 
 Customers often fail to read the fine print and end up paying 
for that mistake. Awareness and vigilance are of prime impor-
tance in a market where fraudulent companies thrive. Certainly it 
is the customers’ responsibility to know whom they are deal-
ing with. However, I believe that it is equally important for us 
as a service provider to reassure them of the legitimacy of our 
company and services, since we, too, are competing for their 
business. Being honest and transparent in our industry is tough, 
but the rewards are much greater in the long run. Customers will 
always appreciate our honesty and come back to us the next time 
they need a mover, as well as refer their friends and colleagues 
to us.
 ISS Worldwide Movers is among the crème de la crème 
in the moving industry and is privileged to be in the forefront. 
However, what makes us stand out, apart from our core value 
systems and quality procedures, is our transparency with our 
customers, reassuring them that their shipments are safe with us. 

Anish Dsouza
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A Region Where Connections Count

If you aspire to do business in the Middle East but your 
company is not headquartered in one of the 16 countries that 

comprise the region, it’s even more important to develop partner-
ships with movers already established in the region. 
 Attica Movers SA, a family-owned company, is head-
quartered in Greece and has done work internationally since 
1980. Over the years it has rapidly expanded its range of activi-
ties and adapted its operation systems to its customers’ require-
ments. Cargo and goods transportation, door-to-door moves of 
household goods in Greece and worldwide, office removals, 
specialized transportation services of exhibition materials and 
works of art in Greece and worldwide, long- and short-term 
storage services are all in a day’s work.

Exact replicas of treasures from the tomb of Egyptian pharaoh 
Tutankhamun were exhibited last April in Athens. Attica Movers 
transported the items from the Cultural Center Hellenic Cosmos 
to the company’s warehouses once the exhibit was over.

“Demand for our services has increased steadily due 
to Greece’s proximity to the Middle East.”

—Georgia Kasimati, CEO, Attica Movers 

know the area. Bureaucracy is always an issue, as it’s not the 
same in every country of the Middle East, but local companies 
and their brokers handle issues to a satisfying level. Consequent-
ly, our shipments are not affected or delayed beyond target dates, 
thanks to the caution and prevention of our accredited forward-
ers and network of partners along the routes.” 
 Moreover, says Kasimati, Attica Movers has not encoun-
tered any problems in terms of transportation safety so far. 
“Local transport companies are well aware of the security issues 
in their area. They know where, how and when to move so that 
employees and loads are safe and secure. 
 “To be part of a unique global network is a great opportu-
nity, and enables us to keep our business in Middle East grow-
ing. A great range of dedicated clients living and flourishing in 
Middle East increasingly select our company for their moves, 
underscoring the reliability of our services.”

YOUR MOBILITY SPECIALIST IN SWITZERLAND
 - Quality & Independence since 1957 - www.harsch.ch

FINE ART TRANSPORT  |  MOVING  |  RELOCATION  |  RECORDS MANAGEMENT
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 According to Attica Movers CEO Georgia Kasimati, 
the Middle East market is increasingly open to business with 
Western countries. “Although shipments are affected by conflict 
or post-conflict issues,” she explains, “the region is among our 
company’s areas of interest mainly due to the continuous move-
ment of diplomats to and from Greece. Demand for our services 
has increased steadily due to Greece’s geographical proximity 
to the Middle East, which makes it a useful transit point for 
international transport, and the fact that Greece is a member of 
the European Union, making cross-border movement of goods 
relatively open.”
 Attica Movers SA, says Kasimati, enjoys excellent coopera-
tion with many local transport companies in the Middle East, 
including in Cyprus, Israel, Abu Dhabi, Syria, Lebanon and 
Dubai, through its participation in international movers organiza-
tions. “Communication with clients and partners is immediate, 
straightforward and clear,” she adds. “Local companies are 
especially valued as a source of vital information, since they 

http://www.harsch.ch
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Resisting Shortcuts in a Competitive Environment

By Brian Rodriguez, Residential Sales Consultant, ISS Worldwide Movers

I have been living in the UAE since 2008, and have noticed an 
increase in the number of moving companies—from fewer 

than 10 to more than 400. Coming from a shipping line, NVOCC 
and freight background, I know the moving industry is a very 
niche business unlike freight or shipping, one in which meeting 
customer needs and providing quality service are very crucial.
 Having worked with ISS Worldwide Movers for five 
years, I understand that for many individuals, finding moving 
companies in Dubai is fairly easy, as there are so many to choose 
from. In the UAE, especially Dubai, many individuals and 
families come to the city for short or extended periods, primarily 
for work and business. Since joining a moving company in the 
UAE, I have noted that residents of Dubai move at least once 
every five years, and sometimes more often. Thus, it seems that 
every day a new moving company emerges with just a small 
office (think man with a van) and two people running it, and 
everything is outsourced.
 There are many language and cultural issues to be faced 
when visiting a customer, due to the diverse nationalities of 
people moving into and living in the UAE. Conducting a survey 
after hours or on weekends can be a challenge for us, but our 
willingness to do so is an opportunity to get business. Some 
customers mispronounce my name, or a Spanish or Portuguese 
national may speak to me in their language. Many other Euro-
pean nationals find it strange to meet an Indian with an English, 
Spanish or Portuguese name. Fortunately, the anomaly of an 
Indian with a Spanish or Portuguese last name generates a con-
versation, which plays to my advantage in breaking the ice and 
steering the discussion to confirm the move. 
 We get customers asking for a low quote. Some of them will 
first set a budget and then hire just about any moving company. 
Price does play an important role for some families, but there 
are risks with accepting quotes from non-accredited or unaffili-
ated companies. Sometimes they wind up needing our assistance 
in situations where they have been cheated by a company that 
has vanished with their money. I once had a customer who 
was conned by a lady and her son to ship a volume of just 30 
cubic meters to the UK as they couldn’t pay off the storage and 
packing fees to the outsourced company. We were able to move 
the shipment for less than half the price, and the customer was 
happy with our professional service and communication at all 
times. 
 Parking problems and traffic jams are a fact of life in some 
parts of Dubai and the UAE. Traffic during peak times can 
always be a constraint in meeting your schedule, or an accident 
on the road can delay you. We always allow an hour’s cushion 
before we leave, and call the customer to confirm the anticipated 
arrival time. Finding a parking slot in some sections of Dubai 
is time consuming. In some prime locations there is no parking 
area allocated for visitors or even moving trucks; hence, a well-
planned schedule is necessary. 
 When speaking to a customer who has contacted us directly, 
I make sure to schedule a pre-move survey and consultation. 
However, some customers who have already gone through 
this process do not want us to schedule a survey and just want 

a quote. Many update the shipment volume by email or over 
the phone. After meeting them during the survey, we request 
feedback regarding our presentation of the services we offer, as 
well as the in-depth knowledge of industry we have to share with 
them. For me, coming from a shipping background has always 
been an added advantage, in terms of knowing about a vessel, 
routing and planning, and insurance. 
 I’m also a member of an expat group, and I help people 
alleviate their concerns about moving and customs procedures 
at their final destination. Even when I don’t get their business, 
many in the group recommend my company to others in need of 
our services.
 It’s said that knowing what path you want will always take 
you toward your goal. I use this as an inspiration to educate our 
customers on the right path and to achieve our goal, which is to 
always have a happy customer in the end.

Bryan Rodriguez
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www.iam-yp.org

Is Your Company an IAM 
Governing Member?

If so, remember that Governing Members 
receive three IAM-YP memberships as a 
benefit at no additional cost.

Call for Nominations for YP Chair and Vice Chair

As set forth in the Association’s By-Laws, IAM-YP members 
are hereby provided formal notice that elections will take 

place in August for the IAM-YP Management Board. 
 Every two years, the IAM-YP is required to hold formal 
elections to determine which individuals will serve as Chair and 
Vice Chair for the next two-year term.  
 Do you or someone you know have what it takes to serve as 
the YP Chair or Vice Chair?
 Responsibilities of IAM-YP Chair include:
• Serve as a non-voting member of the IAM Executive  

Committee.
• Appoint the IAM-YP Management Board and IAM-YP 

committees as approved by the IAM President.
• Work closely with the IAM-YP Management Board,  

IAM-YP committees and IAM staff to accomplish the  
projects identified as important to the ongoing success  
of the IAM-YP.

 The IAM-YP Vice Chair will also support the Chair in the 
latter two responsibilities identified above.
 Voting for the IAM-YP Chair and Vice Chair will be 
held starting August 1, and the successful candidates will be 

announced at the IAM-YP Members Meeting during the 56th 
IAM Annual Meeting in National Harbor in October. Current 
IAM-YP Chairperson Catherina Stier has signaled that she in-
tends to run for re-election.
 To facilitate the formation of an official Slate of Candidates, 
IAM President Terry Head has appointed the following three 
individuals to serve as the 2019 Nominating Committee for this 
year’s IAM-YP elections:

Maria Andrea Rodriguez 
ABC Cargo Logistic S.A.S
marodriguez@abcmovingrelo.co

David Nilson
Nilson Worldwide LLC/ Nilson Van & Storage
dnilson@nilsonworldwide.com

Gregorio Martinez
Mudinmar
manager@mudinmar.com 

 If you wish to have your name placed into nomination for 
either of the IAM-YP positions, please contact a member of the 
Nominations Committee. Each candidate will need to provide a 
personal profile and color photo (a high-resolution digital head-
shot, suitable for print) to be published in the September/October 
Annual Meeting issue of The Portal magazine.
 Elections will begin on August 1, so all nominations must 
be received by the Nominating Committee by July 1. 
 If you have any questions about the IAM-YP Elections 
please contact Margaret Kerr at Margaret.Kerr@IAMovers.org.

http://www.iamovers.org/AffiliateGroups/IAMYP.aspx?navItemNumber=593
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The Board of Directors of the Alan F. Wohlstetter Scholarship Fund urges you to consider a contribution or donation to the Scholarship 
Fund as part of your year-end tax strategy or as you formulate your company budget. Please advise your employees that scholarships 
are available to qualified candidates of any IAM company worldwide. For further information, visit www.IAMovers.org > Affiliate Groups. 
Deadline for applications: May 1.

SCHOLASTIC ASSISTANCE
PROGRAM CONTRIBUTORS

Platinum ($5,000 or more)
*Alan F. Wohlstetter Trust

(in memory of Alan F. Wohlstetter)
Long Beach Convention Center

Wally & AJ Saubert
(in memory of Alan F. Wohlstetter)

Gold ($2,500–$4,999)
Crown Worldwide Holdings Ltd.

(in memory of Jim Thompson Sr.)
Daycos, Inc.

(in honor of Sue Fuchtman)
Government Logistics NV

Royal Hawaiian Movers, Inc.
Suddath

Tri Star Freight Systems, Inc.

Silver ($1,000–$2,499)
3S Logistics Co., Ltd.

Aloha Worldwide Forwarders, Inc.
Approved Forwarders, Inc.

A-Whisco, Inc.
Coleman Worldwide

DeWitt Guam
DeWitt Move Worldwide

(in memory of Woodrow DeWitt)
Deseret Forwarding

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

Terry R. Head
Interstate Van Lines, Inc.

Jet Forwarding, Inc.
(in memory of Alan & Joyce Wohlstetter)

Jet Forwarding, Inc.
(in memory of Jackie Agner)
Matson Navigation Company

Morrissette Family Foundation/
National Forwarding Company, Inc.
(in memory of Alan F. Wohlstetter)

Pac Global Insurance Brokerage, Inc.
Michael Raney & Heather Engel

(in memory of Jackie Agner)
Republic Moving & Storage
Royal Hawaiian Movers, Inc.

Stevens International Forwarders
Stevens Worldwide Van Lines

TAAFLO–TPAFBO
The Pasha Group

True North Relocation, LLC
(in memory of Jackie Agner)

Twin Oaks Moving Company, Inc.

Bronze ($500–$999)
A-Whisco, Inc.

(in memory of George W. Pasha III)
Cornerstone Moving & Storage LLC

Richard & Judith Curry
(in memory of Calvin Stein)
DeWitt Moving & Storage

DeWitt Transportation Services of Guam, Inc.
(in memory of Alan F. Wohlstetter)

Gateways International, Inc.
Terry R. Head

(in memory of Alan F. Wohlstetter)
Lynden International

Caleb McCartney
Royal Alaskan Movers, LLC
R. D. Simmons & Associates
Royal Alaskan Movers, LLC

Southwest Port Services, Inc.
Stevens International Forwarders

TAAFLO

In Kind or Other
ACR International Mobility

AGZust & Bachmeier
Carolyn S. Alper Revocable Trust
(in memory of Alan F. Wohlstetter)
AMCO Express Cargo Systems

ATA Cargo & Logistics Corp.
Karen & James Beardsley

(in memory of Alan F. Wohlstetter)
Sean Bradley

Spencer Carlyle
Cartwright International Van Lines

Cornerstone Moving & Storage
Juan Carlos De La Fuente

Matt Dolan
Heather Engel

(in honor of my friends Jackie Agner
and Sandra Rowe Maier)

Nancy Ferris & Karen Beardsley
(in memory of Alan F. Wohlstetter)

Gateways International
Stanley & Coral Goldman

(in memory of Alan F. Wohlstetter)
Jeff Gregory

Intrapack de Colombia Ltda
Jane Johnston

(in memory of Alan F. Wohlstetter)
Joe Mulholland, Inc.

Sheena Kiser
Walter Laffitte
C. J. Lefevre

(in memory of Alan F. Wohlstetter)
Carol Lefevre

(in memory of Alan F. Wohlstetter)
*Wendy & Timothy Manley

(in memory of Alan F. Wohlstetter)
Thomas Matters

Kitty Melvin
Gunnar Moeskjaer
Mikhail Mishustin
Kathleen Northrop

Raja Rajan Parthiban
Pegasus Forwarding Inc.

R.D. Simmons & Associates
Abraham C. Reich & Sherri Reich
(in memory of Alan F. Wohlstetter)

Steven & Marcella Ridenour
(in memory of Alan F. Wohlstetter)

John Roller
Macarena Scalia

Barton M. Silverman
(in memory of Alan F. Wohlstetter)

Albert H. Small
(in memory of Alan F. Wohlstetter)

Ivan & Roz Stern
(in memory of Alan F. Wohlstetter)

Stevens Forwarders, Inc.
(in memory of Alan F. Wohlstetter)

Stevens Van Lines, Inc.
(in honor of Belvian Carrington Sr.)

Edward Touhy
TPAFBO

Transferet Relocation Services (I) Pvt. Ltd.
True North Relocation, LLC
(in memory of Jackie Agner)

Betty V. Tsangeos
(in memory of Alan F. Wohlstetter)

Victory Worldwide Transportation, Inc.
Zarwin, Baum, DeVito, Kaplan,

Schaer & Toddy PC
(in memory of Alan F. Wohlstetter)

*Debra & Gary Zlotnick
(in memory of Alan F. Wohlstetter)

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

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

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



For more information, visit 

www.iamovers.org/scholarship

Donate 
Today!

You can make a difference in the life 
of a student pursuing an education in 
the moving, relocation, forwarding and 
logistics industry by donating to the 
Alan F. Wohlstetter Scholarship Fund.

The benefits of making a gift include:

• The opportunity to support the future of our industry, as 
well as the students who benefit from the scholarship.

• Your name and company listed in The Portal magazine 
for a year from the date of donation

• Your name and company displayed prominently during 
the IAM Annual Meeting.

• Your name and company acknowledged during the 
Membership Breakfast at the IAM Annual Meeting.

• A potential tax deduction (consult your local tax 
professional).

http://www.iamovers.org/Scholarship
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Moving in the Middle East: A Cultural Perspective

By Abhilash Nair, Regional Manager, ISS Worldwide Movers

The Middle East in some ways is a re-
gion of extremes, with very different 

weather conditions and a combination of 
sea and desert, not to mention a multi-
cultural population that represents more 
people than the local citizens in most of 
the countries.
 Movers must cope with constantly 
changing socioeconomic conditions 
among citizens and expats in residence at 
different times of the year. It’s a complex 
part of the world where movers must be 
resourceful in adapting to fluid and some-
times very odd conditions. The popula-
tion in this part of world is 75–80 percent 
expats from more than 100 countries, 
individuals and corporate employees who 
frequently relocate, sometimes because of 
rental increases.
 Even though 
most corporate 
employee reloca-
tion business is 
controlled by their 
companies’ head 
offices in Europe 
or in Asia by 
RMCs, there is a 
demanding local 
market as well. Movers must custom-
ize their services to meet the challenges 
and expectations of so many diverse 
nationalities. Cultural diversity is com-
monplace in businesses today, especially 
in the Middle East, but it is important to 
ensure that your employees communicate 
effectively when cultural differences are 
a factor. Language barriers are important 
to address because messages can easily 
be misconstrued. Workers may pretend to 
understand a directive when they really 
don’t if they are embarrassed or frustrated 
by a language problem.
 Cultural differences affect the way 
customers are served. High-context 
cultures, for example, rely less on verbal 
communication and more on nonverbal 
communication, actions and settings to 
find meaning. One thing to keep in mind 
when managing cross-cultural commu-
nications and crews is to avoid stereo-
typing. Even though a culture may be 
defined in a particular way, that doesn’t 
mean such things are true of each indi-
vidual, and regional differences are also 

key. An Asian employee from Malaysia, 
for instance, has a very different back-
ground than someone from Japan, the UK 
or Europe.
 In terms of personal space, many 
European customers are used to having 
five feet of distance when conversing 
with others. German and Japanese work-
ers may need more distance, while Arabs 
and Latinos normally stand much closer 
together when talking. Body language 
cues differ among cultures. Eye contact is 
a very important distinction. Westerners 
often regard eye contact as a measure of 
attention and honesty while it is consid-
ered disrespectful by some Asians. It’s 
important for us to tailor crew and team 
according to such cultural differences by 

ensuring that communication is clearly 
received and understood.
 In the hot desert climate, your team 
needs to be prepared for working in 
the sun while loading and unloading 
of shipments. This can be difficult, but 
unfortunately customer expectations 
don’t change with the comfort level of 
the weather. Summer can see the mercury 
rise to the high-40s in cities like Dubai 
and Abu Dhabi. The hottest months are 
July and August, which also coincide 
with the month-long Ramadan religious 
festival, when Muslims fast from sunrise 
to sunset. During that period, which is 
also a peak time for the relocation busi-
ness here, many of our teammates fast 
and work.
 The low cost of labor in the region 
fuels customers’ expectation that the 
price of relocation services should be 
very low, and they are reluctant to spend 
adequately when the money comes from 
their own pocket. In such cases, it’s 
very difficult to persuasively explain the 
difference between a qualified mover 
and one with less infrastructure in place. 
Overall, movers struggle in this small re-
gion with this niche market, where many 
vendors compete for the huge volume of 
clients in need of relocation services.

Regional Focus:
The Middle East

www.iamovers.org
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MILITARY/GOVERNMENT UPDATE

DP3 on the Cusp of a New Chapter

By Charles L. White, Senior Vice President
 

In January the U.S. Department of Defense (DOD) announced 
that it planned to open a new chapter for the Defense Personal 

Property Program (DP3) this summer. On June 1, 2018, the 
U.S. Transportation Command (USTC), which operates as the 
program manager for DP3, will begin the rollout of a Personal 
Property Prototype IT system. For almost a decade the system of 
record for DP3 has been the Defense Personal Property System 
(DPS). The system has been riddled with issues since its intro-
duction in 2009, and USTC has finally come to the conclusion 
that it is time to develop a new IT system for personal property 
and to “sunset” DPS.
  USTC has enlisted the help of personnel from the Defense 
Digital Services (DDS) to assist it in the rollout of the Prototype. 
These IT experts, who are on loan to DOD from many of the 
top IT firms in the country, are acting as the program managers 
and are overseeing the development of the new system. DDS is 
working with the firm TrussWorks, which has been contracted 
to write the actual “code” for the new Prototype. A “minimally 
viable product” (MVP) is scheduled to be fielded on June 1.
  Initially DOD was to begin processing DP3 shipments in 
the Prototype on June 1. However, it now appears that the first 
shipments to move in the Prototype will be only Personally 
Procured Moves (PPMs). These are moves or portions of moves 
that military members transport on their own. PPMs will be used 
to test some of the basic functionality of the Prototype before the 
industry becomes involved. At some point in June or early July, 
true DP3 shipments will be introduced to the system, and at that 
point the industry will be engaged to participate. DOD plans to 
take a “crawl, walk, run” approach to the use of the Prototype 
when the industry is brought into the process. The original goal 
was to move between 2,000 and 8,000 shipments in the Proto-

type during the 2018 Peak Season. DOD now indicates that the 
goal will be focused toward the lower end of that range, so it 
now seems the most reasonable target for the number of ship-
ments moving through the Prototype this summer will be closer 
to 2,000 shipments. 
  In mid-April, 200 Transportation Service Providers (TSPs) 
were invited to participate in the initial test of the Prototype. 
Nearly 100 accepted the invitation, and they will be the initial 
group of TSPs to have an opportunity to move shipments during 
the test period. Only two DOD Joint Personal Property Shipping 
Offices (JPPSOs) will be involved in the initial phase of testing; 
those will be JPPSO–North Central (in Colorado Springs, Colo-
rado) and JPPSO–South Central (in San Antonio, Texas). Nearly 
60 domestic traffic channels have been identified for utilization 
in the initial Prototype testing. All of those channels are either 
within the Areas of Responsibility (AOR) for, or between, those 
JPPSOs. Therefore, it is likely that only Air Force personnel 
initially will be moving in the Prototype.
  DOD is developing an Application Programming Interface 
(API) for the Prototype. This “two-way interface” will allow for 
easy movement of data between TSP systems and the Prototype. 
DDS provided industry copies of their initial specifications for 
the API functionality and asked for feedback from potential in-
dustry users. That feedback has been provided and work is con-
tinuing on the initial API. The API may not be fully functional in 
the initial stage of the Prototype testing, but DOD has indicated 
that the completed specifications will be provided to industry in 
the early stages of Prototype testing.
  The use of Digital Certificates, which are currently 
required for TSPs to access DPS, will no longer be required in 
the Personal Property Prototype. Two-factor authentication is the 

Honor the Memory and Legacy of Alan F. Wohlstetter

IAM General Counsel Emeritus Alan F. Wohlstetter, who passed away last November, 
left behind a legacy that will benefit young movers for many years to come. This is a 

great time to honor Mr. Wohlstetter’s memory with a contribution to the Alan F. Wohlstetter 
Scholarship Fund. For many students, tuition assistance can provide security and support by 
helping to defray expenses associated with college and university studies.
 You can honor the memory of Alan F. Wohlstetter and help future generations of 
movers achieve their career goals. Send your contribution to 

Alan F. Wohlstetter Scholarship Fund
5904 Richmond Highway, Suite 404

Alexandria, VA 22303

For more information on the Alan F. Wohlstetter Scholarship Fund or to apply for tuition 
assistance, visit www.IAMovers.org > Affiliate Groups
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process by which industry will be able to access the new system. 
A working model for this process was recently unveiled during 
breakout sessions at the American Moving & Storage Associa-
tion conference in April. The process is still a work in progress, 
so a numerous questions remain as to how it will actually work.
  As we close in on the start of the test period, there are lin-
gering issues to be resolved:
• Invoicing questions are abundant.
• Will Helpdesk support for the Prototype be in place?
• How will blackouts be handled?
• Handling of Best Value Scoring (BVS) in two systems is a 
question that has not yet been fully addressed.
• What industry User Roles will be available in the MVP?

  If TSPs are not involved in the initial test period, “on 
ramps” will be made available periodically until all TSPs are 
participating.
  USTRANSCOM does not envision this as just a test! This 
is the start of a process that will make the Prototype the new 
system of record. There will no “test” period where the Proto-
type will end and then a review will take place. The goal is to 
eventually fully replace the current Defense Personal Property 
System (DPS) with the Prototype. Through the Agile develop-
ment processes, a continuous improvement, continual testing, 
development and addition of functionality will take place until 
the Prototype becomes the fully functional system through which 
all DP3 traffic will move.

www.iamovers.org
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2004: Krista Kohberg, Apollo Forwarders Inc. • Boris Populoh, International Association of Movers • 2005: Cody Putnam, 
Roadrunner Moving & Storage • Pete Nash, EuroUSA Shipping • 2006: Boris Populoh, International Association of Movers • 2007: 
Michael Abadir, Steven’s International Forwarders • Uloma Eze, Candid Logistics Nigeria, Ltd. • Amy Fox, Cinco 
Star Forwarding • Jessica Howard, Total Military Management • Ian Millikan, Virginia DOT • Tilley Tilley, Air Land 
Forwarders • 2008: Zoltan Fodor, Euromove Kft. Budapest • Jessica Howard, Total Military Management • Ostra 
Lowcavichewta, Matthew Moving Co. • Jean Paul Publico, Sea Express America Corporation • Stacey Tilley, Air 
Land Forwarders • 2009: Andrea Araya, APA Worldwide Movers • Robert Daugherty, Graebel 
Movers International • Joseph DeAngelo, The Cartwright Companies • Barbara Savelli, 
Italian Moving Network • Richard Wozniak, Bekins A-1 Movers, Inc. • 2010: Josh Caltrider, Albert Moving & 
Storage • Joseph DeAngelo, The Cartwright Companies • Brian Fitzpatrick, Security Storage Company • Barbara 
Savelli, Italian Moving Network • Logan Smith, IAM Student Member • 2011: David Bardebes, Crown Worldwide • 
Lorie McBrien, Crown Relocations • Chloe Murphy, Pac Global Insurance Brokerage • Amit Thakker, 21st Century 
Relocation • Alexa Valentine, Rainier Overseas Movers • Brandy Wagner, RE/MAX Allegiance Worldwide Relocation • 2012: Ian A. 

Bloom , Priority Moving • Chun Ting (Jacky) Chan, Crown 
Worldwide • Mario Cruz, Transcargo Ltd. • Elad Gur-
Arie, Transclal Fine Arts • Courtney Hall, Coleman World 
Group • Lauren Hall, Coleman World Group • Kristen Hann, 
Total Military Management • James Robelotto, Wonjin 
Transportation Co., Ltd • Jessica Rothemund, Crown 
Worldwide • Barbara Savelli, Italian Moving Network • 

2013: Ian A. Bloom, Priority Moving • Mario Cruz Apestegui, TransCargo Ltd • Elad Gur-Arie, Transclal Fine Arts • Matthew Hagenah, 
Atlas World Group International • Michael Hartung, National Van Lines, Inc. • Barbara Savelli, Italian Moving Network • Sandra Trumbla, 
Hidden Valley Moving and Storage • Stephan Van Der Kolk, Crown Relocations • Ashley Wagner, Franconia 
Real Estate Services • Shawn Weeks, Gridiron Forwarding Company • 2014: Gary Cannady, Hidden Valley Moving 

and Storage • Nicole Cornett, Golden Services L.L.C. • Matthew Hagenah, Atlas World Group 
International • Lauren Hall, Coleman World Group • Michael Hartung, National Van Lines • 
Cristina Mesonero, De la Fuente International Movers • Frederico Presta, Bliss Moving and 
Logistics • Ronald Raymond Jr., Gridiron Forwarding Company • Stephan Van Der Kolk, Crown 
Relocations • Taylor Walter, Armstrong International Relocations • 2015: Gary Cannady, Student Member • Cheri 
Garza, Suddath Government Services • Michael Hartung, National Van Lines, Inc. • Anna Jotyan, Gosselin Armenia 

• Ekaterina Mishustina, M&TM Freight • Antonella Noemi Duarte Alonso, Agencia Benkovics S.A • Federico Presta, Bliss Moving & 
Logistics SRL • Ashely Saunders, Atlas World Group International • Ali Taleqani, IAM Student Member • Emily Workman, Sea Express 
America Corporation • 2016: Gary Cannady, Student Member • Sandra Kednay, Student Member • Chasity King, S.E.A. Corp • Halie 
Mosher, Total Military Management • Ashley Saunders, 
Atlas World Group International • Michael Simons, Child 
of Suddath employee • 2017: Sandraz Alvarez, Student 
Member • Margaret Bodalski, Student Member • Gary 
Cannady, Student Member • Briana Hawkins, ArcBest 
Corporation • Anna Jotyan, Gosselin Armenia • Kylie Mimnaugh, Student Member • Raymond Padilla, Gridiron Forwarding Co. 
• Daniele Piani, Bliss Moving & Logistics SRL • Federico Presta, Bliss Moving & Logistics SRL • Ryan Quinnett, Student Member

AFW Scholarship Recipients:
Where Are They Now?

Coming Up Next Time in
THE PORTAL

We’ll reconnect with previous recipients of the  
Alan F. Wohlstetter Scholarship and discover how 

tuition assistance has helped them focus on their studies 
and realize their career ambitions.

http://www.invictus-relocation.com


Your Governing 
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the IAM programs, resources, 
member protections, advocacy and 

unparalleled networking opportunities you 
currently value, plus these top-tier benefits:

Take your company to the next level with  
the exclusive access that only Governing members enjoy.  

To upgrade to IAM Governing membership,  
email membership@iamovers.org.

Congratulations! You’ve made your mark in the industry and  
set your company on the path to distinction by joining IAM,  
the industry’s largest global trade association.

Now it’s time to take the next step up for your business… 
and your membership: Get exclusive access to the highest  
levels of benefits that come with IAM Governing status. 

• Exclusive first week of registration for IAM Annual 
Meeting & Expo exhibit booths and sponsorships 
(priceless)

• Early bird Annual Meeting registration rate regardless of 
date PLUS 10% discount on regular exhibitor fees (savings 
TBD, but they will be substantial)

• Opportunity to validate your IAM Mobility Exchange listing at no 
additional charge ($240 savings)

• Free membership in the IAM Logistics Network (ILN) (application 
required) ($500 savings)

• Three free IAM-YP (IAM Young Professionals) memberships ($345 savings)

• Voting rights on all matters that affect Governing members, including electing 
officials of the IAM Executive Committee

http://www.iamovers.org/Membership/Index.aspx?navItemNumber=697
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IAM LOOKING BACK

L            king 

1978:  Competitive Rate Program Changes
in the International Military Industry

By Rick Curry

In the January/February 2018 issue of The Portal, we noted that 
in 1978 Secretary of Defense Harold Brown ignored a request 

from Congress to defer any expansion of the Competitive Rate 
Program (CRP). It was the opinion of HHGFAA (now IAM) that 
an impact study should be made to determine that the substantial 
loss of carrier and agency capability that had been feared did not 
occur. It was the Department of Defense that stated the cost of 

a shipment of moving household goods had doubled. In reality, 
the increased cost of moving was attributed to the greater weight 
of an individual shipment, with inflation contributing to the bal-
ance of the increase in cost. The benefits of the program were in 
doubt.

 Sen. Warren Magnuson (D-WA) and Rep. Henry Jackson 
(D-WA) jointly forwarded a letter to Secretary Brown question-
ing whether the program had achieved the desired results. They 
described some of the severe impact that the new program had 
already had on the industry:
• Five carriers (Transportation Service Providers) went out of 

business due to the CRP.
• One major participating carrier had filed bankruptcy.
• Flatbed service had been reduced by 60 percent from 1977 

to 1978.
 The letter stated that although the expansion of the program 
to Germany and the United Kingdom had been in effect only 45 
days, the carriers with low bid rates on file had exhausted their 
resources. Shipments were being offered to carriers charging 
substantially higher rates who had the resources to handle ship-
ments.
 At the same time, the German Movers Association (AMO) 
was attempting to be involved in their members’ efforts to 
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collect receivables from the carriers of HHGFAA. The issue 
exploded when Hans Volk, representing AMO, had a conversa-
tion with HHGFAA President Calvin Stein. Volk indicated that 
47 of its members were going to discontinue servicing shipments 
originating in Germany after July 3 unless the carriers provided 
Letters of Credit and/or assigned 45 percent of each Government 
Bill of Lading (GBL) to the local agents performing services. 
 This led HHGFAA Counsel Alan Wohlstetter to meet with 
the Antitrust Division of the Department of Justice (DOJ), the 
Military Transportation Management Command (MTMC), Col. 
Don Mensch and an attorney from their legal office. The Execu-
tive Committee voted to obtain an opinion from a German law 
firm as to whether AMO could collectively establish these credit 
provisions for their members. Wohlstetter followed up with DOJ 
on the situation, indicating that of some 100 carriers engaged in 
Germany, only 10 carriers would be able to continue doing busi-
ness during the peak season. In the letter he set out three specific 
relief points:
1. DOJ was asked to attempt to persuade the German agents to 

return to negotiating with each carrier.
2. DOJ was asked to support MTMC.
3. HHGFAA would not negotiate terms of credit for carriers.
 AMO quickly advised HHGFAA that it had rescinded its 
action and that negotiations with carriers would be handled on a 
one-on-one basis.

 In the next issue of The Portal, the GAO Report, Congres-
sional efforts and the Defense Appropriations Bill for Fiscal Year 
1979 will be discussed. Frustrated shipments became a major 
issue for MTMC and the industry.

Can You Help?

The IAM History Project has frequently used The Portal 
in constructing timelines related to the Association’s 

development, growth and relationship with its military and 
government customers. However, we are missing a few 
issues of the magazine that were produced before we began 
archiving them on the Web. We would be grateful to anyone 
who still has them and is willing to share them with us. The 
missing issues are as follows:

 November 1968
 July/August 1969
 August/September 1969
 January/February 1975
 October/November 1976
 November/December 1978
 September/October 1993
 January/February 1994
 January/February 1995
 July/August 1997
 January/February 1999

 If you have any of these issues, please email 
Rcurry46@sbcglobal.net

http://www.arcshipping.com
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EXECUTIVE SUITE

Understanding Data Analytics in the Moving Industry

By Ray daSilva

We sometimes refer to our business as a basic services 
industry. Some suggest that the most important element in 

building a successful service business is delivering excellent ser-
vice. No one can argue that the entrepreneurial, owner-operator 
model can and often does produce some of the best examples of 
personal service.
 An entrepreneur who opens a simple restaurant may at first 
take on many roles: receptionist, cook, wait staff, manager. In 
those early days of the business, the owner personally greets and 
attends to every customer’s needs. He or she provides a level of 
personalized service that is hard to match and continues to do 
this while building the enterprise. At some point, however, as 
the business grows and a structure is implemented, that personal 
touch may get lost and forgotten.
 In this context, using data analytics as a way to better man-
age our business and growth strategy may not seem intuitive. 
Indeed, we should start the discussion by saying that if a com-
mitment to service excellence does not permeate the organiza-
tion, no amount of analysis will help. You may be able to drive 
inquiry and even business to your door through marketing, 
advertising and analytics, but only service excellence will grow 
goodwill and ultimately your business.

A basic services industry
Even though our business may seem simple at its most basic 
levels, there are also levels of complexity depending on the ser-
vice lines we choose to focus on and, of course, the size, service 
scope and geographic scale of our activities. As the industry 
continues to mature, we discover the complexity of multinational 
and global companies engaged in moving, relocation, logistics 
and outsourced mobility services. The business, however, is still 
primarily made up of small to medium-sized entrepreneurial 
enterprises (SMEs) that cooperate closely. 
 We will leave the sophisticated analysis to the larger corpo-
rations in our business and limit our discussion here to the kind 
of analytics that might benefit SMEs. 

Data gathering and data integrity
In order to analyze data and turn it into useful business infor-
mation, you first have to gather the data. For many SMEs, this 
can present a challenge. There is a cost to collecting data and 
ensuring its integrity. Sometimes, those costs are higher than the 
potential benefits that the business may derive from analyzing 
the data. Each business must weigh that balance carefully and 
focus their limited resources to the aspects of the business that 
will benefit it the most.
 Most companies use automated computer systems to help 
manage their business. If the systems are designed and imple-
mented well, then valuable data is a natural byproduct of the 
company’s operations. If staff members feel that they are input-
ting data into systems just so management can have access to 
information, the chances of achieving timely and accurate data 
input are reduced. Far better is to design and implement systems 
so that you achieve efficiency and accuracy, as well as provide 
staff easy access to the information they need to serve the cus-
tomer successfully. 

Customer Acquisition Costs (CAC)
The chart below suggests what the estimated costs of acquiring 
a customer may be. You may intuitively know whether the esti-
mated numbers below are in the ballpark for your business, but 
how many businesses actually measure and analyze this data? 
More important, how and why do we do it?

MILITARY, 
COMMERCIAL

& GSA.
Make us your one-stop-shop partner in the UK.

Visit www.arrowpak.co.uk  Email: sales@arrowpak.co.uk
Telephone: +44 1842812165  Facsimile: +44 1842816328

Sherwood House, Norwood Road, Brandon, United Kingdom IP27 0PB

Membership No.  A041
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The chart at right (Figure 1) provides 
one very simple way to calculate CAC. 
We add the costs related to Prospective 
Customer Inquiry (PCI) generation and 
processing. These are the total costs 
we might spend in a year to generate 
leads (PCI). In this example, you see the 
various costs for Advertising, Internet 
(website), Inside Sales staff and Moving 
Consultant. You can get as detailed as 
you want in your analysis.
 Now we can take that Total Cost 
of Customer Acquisition and divide it 
by the different stages of PCI process-
ing. Initially, we estimate that we have 
generated 5,000 inquiries for the year for 
the $105,000 investment. We can now set 
up a spreadsheet and divide the CAC by 
these stages. 
 So, in this example, each inquiry 
costs us $21. Each Opportunity (the 
chance to quote and provide a proposal) 
is costing $233. When we actually book 
a job, we have secured a customer. In this 
example, the CAC divided by the number 
of customers is $778 per customer. The 
example goes on to estimate the gross 
margin per customer, and after deducting 
our CAC, we are generating $122 in net 

 Item Cost Per  Per Per Per
   Inquiry Opportunity Customer $1 Rev
Advertising $   20,000 $  4 $ 44 $148 5%

Internet 5,000 1 11 37 1%

Inside Sales 30,000 6 67 222 7%

Moving Consultant 50,000 10 111 370 12%

Total Cost $105,000 21 $233 $778 26%

Number of Inquiries     5,000

Number of Opportunity 450  9% of Inquiries

Number of Customers 135  30% of Opportunity

Revenue Generated $405,000  $3,000 Per Customer

Margin Generated $121,500  30% Margin

Average Margin 

   Per Customer $900 

Net Margin (after CAC)     $122

 Item Cost Per  Per Per Per
   Inquiry Opportunity Customer $1 Rev
Advertising $   20,000 $  4 $ 36 $121 5%

Internet 5,000 1 9 30 1%

Inside Sales 30,000 6 55 182 7%

Moving Consultant 50,000 10 91 303 12%

Total Cost $105,000 21 $191 $636 21%

Number of Inquiries     5,000

Number of Opportunity 550  11% of Inquiries

Number of Customers 165  30% of Opportunity

Revenue Generated $495,000  $3,000 Per Customer

Margin Generated $148,500  30% Margin

Average Margin 

   Per Customer $900 

Net Margin (after CAC)     $264

Figure 1

Figure 2

margin. That is not money we can take to 
the bank, because we still have to pay for 
rent, utilities, etc. 
 So, the company in this example, for 
the business line that is being analyzed, 
may not have a sustainable business 
model. The CAC is too high. Or the con-
version rates are too low. Or the margin is 
too low. Something needs attention. I say 
for this business line, because business 
lines like local moving, interstate mov-
ing, office moving and fine art moving all 
have a different CAC. In some business 
lines like corporate moving, the CAC 
may be very high, but once the customer 
is acquired, we can count on repeat busi-
ness. Thus, each type of business will be 
subject to its own CAC calculation.

Now what?
Data analysis alone may not help your 
business, but if you use the information 
as a basis for business decisions, you may 
achieve positive results. It is important to 
implement your data gathering and analy-
sis structure so that you can periodically 
test your assumptions. This periodic com-
parison process can point to fine-tuning 
and adjustments that can further amplify 
good results.
 In this example, we have determined 
that the CAC is too high for the net 
margin that is produced. Resist the urge 
to reach for the obvious solution (i.e., to 
reduce the CAC). In this example, simply 
adjusting the conversion rate from 9 
percent to 11 percent without any other 

]

http://www.lacrelocations.in
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changes could drastically change this 
company’s fortunes (Figure 2, page 48).
 In this fictitious example, it turns 
out that this may be quite achievable by 
simply reducing the time taken between 
receiving an inquiry to initial contact 
from the average of 96 hours to 1 hour. 
This suggests our industry may not be 
great at responding to customer inquiry 
on an urgent basis, but that is a subject 
for another discussion.

But how do we get the data?
That is a very good question. In order to 
perform this simple CAC calculation and 
implement a solution we would need data 
on:
• Total Inquiries received by the com-

pany
• Number of Inquiries that Convert to 

Opportunities
• Number of Opportunities that  

convert to Customers
• Revenue Generated

• Margin Generated
• Cost of marketing related to inquiries
• Cost of sales related to inquiries
 You already may have all this avail-
able and in place at your company. In 
fact, you may already know your CAC 
very well, and use analytic tools to adjust 
your marketing and sales process. Or you 
may face challenges relative to structur-
ing a disciplined process to gather good 
data before you can even get started.
 For some, implementation may re-
quire a few small adjustments. For others, 
especially those without an automated 
operational system, it may represent a 
major effort. Each company must decide 
whether the potential benefits of this 
kind of analysis warrant implementing a 
disciplined data gathering structure. 

The bottom line
A major factor in determining whether 
this kind of analysis is right for your 
company has to do with the phase of 

development your company is in. In 
an entrepreneurial startup, the owner-
operator is so close to every aspect of the 
business that he or she knows intuitively 
by touch and feel what adjustments need 
to be made. As the business matures, 
there may come a time when the structure 
and processes that have developed over 
a period of time need to be revisited and 
fine-tuned. You will know best when the 
time is right for your company.
 This is just one example of how we 
can effectively apply data analytics to un-
derstand our business better and apply a 
data-driven approach to decision-making. 
The automated systems that we use to op-
erate our companies collect a great deal 
of data as a byproduct of managing every 
task. The information is already there, but 
at many companies is locked up in the 
system without easy access. Understand-
ing what data is available is important, 
but knowing how to turn it into valuable 
information that can help us to manage 
our business may be beyond the abilities 
of many SMEs.
 For example, do you know your—
• margin by business line?
• margin by traffic lane?
• margin by client?
• margin by moving consultant?

 If you don’t have data analytics to 
answer these questions, you are either at 
that entrepreneurial stage of development 
where you intuitively know what to do 
or you are flying blind and hoping for 
the best, without a clear understanding of 
whether your business is operating at its 
optimum potential. 
 One answer is to take some first 
steps and educate yourself a bit about the 
subject. Take a few incremental steps and 
adjust from there.
 Another approach is to task someone 
within the company who has an aptitude 
to develop such skills, or perhaps it is 
time to hire someone who already has 
them. Some companies engage consul-
tants. The good consultants can lend their 
experience and knowledge to shortcut the 
process toward achieving tangible results. 
 In future articles, we will delve 
deeper into the topic of data analytics and 
explore other aspects of learning to use 
the information within your business as a 
basis for better decisionmaking.

http://www.gallagherintl.com


50	 May/June	2018	•	THE PORTAL IAM: Moving Forward Together

Global Movers and GDPR: What You Need to Know

By Sebastein Deschamps, CEO and Co-Founder, ReloTalent

The European Union’s (EU) General  
Data Protection Regulation 

(GDPR) is taking data protection across 
the globe to a new level, with increased 
checks and the potential for hefty fines 
for those who run afoul of the law. But 
does this really matter for the moving in-
dustry? And if it does, what do you need 
to be aware of in the day-to-day running 
of your business?
 First, let’s take a step back and look 
at what the GDPR means for everyone, 
not just those in the relocation and mov-
ing industry. This new legislation was 
implemented by the EU to expand on the 
old data protection powers in place across 
the region. Whereas the former laws al-
lowed countries to set their own standards 
and punishments, this new regulation sets 
them out in stone for everyone in the EU.
 GDPR stipulates that all organiza-
tions handling personal data must do so 
in a careful and considered manner, and 
put a series of checks in place to ensure 
that the data stored is secure. Moreover, 
some types of data have been designated 
“special” in that they have the potential 
to open a person up to discriminatory 
practices. For this reason, any data that 
identifies a person’s political, sexual or 
religious leanings should be avoided at 
all costs.
 It is essential to understand that these 
new laws do not apply only inside the 
EU. If an EU citizen is moving outside 
the region, the legislation still matters. 
Besides, many countries are now writing 
some, if not all, of the GDPR into their 
own laws in order to reduce potential bar-
riers to overseas trading.
 So how does this affect those in the 
moving industry? The first step, as with 
all companies working to become GDPR 
compliant, is to carry out a simple data 
audit of the entire organization. This 
process consists of going through your 
day-to-day work and considering, at all 
stages, whether personal information is 
involved and, if it is, where it came from. 
What does the data tell me? Where is the 
information stored? How long do we save 
it? With whom do we share it? Do we 
actually need it to fulfill our obligations?
 Although a somewhat time-consum-
ing process at first, this exercise will form 

the basis of your GDPR compliance in 
the future. It is critical that you under-
stand how personal data flows in, through 
and out of your business. This applies to 
employee information as well as custom-
er data; the fact that employees are part 
of the company does not mean they are 
exempt. 
 GDPR is focused heavily on the 
principle of personal data accountability, 
meaning that organizations need to be 
aware of, and track, the whole data flow 
through the life cycle of a business. To 
demonstrate compliance in the event of 
an audit by a regulatory authority, you 
must be able to show what data is stored, 
where, how and why. Your inability to 
do this could lead to financial penalties 
being levied. 
 Working in the moving industry, you 
will likely find that the amount of person-
al data you need to carry out your work 
and are receiving from your partner com-
panies is minimal, and this is undoubt-
edly a good thing. Otherwise, you must 
reassess your processes and evaluate how 
much data you actually need in order to 
complete your contractual obligations. 
If, for example, when working with a 
relocation management company they 
provide you with a lot of information that 
is superfluous to carrying out your tasks, 
it would be wise to ask them to supply 
less information. 

 Once you’ve reached this point, you 
can begin the next major steps for achiev-
ing GDPR compliance and procedural 
harmony. For movers, the primary con-
siderations should be:
• ensuring that you have the facili-

ties in place to properly dispose of 
personal data once the contract is 
completed; 

• confirming that data is stored se-
curely, and in such a way that only 
those who need the information have 
access to it; 

• putting a process in place for report-
ing any breaches of personal data; 
and

• appointing a “GDPR owner” in the 
business to drive internal data secu-
rity practices.

 Wherever you fit into the world of 
international movers, GDPR is something 
you should actively research and prepare 
for, even if you are based outside the EU. 
Many developers of new technology have 
designed software solutions for the global 
mobility sector with GDPR in mind, to 
supplement your own organization’s 
efforts. Whatever you do, read up on the 
facts of GDPR and understand how the 
legislation affects you.
 For more information about GDPR, 
email seb@relotalent.com.

http://www.thaimovers.com
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Unpaid Invoice Compensation Payouts for RPP in FY2017 

By Brian Limperopulos, Vice President

The Receivable Protection Program 
(RPP) continues to rank as one of the 

most valued—and valuable—benefits for 
IAM Governing and Core members. 
 During the 2017 fiscal year, qualified 
IAM member claimants were compensat-
ed the maximum total annual distribution 
limit of US$200,514.01—which repre-
sented 50 percent of the available funds 
in the RPP reserve account. This leaves 
an equal amount in the RPP reserve fund. 
The monies paid by IAM to qualified 
claimants was equal to 86 percent of the 
total value of the unpaid invoices ap-
proved by IAM.
 In 2017, IAM staff received un-
paid invoice claims totaling more than 
US$1,187,511. The chart at right shows 
data from 2015 through 2017.
 IAM has now accumulated enough 
data to suggest trends, but three years 
is insufficient to arrive at firm conclu-
sions. Although in 2016 and 2017 the 
total number of claims and total amount 
claimed increased by 60.3 percent and 
11.9 percent, respectively, a number of 
indicators have remained steady, reflect-
ing either slight increases or decreases 
after large growth rates from 2015 to 
2016. 
 IAM has now paid out a total of 
US$486,101.84 in compensation to 96 
members—almost 5 percent of our mem-
bership—during the three-year period.

RPP Statistic FY2017 FY2016 FY2015

Total	claims	received	 178	 111	 119

Total	invoices	received	 546	 555	 473

Total	amount	claimed	 $1,157,090.93	 $1,060,553.94	 $830,493.74

Average	amount	per	claim	 $6,500.51	 $9,554.54	 $6,978.94

Average amount per 

		claimed	invoice	 $2,119.21	 $1,910.91	 $1,755.80

Total	invoices	approved	 157	 148	 98

Percentage of invoices 

		approved	 28.75%	 26.67%	 20.72%

Total	amount	approved	 $234,298.36	 $219,490.54	 $85,618.63

Percentage of total amount 

		claimed	approved	 20.25%	 20.70%	 10.31%

Average value of approved 

		invoices	 $1,492.35	 $1,483.04	 $873.66

Total	payout	 $201,514.01	 $198,969.00	 $85,618.83

Cumulative	payout	 $486,101.84	 $284,587.83	 $85,618.83

IAM member usage rate of the RPP
It is reasonable to assume that when the 
RPP became an inclusive member benefit 
in 2015, a significant segment of Govern-
ing and Core members were not aware 
that they were entitled to RPP coverage. 
The statistics from 2016 and 2017 dem-
onstrate that a considerable number of 
members use the RPP as a risk manage-
ment solution for their business but that 
our usage rate may have risen to a natural 
plateau. 

Projected compensation payments 
in 2018
It is hoped that RPP claims will not 
exceed the maximum annual distribu-
tion limit for the 2018 fiscal year, but 
after two consecutive years of surpassing 
that threshold, it is reasonable to expect 
that the trend will continue in 2018. The 
maximum annual distribution limit is 
subject to the total amount of dues paid 
by IAM Governing and Core members, 
so the limit will not be known until the 
end of this year. However, budget projec-
tions suggest that the amount will be 
US$233,996.49.
 An analysis of RPP claims suggests 
that the high number of IAM members 
(eight companies) who went out of busi-
ness in both 2016 and 2017 was a signifi-

cant factor in surpassing the maximum 
annual distribution limit. This data point 
may be helpful in predicting end-of-year 
compensation payments in the future. 

Recovering Debts 
through the RPP

An IAM Governing or Core 
member who is owed money 

by another IAM Governing or 
Core member can recover those 
funds through the Receivable 
Protection Program (RPP). Through 
the Unpaid Invoice Compensa-
tion component of the RPP, the 
program helps members recover 
debts owed to them if their unpaid 
invoices remain outstanding after 
the	debtor	has	either	filed	for	
bankruptcy or ceased to exist. 

 For more information, visit 
www.iamovers.org/rpp. 

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

iamovers.org  Search RPP or contact membership@iamovers.org
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The Rise of the Aggregators: How Movers Can Fight Back

By Matthew Woodley, Sales & Marketing, New Zealand Van Lines Ltd.

It seems that every other week I receive a new email from an 
“online lead generation portal” promising high-quality, and 

qualified, moving leads. These companies—or aggregators as 
they are called—are now a dime a dozen in the removals market, 
and their numbers continue to grow at an alarming pace. These 
aggregators have a simple business model whereby they play 
the role of the middleman (or “comparison site”) between the 
consumer and the moving company. 
 From a digital technology perspective, an aggregator is a 
lead generation portal that is built on the foundation of a strong 
online presence and is supported by aggressive online advertis-
ing to build visibility and drive traffic to their online portals. 
They attract customers to their website through the promise of 
convenience and cost savings. 
 Aggregators have commoditized moving, with more and 
more of them purely pushing price as the only criterion and point 
of difference between movers. They’ve created the consumer 
mindset that this is the only comparison needed. This forces 
movers to quote a bare-bones service to secure the move and 
then try to upsell clients on additional services. 

OPINION

 Aggregators appear as allies, and will often let you sign up 
on their website and “claim your free profile” with the promise 
of more online visibility and the ability to manage your online 
reviews. However, this can lead to them controlling your online 
presence. They are also, of course, competing for the same 
search phrases as you are. 
 Whereas once a consumer would have searched on Google 
for a moving company and contacted a local company directly, 
he or she is now more likely to find an aggregator promising 
multiple competitive quotes and the “cheapest price.” The visi-
tor then uses this comparison service to obtain moving quotes, 
which are then sold to local moving companies who, as noted 
earlier, have to aggressively compete to secure the move. The 
consumer often has no connection with these moving companies 
and will simply use them as a quick “price check” solution. 
 As most movers now generate their leads through search 
engine marketing and online advertising in this digital age, it is 
a fair assumption that these aggregators have cost the moving 
industry greatly in terms of unnecessary competitiveness. They 
have seriously increased the lead acquisition cost for movers 
while providing little added value for the moving industry at 
large. Their business model relies purely on traffic arbitrage 
whereby the aggregator generates a moving lead (via Google 
AdWords or search engine optimization) at the same price a 
mover generates a lead, but then resells the same lead to three to 
six other movers. This is where they make their money.
 There are 135,000 monthly searches on Google.com for the 
exact search phrase “moving companies,” but getting your share 
is only harder since the rise of the aggregators. 

How can movers compete against 
aggregators? 
It’s important to note that the aggregators’ entire business model 
exists only with the support from movers purchasing their leads. 
If movers refuse to buy their leads, their business model col-
lapses. 
 Do not be tempted by the lure of cheap leads; instead, invest 
in developing your own digital assets and online profile. Your 
company has a story to tell, and you should tell it. You want to 
focus on educating your potential clients with free moving ad-
vice, tips, etc. This will help you establish and build trust to con-
vert your website visitors into leads (and ideally clients). Your 
visitors will also appreciate that they are dealing with the actual 
mover—the service provider—and not some faceless middleman 
who doesn’t actually understand the service being marketed.  
 You can also work to form strategic partnerships with other 
websites that will provide you with exclusive leads. For example, 
you can try to secure a partnership with a travel blogger or real 
estate agent to provide you with quality leads. 
 With many aggregators now entrenched in the online mov-
ing market, space it is not an easy battle to win. When it comes 
to capturing your share of the online market your biggest com-
petitor is not another moving company but a third-party aggrega-
tor. There are no shortcuts to improving your online profile and 
leveling the playing field—but push ahead and do it! 

Editor’s note: How do you feel about aggregators? If you 
disagree with this view, we welcome your thoughts. Send your 
essay to joycedexter47@gmail.com.

“Do not be tempted by the lure 
of cheap leads; instead, invest in 
developing your own digital assets 
and	online	profile.	Your	company	
has a story to tell, and you should 
tell it.” 

—Matthew Woodley

Is Your Company an IAM 
Governing Member?

If so, remember that Governing Members 
receive three IAM-YP memberships as a 
benefit at no additional cost.
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From Brussels to Bangui and Back Again

By Anne Van Giles, Marketing & Communication, Gosselin Mobility

When it comes to relocations for diplomats, Gosselin  
Mobility has a few dozen years of experience to fall 

back on. Luc Premereur, sales director for diplomatic services 
in Belgium, and move coordinators Jill Van de Weyer and  
Tonnie De Coninck ensure that diplomatic clients get the high 
level of service they expect.
 Moving is in Premereur’s blood. He has been working in the 
moving sector since he was 18, when he first worked in opera-
tional positions such as dispatching. He later moved to sales, and 
started handling commercial work for corporate and diplomatic 
customers. In the last decade, his sole focus has been on diplo-
matic moves.
 “The destinations for diplomats are completely different 
from those of corporate clients,” Premereur explains. “Very few 
if any companies will send expats to Ndjamena in Chad, Bangui 
in the Central African Republic, or Harare in Zimbabwe. These 
are, however, normal destinations for diplomats. All of these 
countries have special procedures for import and export and for 
obtaining diplomatic accreditations and exemptions. There are a 
variety of factors that determine the budget for a move. This is 
just an indication of how complex a diplomatic move can be. 

Three members of Gosselin Mobility’s team assigned to diplomatic 
moves, from left to right: Tonnie De Coninck, Luc Premereur and 
Jill Van de Weyer

 “Diplomats are high-maintenance customers,” says Van de 
Weyer. “They know their own world very well, have already 
moved dozens of times and know exactly what they should ex-
pect. Their moves often involve a combination of ocean freight, 
airfreight and a car that also has to be imported from another 
country. Diplomats don’t pay import duties on new cars, so they 
take them along when they move. Every country still has specific 
rules in that regard; some prohibit the import of cars that run on 
diesel, for example.” 
 De Coninck notes that exotic destinations can also add a de-
gree of complexity to these moves. “Different customs are often 
the norm in less accessible parts of the world, and it’s not unheard 
of for a cargo ship to be moored for a month before it’s unloaded. 
Obviously, we have no control over the way ports and customs 
authorities work. This doesn’t make it easy to prepare schedules. 
Fortunately, our extensive experience has taught us how to make 
accurate estimates.”
 For this Gosselin team, the intensive contact with customers 
is the great appeal of the job. These are often repeat customers 
who still remember you from their last move, which is nice. The 
challenges we face every day aren’t always predictable. But this 
is what makes the job so interesting—no two days are the same.
 
Did you know...?
• More than 5,000 diplomats live in Brussels, the highest  

number in the world. 
• Brussels is home base for 20 EU organizations. 
• More than 55,000 meetings and events are organized each 

year in Brussels, attracting more than 14 million participants.
• Nearly every country in the world has an embassy in  

Brussels.

 “Gosselin has an enormous amount of experience in this 
specialized field. Moreover, our pan-European network of offices 
lends itself perfectly to the world of diplomats. Many embas-
sies have delegations in countries where we have offices. Take, 
for example, diplomatic hubs such as Brussels, Rome, Moscow, 
Prague and Bern. We also benefit from our unique presence in 
the Caucasus and Central Asia, in countries such as Azerbaijan 
and Kazakhstan. These are areas where Gosselin’s footprint re-
ally comes in handy.”
  Over time, Premereur adds, a personal relationship evolves 
with many of these clients. “Diplomats are subject to a rotation 
of two, three or four years per assignment, and move very often. 
This means that many of our customers are repeat customers. I 
recently spoke with someone I will be moving for the seventh 
time. This person has become like family to me. Sometimes I see 
my customers more than my own family.”
 Many of Gosselin’s employees know the tricks of the trade, 
whether they are stationed in Rome, Moscow or London. In Bel-
gium, there are about 10 employees who are skilled in handling 
diplomatic moves. For two of them—Jill Van de Weyer and 
Tonnie De Coninck—this is all they do. 
  “Luc handles the commercial aspects for the customer,” says 
Van de Weyer, a seasoned professional with nine years of experi-
ence. “As soon as the quote is approved, the file is sent to us, and 
we are responsible for the move management—in other words, 
all of the practical aspects of the move.”
 “During the move we are almost constantly in contact with 
our customers,” adds De Coninck, a 15-year veteran. “We are 
there by their side during every phase of the move, providing 
recommendations and advice.” 

HANDLING DIPLOMATIC MOVES
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By placing your valuables in our care,
you will hardly be aware that you have even moved.

Short-Paying Invoices: Is It Ethical?

By Rick Curry, Chair, IAM Ethics Council 
and Brian Limperopulos, Vice President

A common complaint IAM receives from members is the 
short or late payment of invoices by fellow IAM members. 

More than a decade ago, based on this member feedback, IAM 
launched the Receivable Protection Program (RPP) in order to 
both compel IAM members to pay their invoices in a reasonable 
amount of time and to provide a safety net in the event that an 
IAM member went out of business owing other IAM members 
money. (Editor’s note: For more information about RPP, see 
page 51.)
  In the vast majority of cases, the short or late payer with-
holds payment due to lack of communication or some other 
misunderstanding that occurred during the move. Examples of 
this include cases in which there is a question over an accessorial 

charge, whether a client requested the service or if there were 
damages to the consignment. Such situations arise between IAM 
members from time to time, and they generally work hard to 
resolve these matters in good faith so as to put the issue behind 
them. 
  However, IAM is more concerned when there is an emerg-
ing pattern showing a particular member short- or late-paying 
invoices owed to not just one IAM member but several. Mov-
ing forward, if IAM has evidence showing one of its members 
repeatedly utilizing this tactic, that company may be subject to 
disciplinary actions specified in the IAM Code of Ethics En-
forcement Procedures, which range from a private reprimand to 
expulsion from IAM.  
 These procedures were implemented by the IAM Executive 
Committee in 2012. At that time, the Executive Committee also 
approved the formation of the IAM Ethics Council, which was 
given formal authority to enforce the procedures. 
  The IAM network comprises a wide range of companies—
large and small, multinational and single-location, well-estab-
lished and startup. The viability of the network is key to ensur-
ing that members pay one another when services are rendered. 
Refusing to pay, or delaying payments, can have serious implica-
tions that reverberate across the membership and the industry. 
By enforcing and upholding commonsense payment terms, IAM 
fulfills its goal to maintain and strengthen the IAM network and 
its members. 

ETHICS

http://www.tongin.com
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How Small Businesses Can Compete with Large Companies

By Roumen Todorov, COO, 411 Locals

SMALL BUSINESS

Regardless of the nature of your business, being seen on the 
Internet is a highly recommended way to getting more calls 

from paying customers. This includes customers who are not 
looking for you specifically but need your services. People who 
would otherwise go to your competitors would now be calling 
your moving company instead.
 If you maintain a strong online presence, clients searching 
for movers on the Internet will see your company on the first 
page of the results, and that will undoubtedly lead to more calls 
for you. Very few people actually scroll to the second page, so it 
should be your priority to get—and keep—your company on the 
first page.
 Internet exposure through an optimized website, as well as a 
place on the grid of Google Maps, will increase your company’s 
visibility to hundreds of users, resulting in more calls from pay-
ing customers. Online search marketing has significantly grown 
in the past several years, as online search continues to evolve 
from a novelty to a regular feature in our everyday lives. 
  Keyword targeting. Big brands often choose not to target 
specific keywords or are unable to use them for several reasons. 
The search engine optimization (SEO) keyword universe is lim-
itless, and while the large companies are restricted to using spe-
cific ones by rule, a small business can take advantage of it. For 
example, a large moving company brand would definitely target 
keywords like “moving companies,” while a small company can 
attract a more specific audience with long-tail keywords such 
as “moving companies Las Vegas NV,” or “piano movers Las 
Vegas.”
 Broad or “short tail” keywords are one or two words such 
as “moving company” and refer to more commonly used shorter 
and generic terms people search for and target a broad audience. 

Long tail keywords are keyword phrases that are typically made 
up of three to five words such as “moving company in Las Vegas 
NV” which are longer and target a more specific audience.  Long 
tail keywords aren’t as popular, but are more targeted to specific 
searches and come with less competition; therefore are more af-
fordable
 Brand authority and specific niches. A large, national 
moving company will focus on history and the quality of their 
services. Your local moving company can focus on latest packing 
trends, senior moving assistance, etc. Give your future custom-
ers valuable advice and not just sales tricks. Get those undecided 
people’s attention by teaching them what is suitable for them, 
and not just telling them how professional your movers are.
 Quality content. Finally, all of the above should be inte-
grated in your website content. While large companies need to 
be really organic in their contents, as they cannot possibly cover 
everything that they do in small articles, you can invest 10 times 
more effort in a single piece of content. Set keywords that are 
extremely important for your business and create that quality 
content, giving valuable information, options, and building the 
trust of its readers.
 The following steps are a proven process to move your com-
pany to the top of the list.
 Select your keywords. First, put together a list of key-
words that reflect your services. You might try keywords such as 
“local moving company,” “long distance moving companies,” 
“moving services,” and “furniture movers.”
 When you have a decent list, set up a free Google AdWords 
account. Small business owners can use the invaluable Google 
Keyword Tool help them select the best keywords for their given 
industries. This allows you to type in your selected keywords 

http://www.moverspoe.com/


56	 May/June	2018	•	THE PORTAL IAM: Moving Forward Together

to find out how much traffic they get. It also suggests related 
keywords that may not have occurred to you.
 Optimize your keywords. When your keyword list is final-
ized, it is time to optimize them on your Google My Business 
page and your website. Your Google My Business page appears 
in the “Map” section of Google local listings. It boosts your 
online presence and gives prospective customers a short descrip-
tion of your services. It is much easier to increase your rankings 
faster with a Google My Business page than with a website.
 Make sure that all of these components are complete and 
accurate:
• Verification: You must first create or claim your business 

page and submit it for Google verification. Your verification 
is confirmed when you see a checkmark and the word “Veri-
fied” next to your business name.

• NAP: Your business name, address and phone number must 
be accurate and consistent in all listings. Let Google know 
that your business is a local one by including a local phone 
number instead of an 800 number.

• Categories: Google My Business categories should focus 
on services. Along with “moving company,” list any ad-
ditional services your company provides such as “boxes and 
supplies,” and “storage services.” Try to select three to five 
categories.

• Description: This is a brief overview of your business that 
should end with a call to action. 

• Hours: Make sure that your business hours are correct and 
are consistent on all of your Internet listings. 

• Images: Add photos of your office, your staff, your team at 
work, etc., because this can dramatically increase customer 
engagement.

Website optimization
Begin with your homepage and service pages because these 
pages are the most important. Optimize them for your buying 
intent keywords. Later, you can optimize your blog posts and 
other content pages for research intent keywords. Here is what to 
focus on:

• Homepage: The title tag is the single most important ele-
ment on your homepage. It should be between 50 and 65 
characters long, and formatted similarly to: Moving Com-
pany in [Your City] | [Name of Your Company].

• The next element is the meta description, which lists your 
primary services and should end with a call to action. It 
must be between 100 and 150 characters in length: “[Name 
of Company] offers affordable [local and long distance 
moving services] in [Your City]. Call [Phone Number] today 
for a free estimate!”

• Make sure the visible headline is concisely descriptive and 
contains your primary category. This format works well: 
[Moving Company] in [City, State].

• The last major element is your page copy, a 500- to 1000-
word descriptive section that provides some background in-
formation about your company. You should briefly describe 
your services, and end with a strong call to action. Make 
sure to use your primary keyword throughout the page in a 
natural way.

• Service pages: Create a separate page for each of your 
services. Optimize each service page in exactly the same 
way as the homepage, making sure to substitute the relevant 
keyword.

 Although SEO fundamentals and tactics may change, the 
goal of the search engine has always been the same: providing 
searchers with the information they’re after in an easy and quick 
way.

Is Your Contact Information Current? 

Update your Membership Directory listing at any time 
by sending an e-mail to 

Membership@IAMovers.org

http://www.luicom.org


no matter where, we’ll move you there

Email | sales@the-eurogroup.com  Tel | +44 1638515335

www.the-eurogroup.com
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•  Corporate & Private Moving
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• 30 days free storage on import / export shipments,
never a fee on in / out handling

• Payment deposit shipping line on
import shipments

• 30 Days credit for FIDI members
• Ocean / Air freight / Import / Export
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TECHNOTES

Daycos, Inc. Announces Launch of Agere

Daycos, Inc. recently announced the launch of agere, 
an innovative agent portal that combines compensation 

schedules, rating, and carrier invoicing in a single, Web-enabled, 
customer-controlled application. 
 “One clear area where our industry faces challenges is 
the agent payment process,” said Daycos CEO Brandon Day. 
“Agents have to manage multiple compensations schedules, 
interfaces and portals to submit invoices that require the baseline 
rating to be accurate, the correct compensation schedule applied, 
and submitted with all the correct information and documenta-
tion. A mistake in any one of these areas leads to a delayed or 
incomplete payment.”
 The agere platform removes manual calculations, enables 
rating and submits a customized invoice to the agent’s carrier 
customer. Customers gain efficiency of as much as 33 percent 
due to the elimination of manual processes and the aggregation 
of key data points necessary to properly manage the invoicing 
process. The rating and billing precision from 40 years of tariff 
expertise provides a secure, expedient and accurate means for 
agents to properly invoice for services performed.  

 Agere provides significant processing power, but includes 
unique attributes that the market desired. “We measure ourselves 
on the production of products and features with quantifiable im-
pact,” said Steve Groetken, director of development operations. 
“However, we don’t ignore features that allow our customers to 
produce a customized look and feel on the invoice that speaks 
to their brand.” Agere customer-facing features include invoice 
white-labeling and user-controlled panels that accommodate 
specific billing requirements. 
 “We witnessed agents interfacing with multiple systems and 
portals just to create a single invoice,” said Roberta Tamburr-
ino, director of market development. “To take those extraor-
dinary steps to create an invoice is remarkable. To take those 
steps to create an invoice during peak season leads to mistakes, 
missteps, and missed payments.” 
 The initial launch has proven very successful, contracting 
customers for the service in advance of the full market release.  

http://www.sclusa.com


http://www.ctsi-logistics.com
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The Struggles of Finding Labor

By Jason Hopkins, Director of Sales & Marketing, AIS Inc.

Finding qualified laborers to help with 
a move is becoming more and more 

difficult. Once someone is found, they 
expect to be paid an arm and a leg for 
either a half day or full day’s work.  
 There are numerous ways to find the 
help you need. Drivers keep their own 
“little black books” of labor in specific 
areas; similarly, moving companies try 
to maintain a list and make it available to 
their drivers on the road. Neither of these 
processes is centralized and efficient. 
And even when laborers are found and 
confirmed, unless you have used them 
previously, you have no idea what their 
skill level or qualifications are. 
 IAM Supplier Member AIS Inc. 
has developed LaborNet, a centralized 
network of laborers in the United States 
that the company hopes to grow interna-
tionally. LaborNet provides a mobile app 
that drivers and laborers can download, 
as well as a Web portal where moving 
companies can create accounts. This 
facilitates continuity between the drivers 
and moving companies. They can post 
moves for laborers they need and through 
which workers can apply to be hired, or 
search by the location of the move to 

send requests for the job. After the job 
has been booked and completed through 
LaborNet, the hiring party can rate the 
laborer, thus providing feedback on their 
experience for other companies needing 
workers in the future. 
 Through LaborNet, the individual 
can consent to a voluntary background 
check (which at this writing is accepted 
by Arpin Van Lines and Atlas Van Lines), 
in case he or she has not had a specific 
van line background check completed. 
The goal is to have a universal back-
ground check that meets all van line stan-
dards so laborers do not need to submit 
to multiple checks in order to work on 
any move. This is something the industry 
has been asking for in recent years, and 
LaborNet plans to be the solution.  

Who IAM

My favorite pastime: Hanging out with 
my wife and our three rescued pups on 
our Shanghai apartment balcony.

The greatest influence on me in choos-
ing a career: The “intrapreneurial“ 
company culture of Crown.

The best piece of advice I’ve ever 
received: Don’t sit around complaining 
that change is needed—be the change.

The best vacations I ever took: Italy, 
with my wife, revisiting areas where I’d 
lived during my early 20s.

Most people would be surprised to 
know that I: Collect comic books and 
play Xbox.

The most meaningful gift I ever got: 
The book Ishmael,	when	I	was	18.

My favorite app: WeChat—here in 
Shanghai, it’s the superhero of apps.

On my playlist: Jidenna’s “Long Live 
the Chief.”

Peek into my carry-on and you’ll find: 
Bluetooth Sony headphones, Sichuan-
pepper peanuts and The Economist.

What I won’t leave home without: My 
iPhone.

My dream destination: Kilravock 
Castle, Scotland, my ancestral home.

My secret vice/guilty pleasure: 
Peanut butter, Nutella and banana 
sandwiches.

On an airplane, I fill the time by: 
Working	on	offline	projects.

My personal motto: Life’s like Guitar 
Hero: If you miss some notes, pick a 
realistic re-start point and begin again.

If I hadn’t gone into the moving 
business, I would now be: Teaching 
international politics or cultural 
anthropology.

Joshua Rose, 
Regional General 
Manager, Crown 
Relocations

Jason Hopkins

http://www.euromovers.com


SHOW THE 
WORLD WHAT 
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Get certified, get exposure
FAIM is the world’s most recognized quality label for international 
removal and relocation companies. As a beacon of trust to global 
mobility professionals and expats alike, it rewards financial stability 
and operational excellence with global recognition. Apply to get 
certified, and let your quality be heard.

Contact the
FAIM Coordination Center (FCC)
at fcc@fidi.org

Externally audited by
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INDUSTRY NEWS
A look at people and events shaping IAM member companies

Bibi Misir

APPOINTMENTS

Mike Brazier Paul Norman Craig Chapman Chris Donath

Paxton International announced that 
Bibi Misir has rejoined the company as a 
household goods international specialist. 
A 25-year veteran of the moving industry, 
Misir is a Certified Registered Inter-
national Mover and has won the Extra 
Effort and Platinum Customer Service 
awards. 

AGM Group has hired Mike Brazier 
as head of marketing. Brazier previously 
worked at Capita Employee Solutions, 
where he oversaw various marketing 
functions for its employee benefits and 
pensions business. Over the past 20 
years, he has driven marketing programs 
and brands for various organizations as-
sociated with the global mobility indus-
try, including Interdean, Santa Fe and 
K2. During his career he has developed 

many successful marketing strategies, 
campaigns and initiatives, including the 
Global Mobility Survey.

Momentous, headquartered in the UK, 
has named Paul Norman general man-
ager. Norman, a 12-year veteran of fine 
art logistics, most recently was general 
manager of The British Shop, where he 
developed their fine art shipping business 
and took a leading role in building their 
international operations. At Momentous, 
he will focus on the development of the 
company’s fine art, storage, shipping and 
installation business to support its private 
and corporate client base.

AGS Worldwide Movers has named 
Craig Chapman vice president—US 
partner relations. He succeeds Tony 
Waugh, who will leave the AGS Group 
in late June to pursue a new challenge. 

 Chapman brings years of experience 
in the household goods and relocation 
industry. He previously was senior vice 
president of global client development at 
Graebel and most recently served as vice 
president of global network development 
for UniGroup Worldwide Movers.

Donath International Germany 
has appointed Chris Donath as sales 
director. Donath joined the company in 
2006. Since then he has held various po-
sitions within the company. Most recently 
he spent eight years in charge of the IT 
and data protection processes. He also led 
the company to the ISO 27001 (Infor-
mation Security Management System) 
certification.

Intercontinental Van Lines, Inc., 
Canada announced that Robert “Rob” 
Montgomery has joined the company as 
director, Western Canada. Montgomery 

http://www.victorek.fi


64	 May/June	2018	•	THE PORTAL IAM: Moving Forward Together

brings more than 25 years of extensive moving and international 
relocation experience. Based in Calgary, Alberta, he will focus 
on expanding and enhancing Intercontinental’s core business 
in Western Canada and serve as team leader in developing new 
business and services for the Intercontinental Group.

Gosselin Mobility Italy has hired Stefania Petrocchi as an 
operations manager. Petrocchi has 10 years of experience in the 
industry, including more than seven years with a FIDI agent in 
Spain.

Aires has hired Fiona Williams as director, strategic solutions 
for the EMEA and APAC regions. She will be responsible for 
growing Aires’ regional sales and account management initia-
tives. Williams brings more than 15 years of international mobil-
ity experience, having worked as a consultant to design global 
mobility programs, policies and techniques for implementation 
and management of successful programs. She has served in stra-
tegic development roles for several global mobility firms, guid-
ing and supporting leading businesses, including many Fortune 
500 companies. 
 A lifelong expatriate, Williams is a founding member of the 
Hong Kong Forum for Expatriate Management chapter and a 
certified Hong Kong real estate agent.

Aires also hired Larry Matthews as a global account manager 
based in the Gulf Coast Regional Office. In that role, he will be 
responsible for developing Aires’s regional sales and finding 
solutions to meet client needs through collaboration, partnership 
and understanding their culture. 
 Matthews brings 16 years of comprehensive global mobility 
experience, having worked in many complex selling environ-
ments with multiple global mobility firms.

Packimpex announced three personnel developments. Damian 
Aebischer has been named CEO. He previously served in other 
roles at the company, including CFO and COO. Prior to joining 
the company he worked as a consultant.
 Aebischer succeeds Marcel Jörg in that position. Jörg, who 
had been serving as CEO, now assumes the role of chairman. In 

addition, he will take on a senior role on the management team 
of Gosselin Mobility (UK) Ltd., which is the parent company of 
Packimpex Moving Ltd.
 Ernst Jörg, who had been serving as chairman, will step 
down from that role at the upcoming General Assembly. He will 
continue to be involved in the company as a board member and 
as Packimpex Academy trainer.

High Relocation has hired Puseletso Hirm-Martin as 
business development director. She will be responsible for 
developing new international moving and DSP services clients 
in Korea’s French and Spanish communities. Hirm-Martin is 
fluent in French, English, Spanish and Chinese, having lived for 
several years in China and South America. 

Photo credit: www.123rf.com/profile_sam74100

EXPANSIONS & MERGERS

Matco Moving Solutions, headquartered in Edmonton, 
Alberta, Canada, has acquired I-Care Office Solutions, also of 
Edmonton. The purchase adds to Matco’s growing commercial 
relocation business and provides it entry into the office systems 
installation and reconfiguration markets. I-Care, founded in 
2007, provides commercial moving, warehousing, installation 
and reconfiguration of office space, home delivery, furniture 
repair and rental throughout Alberta.
 All staff and operations will relocate to the Matco office 
in Edmonton. I-Care founders Aaron and Michelle Eicher will 
remain with the company for a period of time to ensure a smooth 
transition.

Puseletso Hirm-Martin

http://www.airanimal.com
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GATHERINGS

OMNI Looks to the Future at Florida Conference

Dale 
Collins of 
Graebel 
(left) 
accepts the 
Platinum 
tonnage 
award 
from 
OMNI 
president 
Keith 
Meader.

The annual OMNI conference took 
place in Palm Beach, Florida, March 

19-22. The meeting provides a forum for 
the owners and CEOs of the world’s lead-
ing mobility companies to share experi-
ences and learn from each other.
	 The	conference	had	its	focus	firmly	
on the future, with a close look at in-
novations in the auditing processes used 
by corporations to verify charges; the 
increasing importance of compliance in 
the market today and the experiences of 
OMNI member companies as they use 
the Dow Jones Risk and Compliance 
service	to	provide	confidence	for	their	
clients; and the ways in which technology 
can be used more effectively to capitalize 
on the growing “lump sum” market.
 The business sessions included an in-
terview with Mark Olsen, CEO of Parsi-
fal Corporation, a company that helps its 
clients obtain high quality moving and 
relocation services and protect the pricing 
and performance with specialist auditing. 
Conducted by Nigel Saunders (Nuss 
International, Australia), the revealing 
interview explored the value of auditing 
services (to both the client company and 
the suppliers); the handling of weight 
anomalies; the development of technol-
ogy and the ways it is used by auditors; 
and how it will affect customers and their 
suppliers.
 Justin Taylor, managing director of 
UK-based digital marketing company 
Graphitas, explained the ways Facebook 
can be used as an effective and economic 
way to reach customers.
 Joleen Lauffer, executive vice presi-
dent of Aires, provided an insight into the 
growth of lump sum relocation allowanc-
es for employees and why it is becoming 
increasingly popular with some compa-
nies. She explained the methods used to 
calculate the sums paid to employees of 
different levels of seniority and demon-
strated her company’s “Springboard” app 
that helps Aires’s lump sum customers 
budget for an overseas move and manage 
the process.
 OMNI awarded its annual ton-
nage awards with Graebel once again 
winning the Platinum award for the top 
booker worldwide. The company’s Dale 

Collins emphasized the importance of the 
Dow Jones compliance service in today’s 
corporate mobility market, congratulated 
OMNI on making the use of the system 
compulsory for all OMNI members and 
encouraged its extensive use throughout 
the network as a way of providing the 
best possible security for corporate 
customers.

Incoming 
OMNI 
President 
Salvatore 
(Tori) Ferrante

 Also at the conference, Salvatore 
(Tori) Ferrante of Crown Worldwide 
Moving & Storage in California became 
the president of OMNI, succeeding Keith 
Meader, who had served a two-year term 
in the role.
 Speaking of the unique value of the 
OMNI network, Ferrante said that from 
the outside it’s really hard to understand 
the power of the owners and CEOs of the 
industry’s top companies getting together 

to learn from each other and share ideas. 
“We are not speed dating,” he said. “We 
are getting to know each other and shar-
ing things at a personal level in envi-
ronments that are hard to reproduce. It 
happens over time. You can’t rush it. It’s 
priceless.”
 Ferrante said there is a long list of 
companies that want to join OMNI, but 
the strict focus on quality and market 
leadership would not be compromised. 
“We want to grow our network,” he said, 
“but we won’t give up the standard of 
market leader. New members must make 
our organization stronger and bring new 
corporate business to the network.”

Hit the Ground Running at the 5K This October

The 5K Fun Run is back! Take in the beautiful grounds of National Harbor 
while	running	or	walking	to	benefit	two	moving	industry	charities,	IAM 

Here 2 Help and Move for Hunger, just prior to IAM’s 56th Annual Meeting 
this fall. The race will begin at 3pm on Thursday, October 4. Celebrate the return 
of the 5K Fun Run while raising money for two great causes. Register today at 

IAMovers.org/5k

About the Charities
IAM Here 2 Help connects and coordinates relief 
efforts for the global mobility industry during 
humanitarian crises or natural disasters. 
Move For Hunger works with moving and relocation 
companies to collect nonperishable food items and 
deliver them to food banks all across North America.

http://www.iamovers.org/5K
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EUROVAN Gathers in Frankfurt

EUROVAN held its annual meeting 
February 4–8 in Germany’s financial 

capital, Frankfurt, drawing more than 50 
participants from around the world. The 
gathering provided business sessions and 
plenty of opportunities to take part in 
outdoor activities and—most important—
network.
 The day after EUROVAN General 
Manager Andreas Kölling opened the 
meeting, the second day brought its 
traditional 1-2-1 meetings, enabling all 
participants to speak with each other and 
introduce their companies. For the new 
EUROVAN partners in particular, it was 
a perfect way to get in touch with coun-
terparts all over the world and, in some 
cases, even place some orders.
 The outdoor event featured a ride on 
the famous Ebbelwol Express for a spe-
cial tour of Frankfurt. Some participants 
took up the challenge to taste the city’s 
traditional Apfelwein. That evening, they 
gathered in a restaurant for “Magic Mo-
ments,” featuring a member of the group, 
Andrea Tumietto.
 The following day was reserved for 
keynote speakers from the industry, in-
cluding EUROVAN’s supporting partner, 
Gradlyn. The company’s Faruk 
Berberovich discussed the complex 
logistics of transporting animals and 
provided some entertaining examples.

1-2-1 meet-
ings were 
a feature 
of the 
EUROVAN 
gathering.

Participants at the EUROVAN annual meeting

A group shows off their 
shirts bearing the 
EUROVAN logo.

The international brand name of
MØBELTRANSPORT DANMARK

Immigration       Destination Service       Moving       Furniture Rental       Expense Management       Global Mobility

Denmark
rates.dk@aspiremobility.com

Sweden
rates.se@aspiremobility.com www.aspiremobility.com

http://www.aspiremobility.com
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Bishop’s Move Takes Franchise Conference to Edinburgh 

Edinburgh Castle 
formed a dramatic 

backdrop for the 
conference.

Bishop’s Move held its annual Franchise Conference in 
Edinburgh, Scotland, in March. It was a perfect location, 

close to the company’s established and expanding Edinburgh 
branch, which now offers self-storage units as well as a bonded 
warehouse. 
 The franchisees enjoyed the dramatic backdrop of Scot-
land’s compact, hilly capital with its medieval Old Town and 
elegant Georgian New Town, as well as Edinburgh Castle, home 
to Scotland’s crown jewels. The event played host to members of 
the company’s extensive franchise network who met to review 
2017 and discuss objectives and strategies moving forward for 
2018.
 With three franchises having been added in 2017, Bishop’s 
Move’s current network of 14 franchises operates across the UK 
from Newcastle to Swindon and Truro to Nottingham, and all 
attended the event. Led by Bishop’s Move Managing Director 
Al Bingle, the Franchise Conference featured talks from 
Bishop’s Move’s senior management team and a question-and-
answer session.
  “Our franchise network is of utmost importance to the 
company,” said Bingle. “We carefully selected each franchise 
to ensure that Bishop’s Move maintains the service levels of the 
brand right across the UK. We are delighted to have successfully 
expanded the franchise network and will continue to look to 
progressing over the forthcoming year.”

Franchise Conference attendees

http://www.mcgimpseys.com
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IAM’s Country Guides provide  
comprehensive customs information  
for more than 180 countries and territories  
around the world. 

Frequently updated and packed with documentation,  
forms, links, cultural information, downloads and more, the 
Country Guides will help maximize efficiency and reduce 
headaches during the customs process.

IAM

COUNTRY GUIDES
CUSTOMS RESOURCES

See these invaluable resources for yourself at 

www.iamovers.org/countryguides

http://www.iamovers.org/countryguides
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Letter from LACMA

“Setting the Rhythm” at 2018 Convention

IAM’s Country Guides provide  
comprehensive customs information  
for more than 180 countries and territories  
around the world. 

Frequently updated and packed with documentation,  
forms, links, cultural information, downloads and more, the 
Country Guides will help maximize efficiency and reduce 
headaches during the customs process.

IAM

COUNTRY GUIDES
CUSTOMS RESOURCES

See these invaluable resources for yourself at 

www.iamovers.org/countryguides

After considering several venues, LACMA decided to keep 
its 2018 convention in Puerto Rico to help rebuild the 

economy and contribute to the restoration of this Latin Ameri-
can island. It was a challenging task, yet with the conviction 
that the association had to provide support to our region in 
difficult circumstances. 
 The elegant Condado Vanderbilt Hotel welcomed LACMA 
members who came from all over the world to meet for another 
enriching experience and great networking opportunity. 
 The gathering (theme: “Setting the Rhythm”) was held 
February 26–March 1 and featured two main speakers:
• Carlos Lopez-Lay of the #Yonomequito Movement, which 

strives to motivate Puerto Ricans to support the island 
amid a devastated economy and in the wake of a cata-
strophic hurricane.

• Juan Merodio, a young Spaniard who updated the partici-
pants on digital marketing strategies.

 Adhering to our stated objective— “We Stand with Puerto 
Rico” —LACMA coordinated several CSR projects during its 
convention:
• TECHO (LACMANext), entailing the construction of two 

houses;
• Bring an Extra Suitcase Project (LACMANext), facilit-

ing donations to the Salvation Army; 
• #Yonomequito, coordinating donations of household 

items for hurricane victims; and
• CREARTE, a community center to which LACMA  

Ladies made a donation.

 This convention also provided a good occasion to pay spe-
cial tribute to an industry colleague and friend, Terry Head, 
who after 49 years in the industry and 21 years as an outstand-

IAM President Terry Head (left) with LACMA President Sebastian 
Laporta

ing IAM president, will step down next October at IAM’s 
56th Annual Meeting in Washington, DC. Over the years, Head 
attended many LACMA conventions and collaborated with 
our association; it was a great honor to pay tribute to him and 
extend an invitation to join us in the future.
 It was a most rewarding and satisfying convention, “Set-
ting the Rhythm” with inspiration and warmth.

NOTE: The 2019 LACMA Conference will be held in Panama 
City, Panama. Dates will be announced as plans are finalized.

http://www.brytons.co.za
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Chinook helicopters at Pearl Harbor Naval Shipyard

Pasha Hawaii Returns Chinook 
Helicopters to the Mainland

 

Honolulu, Hawaii-based Pasha Hawaii is redelivering a 
dozen twin-bladed CH-47 Chinook helicopters from Pier 1 

in Honolulu Harbor to the Mainland via the M/V Marjorie C on 
behalf of the Hawaii Army National Guard. 
  The helicopters had arrived via Pasha Hawaii’s M/V Jean 
Anne at Pearl Harbor Naval Shipyard from the National City 
Marine Terminal at the Port of San Diego in 2013, and will now 
be returning to National City for offloading and reassembly 
before heading to Fort Hood, Texas.
  “We are honored to serve our military and provide them 
with the utmost care in managing the return of these helicop-
ters,” said President and CEO George Pasha IV. “It is also a 
pleasure for our civilian team to work hand-in-hand with our 
military partners on the planning and logistics of this complex 
move.”

Boonma Tours Drug 
Detector Dog Center

On behalf of Boonma Global Pet Mobility, Executive 
Director Tiddy S. Teerawit recently visited the Detector 

Dog Training Center located at Incheon Airport, South Korea. 
The center currently has  91 detector dogs and is operated by the 
Korean Customs Service. Most of the dogs are Labrador retriev-
ers from one to nine years old. 
 Pae Soung Tae, the chief, met with Tiddy, provided a tour 
of the area and a lecture, and demonstrated several detection 
methods. Pae explained that there are three methods being used 
to detect drugs at major international airports around the world: 
human, x-ray machines and dogs. 
 “Surprisingly, dogs are the most effective way to search for 
hidden drugs." said Tiddy.

The center’s chief, Pae Soung Tae (left), and Tiddy S. Teerawit of 
Boonma with two young dogs being trained to detect smuggled 
drugs

http://www.moverspoe.com/
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MILESTONES

Bishop’s Move Managing Director Al Bingle celebrated 30 
years with the company in January, becoming the first non-
family member appointed to that role in 160 years and having 
overcome various financial crashes and increasingly uncertain 
housing markets.
 In 1984, Bingle joined Pickfords as trainee manager in 
Aldershot, Surrey, at a time when it was a question of “getting 
a job” or moving to Germany due to his father’s Armed Forces 
imminent move.

Al Bingle

 Within six months Bingle was promoted to Basingstoke 
branch manager but left three years later to join a small com-
pany in Chessington. Eight weeks later, he realized he was more 
suited for a larger company, and he successfully applied for a job 
with Bishop’s Move as Leatherhead branch manager. During the 
first year the branch profits doubled under his leadership. 
 Over the years his career progressed, and he served as area 
manager, area director, group operations director, deputy manag-
ing director and finally, in 2009, managing director.

  “With the backing of the Bishop family, taking over from 
Nigel Bishop, who had been managing director for over 25 
years, was a defining moment, although then having to re-
structure the company on the back of the financial crash was 
a challenging task,” said Bingle. “For today, though, the main 
challenge the company faces for the immediate future is the 
worldwide markets, which affects our domestic, commercial and 
international divisions. We are dedicated to continue progress-
ing, working with our franchise partners and similarly accredited 
agents to enable us to provide the highest levels of service to our 
expanding commercial, international and corporate markets.”

TheMIGroup marks its 40th anniversary this year. In the late 
1970s, when the concept of globalization was just starting to 
ripple through the international business community, founder 
Bryan Bennett saw an opportunity and launched his own spe-
cialist international household good moving company, Movers 
International.
 Founded in Edmonton, Alberta, Movers International was 
the first company in North America to specialize exclusively 
in international household goods moving. During the past four 
decades, it has expanded throughout North America, EMEA 
and Asia-Pacific, offering a robust scope of relocation services 
including domestic and international moves, compensation and 
consulting services, from total assignment management to indi-
vidual services for transferees, expatriates and others.

José Gómez Núñez, national director of Panama Customs 
Authority, and Gioconda Bazán, Canal Movers & Logistics 
operations manager. 

Canal Movers & Logistics Corp. has become the first in-
ternational moving company in Latin America and the Caribbean 
to obtain the Authorized Economic Operator (AEO) certification. 
 AEO is a global accreditation program from the World 
Customs Organization through the National Customs Authorities 
to facilitate trade, improve safety and security, and standardize 
the application of customs controls. This validates the safety of 
the supply chain process and compliance of customs procedures, 
allowing priority treatment, fewer delayed shipments and lower 
inspection costs, among other benefits. 
 This new accomplishment adds to Canal Movers & Logis-
tics Corp.’s current certifications as ISO 9001-2015, FAIM Plus, 
LACMA Certified Packers and Business Alliance for Secured 

TM

International Association of Movers

The

l o g i s t i c s  n e t w o r k

in Panama

Your customers in the
BEST HANDS

with your trusted partner

http://www.canalmovers.com
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Commerce (BASC). This guarantees 
customers that our operations are per-
formed following global security policies, 
according to President & CEO Walter 
M. Laffitte.  

OMNI (Overseas Moving Net-
work International) has become the 
first mobility commercial network in the 
world to have 100 percent of its mem-
bers, and their supply chains, vetted for 
risk and compliance through a third party. 
This provides all OMNI’s customers with 
assurance that the entire network is free 
from compliance concerns.
 For large corporations and govern-
ment organizations, a security breach can 
be devastating to their brands and cred-
ibility. They understand that any security 
breach is most likely to come through one 
of their vendors, so they strive to keep 
their supply chains clean and compliant 
with international anticorruption rules.  
They demand the highest possible stan-
dards and traceability from their suppliers 
and require much more than simple self-
certification. 

Change of job? Change of location?
And your pet? Please do not hesitate to send us your request 

and phone extension. We will be glad to get back 
to you to answer your questions.

 
 

  
corporate@gradlyn.com
+49 (0)69 6971254-50

More information:  www.gradlyn.com

 

Frankfurt. London. Singapore. Within Germany
or across the world, you will benefit from our global 
network. Trust in our many years of practical 
experience. Our experts will plan, organise and 
carry out your pet’s move. Species-appropriate, 
professional and stress-free.

The travel agent for your pet – 
with more than 45 years of experience

GRADLYN - G. K. AIRFREIGHT SERVICE GMBH   |   Cargo City North   |   Gate 26   |   Building 458   |   60549 Frankfurt Airport   |   Germany   |   +49 (0) 69 6971254-0
|   Cargo Office Module F   |   Room 125   |   85356 Munich Airport   |   Germany   |   +49 (0) 89 975914-81

OMNI 
General 
‘Manager 
Ian Waters

 Therefore, OMNI now monitors its 
own network through the Dow Jones Risk 
and Compliance Service, and each OMNI 
company in turn monitors its own supply 
chain using the same system. Dow Jones 
helps companies comply with anti-money 
laundering, anti-bribery/corruption and 
economic sanctions regulations world-
wide through its research and monitoring 
centers, which work to identify breaches 
and potential breaches. If there is any 
cause for concern, Dow Jones will alert 
OMNI or the relevant partner, immediate-
ly, allowing them to take instant remedial 
action.

 OMNI General Manager Ian Waters 
noted, “We wanted to give clients of 
OMNI members as much assurance as 
possible that their moves were being 
handled ethically and in line with all 
internationally recognized standards. We 
believe that we are the only network in 
the world that is vetted in this way by a 
third party.”
 OMNI said that making the Dow 
Jones Risk and Compliance Service 
mandatory throughout the organization 
is the latest initiative designed to provide 
OMNI companies with real and lasting 
commercial benefits, helping each of 
them to maintain their market-leading 
positions worldwide.

DT Moving France has received the 
FIDI/FAIM certificate as a first-time 
applicant. “In an extremely competitive 
market,” said the company’s Christa 
Schwarz, “being a member of this 
exclusive FIDI club will certainly open 
doors to more business opportunities 
and strengthen the position of the French 
office. The preparation for the FIDI audit 

http://www.gradlyn.com
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was the result of a joint effort between the Gosselin QSHE 
team and the DT France audit team, opening the door to a suc-
cessful and promising merger.”

HONORS & AWARDS

Arpin International Group has been recognized by WHR 
Group Inc. as a 2017 Partner in Quality for exceeding service 
and performance standards. 
 WHR Group—which helps companies relocate their em-
ployees all over the world—evaluates its Global Partner Net-
work for partners that have exceeded commitments to customer 
satisfaction, supply chain management, service excellence and 
overall cost management in the employee relocation sector. The 
Partner in Quality Award requires a minimum of 20 transactions 
over the course of the year and ranking within the top 1 percen-
tile of the relocation partner’s category.

Arpin Van Lines has earned the No. 1 ranking in supplier 
satisfaction among the largest suppliers of household goods ship-
ment services for the second straight year, according to indepen-
dent research firm Trippel Survey & Research, LLC. 
  In the 16th Annual Relocation Managers’ Survey©, Arpin Van 
Lines earned the highest overall satisfaction score among the 
nation’s largest carriers with an average overall satisfaction score 
of 8.95 out of 10. Arpin also earned the No. 1 net satisfaction 
percentage among franchise/system carriers.
  In 2017, Arpin Van Lines was ranked number one in “top 
block” service in overall household goods supplier satisfaction 
and also received the top ranking in customer satisfaction as 
ranked by an independent survey of U.S. transferees.

The NetMove team celebrates their award.

NetMove,  a mobility services company in Osasco, Brazil, 
was named Arpin International Group’s 2017 Partner of 
the Year. Arpin presented the award at the 2018 Annual FIDI 
Conference in March. 
  The 2017 Partner of the Year award is given to the foreign 
agent that best represents Arpin International Group globally, as 
voted upon by all of Arpin’s move coordinators. These employ-
ees are asked to rate Arpin’s partners by quality of communica-
tion, service, rates, teamwork and documentation.
  “Netmove, who handles much of our work in and out of 
Brazil, received consistently high marks from our move coordi-

http://www.highrelo.com
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nators around the world,” said Mark Dearborn, vice president, 
global accounts for Arpin Group. “While we value all of our 
partners, the folks at Netmove stand out—they are a joy to 
work with and make our job much easier. We are grateful for 
Netmove’s professionalism and loyal partnership.”
   Netmove has been an Arpin International Group partner 
since 2013.

•Worldwide Household Goods and General Cargo

•Project Cargo / Chartering / Cross Trades

•Full Origin and Destination Service

•Ocean and Airfreight worldwide

•Port Agency / Customs Handling
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•ISO 27001:2013
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Ulrike Winkelmann
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THE UK.
Competitive rates with service that’s second to none.

Visit www.arrowpak.co.uk  Email: sales@arrowpak.co.uk
Telephone: +44 1842812165  Facsimile: +44 1842816328

Sherwood House, Norwood Road, Brandon, United Kingdom IP27 0PB

Membership No.  A041

Move For Hunger Delivers

Move For Hunger reports that during the first quarter 
of 2018 it collected 113,252 pounds of food through 

its partners—a total of 94,377 meals. The top five agents 
participating in the program this quarter were as follows:
1. Quality Move Management—Vancouver 
 (36,525 lbs. = 30,438 meals)
2. Crown Relocation—Chicago 
 (13,185 lbs. = 10,988 meals)
3. Crown Relocations—Houston 
 (11,507 lbs. = 9,589 meals)
4. Paxton Van Lines, Inc.—Springfield, Virginia 
 (10,591 lbs. = 8,826 meals)
5. Crown Relocations—New York 
 (8,571 lbs. = 7,143 meals)
 Food collected by movers is delivered to food banks, for 
distribution to those in need.

http://www.arrowpak.co.uk
http://www.rosebrock.com
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WASHINGTON UPDATE
By Jim Wise and Bryan Vickers, PACE, LLP

Household Goods Moving Industry Privacy Bill Passes U.S. House

On April 17, the U.S. House of Representatives passed H.R. 
4403, The Moving Americans Privacy Protection Act, by 

voice vote. The legislation, authored by Rep. Jeff Denham  
(R-CA), requires U.S. Customs and Border Protection (CBP) to 
shield personally identifiable information (PII) related to house-
hold goods moves from vessel manifests when entering U.S. 
ports. IAM has met with dozens of Congressional offices over 
the past three years, urging action on this critical issue.
 Currently, these PII sensitive data elements are often cap-
tured and resold to data brokers, as part of commercial data sets. 
When this occurs, the PII of those moving, including Social Se-
curity numbers and passport numbers, can end up on the Internet 
for sale to unscrupulous buyers.
 In his comments on the House floor prior to the vote, Rep. 
Denham noted the responsibility of CBP to act on this issue, 
highlighting the 600,000 annual moves conducted by the U.S. 
Department of Defense, previous advisories alerting U.S. service 
members to this issue, and support the bill has from the U.S. 
Department of State, Federal Bureau of Investigation, and U.S. 

Government Services Agency. Joining him in comments on the 
floor in support of the legislation were Rep. Bill Pascrell (D-NJ) 
and Rep. Dave Reichert (R-WA). 
 H.R. 4403 now heads to the U.S. Senate for consideration. 
IAM is working with Senate staff now to position it for a vote 
on the floor, its quickest avenue for final passage.  Once passed 
by the Senate and signed into law by President Trump, CBP will 
have 30 days to comply with the PII shielding requirements.

What’s New?

Send your announcements, articles, and news to

william.kohudic@iamovers.org
AND

joycedexter47@gmail.com

http://www.doortodoor.com.pe
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IAM Offers Volume Discount 
Pricing for Metal Seals

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

of 400. The rates are as follows:

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

Send	all	orders	to	Steve	Cox	by	fax	(703)	317-9960	or	via	
e-mail to Steve.Cox@IAMovers.org.

CBP Expands Importer Security Filing (ISF) Requirements

In 2016, U.S. Customs and Border Protection issued a Notice 
of Proposed Rulemaking to expand Importer Security Fil-

ing (ISF) requirements. CBP issued the proposed rulemaking 
because it did not believe that the current ISF requirements 
accurately reflected commercial reality and, in some cases, 
designated a party as the ISF Importer even though that party 
had no commercial interest in the shipment and limited access to 
pertinent ISF data. 
 After two years of consideration, the final rule, adopted in 
early April, expands the definition of an ISF Importer, and clari-
fies the party that is responsible for filing the ISF. In its final rule, 
CBP stated that the agency needed to ensure that the definition of 
an ISF Importer included parties that have a commercial interest 
in the cargo and best access to required information.
 For Foreign Cargo Remaining Onboard (FROB) shipments, 
CBP broadened the definition of an ISF Importer to include non-
vessel operating common carriers (NVOCCs).
 For Immediate Exportation (IE), Transportation and Expor-
tation (T&E) shipments awaiting customs clearance, and goods 
delivered to a Foreign Trade Zone (FTZ), CBP broadened the 
definition of an ISF Importer to also include the goods’ owner, 
purchaser, consignee or agent, such as a licensed customs broker. 
 By broadening these definitions to include more parties, the 
responsibility to file the ISF will be with the party causing the 

goods to enter U.S. ports, and most likely to have access to the 
required ISF information.
 The final rule will be effective on May 14, 2018. IAM mem-
bers with filing and other requirement questions should contact 
U.S. CBP directly: Craig Clark, craig.clark@cbp.dhs.gov.

Since 1999, the International 
Shippers Association (ISA) has 

provided international shippers and 
forwarders of Commercial and US 

Military and Government household 
goods, unaccompanied baggage, 

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

ISA | 5904 Richmond Highway, Suite 404, Alexandria, VA  22303 | tel 703-317-9950 | www.IAMovers.org
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Mike_Connolly@pashanet.com
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S.E.A. Corp.
+1 (704) 732-6063
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Contact: Sheena Kiser
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bookings@seacorpnc.com

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

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

For information or to join ISA, go to www.IAMovers.org,  click on Affiliate Groups 
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  Mobility Conference
Grapevine, Texas, USA

May 16–18, 2018
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  Conference
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AMOE Conference and General 
  Assembly
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