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As Swiss WorldCargo celebrates its tenth birthday this year, we 

can see how far we have progressed towards our goals in cus-

tomer satisfaction, quality and financial terms. There is no doubt 

that our strategy has stood the test of time, in good years as well as 

in bad. In 2012, as ever, our specific and well-known strategy and 

focus have enabled us to outperform the market and gain share, 

just as they did in other turbulent times such as 2009. In fact, we 

achieved our targets in the first half of 2012; and we remain cau-

tiously optimistic for the second half-year, too. 

Air cargo develops in line with global trade, and I need not re-

mind you of the current assessments of economists and sundry 

pundits here. The market is stable, but consumer confidence re-

mains low, and uncertainties regarding the euro are as unlikely to 

go away any time soon as is the political instability in North Africa 

and the Middle East. 

In view of this, we simply have to be prepared to cope with var-

ious scenarios, ranging from a stable and rather weak market to 

worsening conditions owing to economic or political turmoil or to 

a steadily or even rapidly improving outlook because solutions are 

found in some of these areas. The top priority is and has to be the 

day-to-day business: the winners will be those who weather the 

storm best and who focus on the customer and the cargo entrusted 

to them.

We have successfully launched three new destinations – Beijing, 

Newark and Tampa (in collaboration with Edelweiss Air) – in the 

last few months. And we are proud to report that our Beijing flights 

have reached full loads in both directions much earlier than we 

expected. 

We are equally proud to announce a new daily non-stop service 

between Zurich and Singapore from next May. The flights will be 

operated with SWISS’ Airbus A340-300 equipment, offering size-

able capacity to and from one of Asia’s most important and dynamic 

business centres. We will also be adding more new A330s to our 

fleet in the coming months to provide increased capacity to some 

long-haul destinations.

Meanwhile, our focus will continue to be on quality. Quality is 

at the heart of everything we do, and it is also at the heart of this 

edition of “Cargo Matters”. After giving you an overview of quality’s 

many facets at Swiss WorldCargo, we leave the final word to our 

customers: in fact, according to the results of our 2012 Customer 

Satisfaction Survey, we have maintained very high overall satisfac-

Dear Customer,

tion scores. It looks as if our customers are asking us to continue 

along our chosen path. And just by remaining on a path we have 

made our own, we keep on discovering new areas for improvement, 

like our imminent introduction of a new real-time tracking device. 

At Swiss WorldCargo we are keyed up and ready for all the chal-

lenges ahead. It’s challenges, after all, that many of the stories in 

this magazine are about: keeping roses fresh all the way from           

Ecuador to Zurich, for example, or rescuing lions from maltreat-

ment and helping them find a new home in South Africa. And with 

the Indian economy (on which we also report) being at something 

of a crossroads, what will be the challenges for air cargo in that 

market, too?  

Whatever the challenge, whatever the trend, you can rest as-

sured of one thing throughout: we care for your cargo.

With best regards, 

Oliver Evans 

Chief Cargo Officer

Swiss International Air Lines

You can reach me at oliver.evans@swiss.com or leave your com-

ments and views on my blog, swissworldcargo.com/Blogistics 
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Quality: a strategic 
pillar and a matter  
of culture

”It’s at tough times like these in particular 

that companies need to decide whether 

they want to be quality leaders or price lead-

ers. Swiss WorldCargo has always chosen to 

focus on quality. To some extent this is be-

cause of our background: we’ve developed 

a strong tradition of serving customers in 

high-demand sectors such as temperature-

controlled and valuables services. At the 

same time, we are well aware that quality 

can mean different things to customers. So 

we’ve decided to set our own quality levels 

to the standards of our most demanding cli-

ents. After all, we specialize in intensive-

care and tailor-made solutions; and these 

just have to be founded on high quality.”  

oliver Evans, Chief Cargo Officer

5

Swiss WorldCargo

Focus on quality

HIgHLIgHt

Whether you view it as a matter of individual perception or a measurable phenomenon, you can be sure that at Swiss WorldCargo, 

”quality” doesn’t just happen. It’s the product of a wide range of initiatives and processes originating in industry organizations, a 

strong company culture and, most of all, individual commitment.

At the heart of it all

”Quality is at the heart of everything we do at Swiss WorldCargo. A keen focus on qual-

ity must be there in all our actions and activities from sales to operations, from IT to 

product management and from procurement to accounting. And aren’t social responsibil-

ity, security and training quality issues, too? Quality is also what we expect from our part-

ners and suppliers. In fact, we’ve established a quality auditing system to measure their 

performance on a regular basis.”  

Markus Loeffler, Senior Manager, Quality & Safety Assurance

”Our focus on quality taps into the three 

core values of our parent company 

SWISS, too. While these may sound like 

marketing slogans, they are each under-

pinned by important principles that make 

practical sense for any company which has 

chosen to be a quality leader: 

– It’s the small things that bring us closer  

 to our customers. 

– We do things properly or we don’t do  

 them at all. 

– We are true to ourselves and don’t   

 pretend to be something we aren’t.

Annette Kreuziger, Senior Manager, 
Head of Marketing



The IATA Operational Safety Audit Programme (IOSA) 

The IOSA programme is an internationally-accepted evaluation system that is designed to 
assess an airline’s operational management and control systems. IOSA uses internationally- 
recognized quality audit principles, and has been specifically designed to ensure that its 
audits are conducted in a standardized and consistent manner. 

The IOSA programme has an inherent quality, integrity and security that are sufficiently 
substantial to ensure that both airlines and regulators alike can comfortably accept IOSA 
audit reports, in their shared interests and to their mutual benefit.
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Measuring quality 
Airfreight is a global industry, and Swiss 

WorldCargo, like all air cargo carriers,   

operates with numerous partners. If we 

are able to compare the services provided 

and quantify an airline’s quality and per-

formance levels, we need some common 

quality management information systems  

and industry improvement initiatives 

such as IATA’s Cargo 2000 and e-freight 

drives. 

”Quality audits help to ensure that our 

quality remains at the levels our custom-

ers expect from us. They’re also a useful 

means of detecting shortcomings in both 

internal and external processes. And that 

enables us to identify areas of possible im-

provement and take appropriate action, too. 

Quality audits are also required by the au-

thorities. Swiss WorldCargo, as part of 

SWISS, subjects itself to the two-yearly au-

dits of the IATA Operational Safety Audit 

Programme (IOSA) to ensure safe opera-

tions.”  

ruedi Berger, Manager, Quality Management (and 
responsible for quality audits at Swiss WorldCargo)

HIgHLIgHt
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Flown as Planned Performance Reliability

”Swiss WorldCargo is one of the highest performers 

among the 20 leading carriers participating in the 

Cargo 2000 initiative, and is the best-performing belly-

hold-only carrier of all. We were even classified as a 

Platinum Member of the programme this year. With an 

average of close to 95%, we’ve had one of the highest 

flown-as-planned performance ratings in the industry 

for several years now. But, while we continue to make 

good progress with Cargo 2000, there’s still a huge 

amount to be done for the company and the sector as a 

whole, in both penetration and performance-level 

terms.”

 
Shashank Mardikar, Manager, Transportation Processes  
(and responsible for Cargo 2000 at Swiss WorldCargo)



IATA’s Message Improvement 
Programme

The IATA Message Improvement Programme (MIP) is 
intended to ensure that the electronic messages which 
replace existing paper documents are 100% complete 
and accurate for all shipments, and to give e-freight 
stakeholders confidence in the quality (i.e. the com- 
pleteness and accuracy) of the data they contain. 
Carriers and forwarders who actively participate in   
the MIP by supplying data will be invited to take part  
in industry workshops to learn more about e-freight, 
help shape the programme and help develop industry 
best practice.

More information at iata.org (Cargo / e-freight / MIP)

”If we’re to deliver quality to 

our customers, every one of 

our employees must bear their 

own responsibility for adopting 

and maintaining a quality ap-

proach and adding genuine val-

ue in their attitudes and in their 

activities. Training plays a vital 

role here; and at Swiss World-

Cargo it’s a crucial part of the 

continuous improvement pro-

cess.” 

Lionel Alexander, Trainer
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Like to know more about what our customers expect 

from Swiss WorldCargo? Then read on and find out the 

results of our 2012 Customer Satisfaction Survey, which 

was conducted by Julia Schnell, Manager, Business     

Intelligence.

What does the 
customer mean  
by quality?

Just as consumers are becoming more and 

more discerning before they actually pur-

chase a product, airfreight customers’ expec-

tations are rising higher and higher when it 

comes to a quality air cargo service. ”Our focus 

on quality requires a commitment to open-

ness and to seeking feedback from our cus-

tomers wherever possible – and, obviously, to 

taking corrective action where necessary.”  

Corinne Wehrle, Sales Delegate, Zurich

Quality: in the air and   
on the ground

”It was to further improve the handling quality at our 

Zurich hub and some of our outstations that, togeth-

er with our ground handling partners Swissport and  

Cargologic, we launched our Quality Initiative last year. 

After identifying the commonest irregularities and prob-

lem areas, the partners jointly introduced a quality re-

porting system with a special focus on a selected number 

of stations. The results of this initiative were tracked and 

discussed monthly with all the parties involved. Thanks 

to the commitment of everyone concerned, including 

the staff at our outstations, we were able to report a 

steady and sustainable reduction in handling irregu-

larities by the end of August 2012.” 

roman Lenz, Manager, Hub Operations & 
Service Recovery

”Swiss WorldCargo is fully committed to 

the IATA e-freight project. Many of the 

challenges that still plague our industry to-

day are caused by the use of paper documents 

and, as a result, the multiple entry of data 

into different incompatible systems. The cur-

rent use of electronic messaging as a support 

for paper documents has not yet achieved its 

objectives. But Swiss WorldCargo is actively 

involved in the IATA-sponsored Message 

Improvement Programme, whose main aim 

is to fill the performance gap and make         

e-freight possible.”  

Paolo tuzzi, Process Engineer  
(and responsible for e-freight at Swiss WorldCargo)

”As a company that takes qual-

ity seriously, we’ve chosen to 

apply the Kaizen methodology 

of continuous improvement to 

all our activities and processes. 

This involves improving estab-

lished processes, redefining and 

revising processes, benchmark-

ing and applying best practice.” 

Astrid Schönenberger, Senior 
Kaizen & Continuous Improvement 
Executive





Julia Schnell

Focusing on quality means focusing on 

our customers. Do we meet their de-

mands? Are we heading in the right direc-

tion? Do we offer appropriate services and 

products? Do we really “go the extra 

mile”?

Swiss WorldCargo’s global Customer Sat-

isfaction Survey reached its seventh edi-

tion this year. Once again, the poll was con-

ducted in collaboration with the renowned 

Homburg & Partner market research insti-

tute of Mannheim, Germany.  

This year’s survey saw 1,338 interviews 

held between 11 June and 2 July with Swiss 

WorldCargo customers from all over the 

world. In them, our clients were invited to 

give us ratings ranging from “very dissatis-

fied” to “very satisfied” on various aspects 

of our products and services. These ratings 

were then translated into a scale ranging 

from 0 to 100 points, with 0 points connot-

ing “very dissatisfied” and 100 connoting 

“very satisfied”.

Overall satisfaction up three points 
At 84 points out of 100, the 2012 poll showed 

a three-point improvement in customers’ 

overall satisfaction worldwide compared to 

2011. Overall satisfaction improved in the 

Far East, the Middle East and Africa in par-

ticular, where it was seven points up on last 

year. This is partly the result of lessons 

learnt then: just by increasing the frequen-

cy of sales visits, for instance, we have been 

better able to meet local needs and de-

mands.

Loyalty unchanged
Overall customer loyalty remained at the 

same level as in 2011 worldwide, in Europe 

and in Switzerland, and was almost un-

changed in America. (Figure 1)

Satisfaction with key elements 
improved
As every year, we also asked our customers 

to rate their satisfaction more specifically 

with all their possible “touch points” with 

us: outside sales, inside sales, complaint 

handling, proactive information, product 

Average satisfaction ratings with a range from   
0 (very dissatisfied) to 100 (very satisfied)

Satisfaction Loyalty SWC 2011

84 81 89 8988 86 93 91
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84 87 86 70 81 85 78 71 83 66
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SWC 2012 OAL 2012 SWC 2011 OAL 2011

Figure 1: Customer Satisfaction and Loyalty

Figure 2: Swiss WorldCargo (SWC) is ahead to other Airlines (oAL) in most key elements 

range, available capacities, price/perfor-

mance ratio, physical and document han-

dling and settlement of claims. (Figure 2)
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Customer Satisfaction Survey 2012

Still ahead of the field!



Here are some of the open comments we received during this year’s survey. As you can see from them, your feedback

covers all kinds of topics. And it’s all valuable input! 

germany

“Many competitors handle everything online, 
so I‘m always informed about the location of 
the cargo and any problems that occur.”

Canada

“Send the tracking 
information via email to 

the customer with 
on-board details.”

Switzerland 

“The local customer care in Basel 
is very much appreciated.”

“It would be great to have more 
flexible handling times and late 

departures for trucks to Zurich.”

USA 

“Apply e-booking: that’s about 
it. You guys do a pretty good 
job otherwise!”

Italy 

“It would be great if Swiss WorldCargo 
offered a product for radioactive and 
dangerous goods.”

Judging from the 2012 poll, our clients are highly satisfied with 

Swiss WorldCargo’s performance in terms of our outside sales and 

inside sales/reservations, but are also very happy with our product 

range and our physical and document handling. Customer satis-

faction with our proactive information and available capacities is 

also very high. In fact, it’s only in our settlement of claims and com-

plaints that we still show lower levels of satisfaction than our main 

competitors or other airlines. Overall, though, we do have a clear 

competitive edge and are evidently “going the extra mile” in most 

areas.

Open comments
Needless to say, Swiss WorldCargo won’t be resting on its laurels in 

terms of the high levels of satisfaction and loyalty that we seem to 

enjoy with our customers. In such rapidly-changing times there is 

always something to improve. That’s another reason this annual 

survey is of such importance to us: the detailed results, the open 

comments and the questions it generates on the latest issues with-

in the airfreight industry can reveal further room for improvement 

and/or potential demand for new services. (Figure 3)

Tracking information
Proactively providing our customers with first-hand information 

about their shipments’ status and offering them round-the-clock 

tracking possibilities are clearly two “musts”. Scoring 81 points for 

our proactive information is quite a good survey result. But here, 

too, Swiss WorldCargo’s goal is to improve even more.

Some enhancements here are already in the pipeline; for ex-

ample, Swiss WorldCargo is evaluating the introduction of real-time 

tracking devices. (Figure 4)

Figure 3: Selection of open comments
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Online applications
At Swiss WorldCargo we’re well aware of the importance of online 

applications in the daily airfreight business. That’s why this year, 

too, we wanted to hear our customers’ feedback with regard to on-

line tools, e-freight and social media within the logistics sector. 

Why? Because Swiss WorldCargo wants to be really innovative. We 

see and appreciate your need for a more online and e-logistic world; 

and we are working to offer you the virtual products you require.

Average satisfaction ratings with a range from 0 (very dissatisfied) to 100 (very satisfied)

Figure 4: Satisfaction with Proactive Information

Figure 5: "our customers perceive us as a very reliable airline"

We care for your cargo.
Most of all, though, we want our customers to feel they can totally 

rely on us when they entrust us with their shipments. And, as the 

chart below shows, Swiss WorldCargo has reached remarkable lev-

els in reliability terms. (Figure 5)

Once again, then, thank you for helping us further improve our 

services by taking part in our yearly Customer Satisfaction Survey. 

You can be sure that, within Swiss WorldCargo, the customer survey 

receives high attention and its results are distributed from the top 

management down to every single station, so that action is taken 

whenever dissatisfaction is revealed. We care for your cargo – we 

really do!
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India

India’s economy: an outlook

Despite the Indian economy seems to be 

slowing down after a prolonged boom pe-

riod, India remains one of the most im-

portant trade partners for Europe and an 

attractive air freight market. 

India’s economy, past and present

India, which is the second-most-populous 

nation (and the most populous democ-

racy) in the world with over 1.2 billion peo-

ple, has gone through a remarkable devel-

opment in the last two decades. After a 

crucial economic liberalization in 1991, the 

country became one of the world’s fastest-

growing economies. The combination of de-

regulation and the Indians’ pronounced en-

trepreneurial flair made it one of the 

strongest emerging markets: in 2010, India 

achieved a GDP growth rate of almost 10%. 

One of Europe’s prime trading 
partners
As a closer look at its industries reveals, In-

dia is an attractive market in airfreight ex-

port terms. The country is famous for its 

textile and clothing industry, which is today 

mainly located around Delhi, Ludhiana, Pa-

nipat and Chennai. Even more interesting 

commodities and industries for airfreight 

are car parts and the automobile industry, 

where major international companies are 

located around Chennai, Pune and Mum-

bai. (Figure 1)

India also has a well-developed pharma-

ceuticals sector, which is best known for its 

generic drug production. Hyderabad is the 

most prominent of the production centres 

here. The industry is spreading all over the 

country though, especially around Ahmeda-

bad, Pune, Nasik and Bangalore, and almost 

all the pharmaceuticals multinationals – 

Pfizer, Glaxo SmithKline, Sanofi Aventis, 

Johnson & Johnson, Merck and more – now 

have an Indian presence. The major Swiss 

players Roche and Novartis also have a pro-

duction site in Mumbai.

Information technology is another major 

Indian industry. Here, while Bangalore and 

Hyderabad have established themselves as 

the “Silicon Valleys” of India, Pune, Cochin 

and Kolkata are also gaining more and more 

weight. With its highly tech-savvy popula-

tion, India shines at IT and supplies many 

industry specialists, particularly to Europe 

and the USA.

Needless to say, India is a very important 

trade partner for Europe. It’s also a major 

importer of Swiss goods: in 2010, Switzer-

•Pune

•Kolkata 

•Dehli

•ChennaiBangalore•

Mumbai• •Hyderabad

Ahmedabad•

– Delhi Mumbai    
 Industrial Corridor Project

– “Silicon Valley” of India 
– Machinery & Textile
– Biotech

– Automotive industry
– Machinery

– Financial center of India
– Headquarter of important   
 international and Indian    
 companies
 – Clothing industry
 – Pharmaceuticals
 – Automotive & Electronics

– Textiles
– Jems & Jewellery
– Chemicals & Pharmaceuticals
– Rising IT Industry 

– Administrative Centre of India
– Automotive & Electronics
– Textile
– Telecommunications & IT
– Manufacturing Industry 

– Finance- and Trading centre   
 of East India
– Textile Industry
– IT Industry
– Industry 

– Automotive
– Hightech & Electronics
– Pharma-  and Healthcare
– IT Industry
– Industry

– Second “Silicon Valley” of India
– Pharmaceuticals
– Bio- und Nanotech-Research

Figure 1: Europe's prime trading partners (Source: DB Research)
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land was India’s third-biggest import partner, a result strongly 

driven by Switzerland’s watch, jewellery, textile machinery and 

pharmaceuticals industries. (Figures 2, 3, 4)

India is also in the midst of a gargantuan project to further develop 

its industry. The Delhi-Mumbai Industrial Corridor Project (DMIC), 

which was launched in 2006, is a state-sponsored industrial devel-

opment venture which has the highly ambitious aim of developing 

an industrial zone spanning six of the country’s states. The project 

will see major expansions of infrastructure and industry (includ-

ing industrial clusters and rail, roads, ports and air connectivity) 

in the states along the corridor route. DMIC also received a major 

recent boost when India and Japan signed an agreement to set up 

a project development fund.

India in 2012: IT 
Despite impressive projects of this kind, the strong presence of 

international corporations and the country’s well-educated work-

force, Indian economic growth has slowed down and is expected 

China   12%

United Arab Emirates   9%

Switzerland   6%

Saudi Arabia   6%

USA   5%

Other partners   62%

Source: UN comtrade

United Arab Emirates   12%

USA   11%

China   8%

Hong Kong   4%

Singapore   4%

Other partners   61%

Trade in goods (2010)

– EU goods exports to India:  EUR 34.7 billion

– EU goods imports from India:  EUR 33.2 billion

Trade in services (2010)

– EU services exports to India:  EUR 9.8 billion

– EU services imports from India:  EUR 8.1 billion

Foreign direct investment (2010)

– EU outward investment to India:  EUR 3.0 billion

– Indian inward investment to EU:  EUR 0.6 billion

Figure 2: (Source: The European Commission)

Figure 3: top import partner for India (value in $, 2010)

Figure 4: top export partner for India (value in $, 2010)
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to remain subdued through much of 2012; this is mainly due to the 

weakening of external demand for Indian goods in relation to the 

global economic crisis as well as the country’s current political 

weakness. 

One industry, though, is especially shining despite the gloomy 

economic mood. When it comes to IT, especially in the service sec-

tor, the signs still point to growth. In the first quarter of 2012 alone, 

the country’s five biggest IT companies created up to 100,000 new 

jobs. And at a conference last March, the Nasscom industry asso-

ciation proudly announced that the sector had reached the USD 

100 revenue milestone (with hardware and outsourcing business 

included). 

With these impressive figures, the IT industry now accounts for 

around 5.5% of India’s GDP. The sector has grown enormously in 

the last few years: its five biggest players have recently acquired 

Swiss
General Cargo

Swiss
General Cargo

Swiss Valuables

Swiss Valuables
Swiss X-Presso

Swiss X-Presso

Swiss °Celsius
Swiss °Celsius

Swiss Argus
Swiss Argus

Germany

Germany

Switzerland

SwitzerlandItaly
Spain

United States

United States

Israel

France

Other countries 
combined

Figure 5: SWC traffic to India - destinations and products 
(tonnage share)

Figure 6: SWC traffic ex India - destinations and products 
(tonnage share)

some 100,000 square metres of new office space in Bangalore 

and Hyderabad alone. E-commerce giant Amazon has vastly 

expanded its presence in India, too; and software giant SAP 

has also announced further investment in the country.

Swiss WorldCargo in India
SWISS operates daily services between Zurich and the two meg-

alopolis of Mumbai and Delhi, the financial and the political 

capitals of India; flights are operated with A330-300 aircrafts, 

offering a firm daily uplift capacity of approximately 18-20 tons 

in each direction. (Figures 5, 6)

Swiss WorldCargo has its online sales and servicing offices 

in both cities, in prime business locations, and GSA sales of-

fices spread over the country. 

More information at swissworldcargo.com

Source: Swiss WorldCargo
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Floribox.ch

Flower power

Gabriela Wyniger

Roses are loved all over the world. They don’t grow everywhere, 

though. And that’s why they sometimes have to be imported to 

where they are to be appreciated and admired. 

Swiss WorldCargo has carried over 1.2 million kilos of roses to 

date this year. More than two-thirds of them come from coun-

tries on or around the equator, such as Kenya, Thailand and Ecua-

dor. The constant climate and the altitude here encourage roses to 

grow more slowly, and this in turn gives them a fuller flower head. 

Roses from Ecuador in particular are considered among the strong-

est and finest in the world. And Swiss WorldCargo Ecuador (Gen-

eral Sales Agent Solent Freight Services Cia Ltda) transports over 

3,000 kilos of them every day from Quito via Miami to Switzerland, 

where they are distributed to florists for sale to the final consumer.   

The trade in roses from Ecuador has attracted two more bright 

new minds this year: Felix Kuhn and Maurizio Palumbo, who are 

both originally from the IT sector, have joined the flower business 

to launch their new Swiss floribox.ch website. The new platform, 

of which Felix is manager and Maurizio creative director, enables 

florists to purchase their flowers and greenery directly from se-

lected and certified farms, making the customer virtually the direct 

importer of the goods concerned.

Floribox attaches much value to its selection of its farms. Every 

farm in Ecuador that produces roses for the company will have been 

visited and inspected; and Floribox has a strict policy of only im-

porting from farms that comply with the relevant international 

guidelines in social and environmental terms.  

Floribox consolidates the produce from these farms to send a 

consignment of roses to Zurich via Miami with Swiss WorldCargo 

five times a week. It’s a challenging cargo commission, and one that 

makes sizeable demands on both Swiss WorldCargo Ecuador and 

Miami’s station personnel.

Once they have been cut, the roses must be kept cool at all times, 

to slow down their “breathing” and the growth of the microorgan-

isms that will make the flowers age. They should also be kept in a 

humidity of 85% to 95%, to stop them drying out. “In Miami, of 

course, the humidity isn’t a problem,” says Ines-Bithinia Gutierrez, 

our local Account Manager. “But the heat is!” If the consignment 
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spends too much time on the tarmac, this can really affect the       

roses’ quality, because the combination of heat and damp promotes 

the propagation of funguses that can infect the entire contents and 

make them virtually unusable.

“To ensure that the roses remain top-quality throughout their 

shipment, we have to make sure that the cold chain is never com-

promised and the consignment is never exposed to temperatures 

of more than 15°C,” adds Simon S. Milne, the president of Swiss 

WorldCargo Ecuador GSA. “We do so by using custom-made ther-

mal blankets that incorporate a reflective bubble thermo-isolation-

layer. These blankets are also used by the US military to keep med-

ical samples cool during transport.” 

The integrity of the cool chain is also monitored by installing a 

temperature recorder in the consignment. This measures the am-

bient temperature, and keeps a record of this, too. On arrival in 

Zurich the recording is analyzed by the Floribox team, and any tem-

perature rise above 15°C during the consignment’s transit through 

Miami is reported to the station for appropriate process improve-

ments to be made.

Floribox sees its delivery performance as a key factor in positioning 

itself in its market. And SWISS’s daily services from Miami to Zurich 

offer the flexibility that Floribox needs to deliver its products with-

in just 24 hours of the order being placed. The roses are cut at farms 

in Ecuador and sent via Miami to Switzerland, where they are pack-

aged and distributed to retail outlets the very same day (also remov-

ing the need for any Swiss storage facilities). 

The Floribox concept is specifically tailored to its clients’ needs 

for the prompt and reliable delivery of a quality flower product, 

giving them roses that are as fresh and long-lasting as they can pos-

sibly be. “And in Swiss WorldCargo we have found a flexible and 

reliable partner that is dedicated day in, day out to ensuring that 

our consignments arrive in Zurich on time and in top-quality con-

dition,” confirms Floribox manager Felix Kuhn.

For every rose they sell, Floribox donates CHF 0.01 to the  

research centre at Zurich’s Children’s Hospital.

Online since 1 August 2012. Visit them at www.floribox.ch

The journey of the rose:
1. A florist in Switzerland places an order online with floribox.ch.

2. A worker on the farm in Ecuador cuts the roses requested,  
 bundles them up and packs them in a double-layered   
 Floribox box.

3. The box is cooled to slow down the roses’ ageing process and is  
 sent to the airport.

4. At the airport, all such boxes are loaded onto a pallet and   
 transferred to the aircraft’s hold.

5. The consignment leaves Quito for Miami on UPS/LX on a   
 through 724 air waybill from origin to destination.

6. On arrival in Miami, care is taken to ensure that the cool chain is  
 maintained and the temperature to which the consignment is  
 exposed never rises above 20°C.

7. Care is also taken to get the consignment onto SWISS flight  
 LX 65 as quickly and smoothly as possible. 

8. On arrival in Zurich the roses may be transferred briefly to a  
 further cool storage.

9. The roses are delivered by truck the same day to the florist that  
 has ordered them.

10. The roses are offered for sale to customers.
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I am One Step Ahead 

Michael ganz
Manager Flight optimization Cargo

When we embrace change and drive innovation in our company and beyond; when we identify 
new challenges and seize new opportunities for our customers; when we raise our voice as an 
industry leader for the greater good, we have one thing in mind:  We care for your cargo. 



Orna Plachinski
Supervisor Cargo 
Dangerous Goods &
Quality Control
I am A thousand Ways

What does “flexibility” mean to you?

Flexibility is vital to me in my job as a su-

pervisor and troubleshooter. It’s very im-

portant for our clients – especially in the Is-

raeli market – that we find solutions very 

quickly and professionally. The secret is 

knowing where to look for the answers, and 

giving clients the feeling they are being tak-

en care of. For me, there’s no such thing as 

“impossible”! 

How did you become part of the 

Swiss WorldCargo team?

I started with Swissair as a reservation and 

ticketing agent back in 1984. In 1988 I 

moved to the airport as an all-rounder, and 

worked for nine years as a ticketing/ramp 

agent, controller and flight supervisor all 

rolled into one. In 1997 I asked to be trans-

ferred to Cargo. In time I moved into reser-

vations here, and now I deal mostly with 

special products such as dangerous goods 

and cool-chain items. As a quality controller 

I get to handle a huge range of cases, and 

that makes my job very interesting. 

And can you tell us something about yourself?

I live in a small town with my husband and 

two lovely daughters. In my spare time I cre-

ate jewellery, I swim and I read a lot. I like 

travelling to quiet faraway places, and meet-

ing other cultures.

Astrid Schoenenberger  
Continuous Improvement & 
Kaizen Executive
I am New Frontiers

What does “innovation” mean to you? 

It means never stopping looking beyond 

borders, experimenting with limits and li-

mitations and exploring both obvious and 

hidden possibilities. It means living – and 

allowing – creativity. It means never stop-

ping being curious and adventurous, and 

embracing change as an opportunity. And 

innovative thinking means never being shy 

to come up with and share an idea, howe-

ver wild or unusual it may be. 

 

How did you become part of the    

Swiss WorldCargo team?

I started my working life in the back-office 

environment of an IT company, and joi-

ned the logistics sector when I accepted a 

job with Jacky Maeder, a freight forwar-

ding company owned by Swissair, in 1992. 

I went on to work for SAirLogistics in 1999. 

From there it was only a small step to start 

working for first Swisscargo and then 

Swiss WorldCargo, which I joined in 2002. 

And since 2008 I’ve been responsible for        

Kaizen and Continuous Improvement at 

Swiss WorldCargo.  

Continuous Improvement and innova-

tion really “shake hands”. It’s very exciting 

to improve and innovate. And I’ve met so 

many people along the way – colleagues 

from Swiss WorldCargo and SWISS but also 

customers and suppliers – who have really 

impressed me with their commitment, 

their knowledge, their wisdom and their 

passion.

 

And can you tell us something about yourself?

I love to be outdoors. Nature inspires me 

and makes me happy. I recharge my bat-

teries walking, hiking, cycling or garde-

ning. I also enjoy spending my spare time 

with my family and friends: that’s another 

way of bringing my energy levels up to the     

maximum again. And my friends know 

that there are always sausages from my 

home town of St. Gallen in my freezer for a 

relaxed barbecue after a long day at work!
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Airfreight Logistics (AFL) 
is a unique monthly magazine 
whichoffers airlines, shippers, 
forwarders, air terminals and 
logistics providers throughout 
Thailand the chance to be 
the first to get hold of crucial 
airfreight logistics news. Every 
issue combines essential  
information on local and  
international events with  
developments in Intra-Asian and 
Asian-global trade as well as 
interviews with key figures from 
the world of air cargo.

www.airfreight-logistics.com

Published twice a month, 
Logistics Manager (LM) 
magazine is Thailand’s only 
local-language source of  
international logistics news. 
With an internationally recognized 
circulation audit from BPA,  
LM has a directly requested and 
committed readership amongst  
Thai logistics professionals, for 
whom our sea freight news, 
shipping schedules, interviews 
and in-depth features are a must 
read.

www.logistics-manager.com

FEATURE

Green 
LoGistics
The Problems 
and PoTenTial of 
GoinG furTher, 
Cleaner
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www.logistics-manager.com

February 15, 2012

This Issue’s Feature

STeady aS She GoeS
Drewry’s Neil Dekker
Talks abouT The ComiNg year  
oF CoNTaiNer TraDe

IS WorkInG To develop  
operaTIonS & expand  
horIzonS

sTaNDiNg Tall  
aT Laem Chabang Port 

ChaLermkeat  
SaLakham

For More Information Please Contact 
TrAde & LogisTics siAM LTd.  

Tel: +66 (0) 2650 8690  email: dwight@logistics-manager.com

TrAde & LogisTics siAM 
THAILAND’S LEADING LOGISTICS PUBLISHER
As Asian trade continues to expand at unparalleled rates,  
Thailand has become a regional leader, combining highly-valued exports 
with the purchasing power to demand goods from all over the globe.  
Since 1997 Trade & Logistics Siam has pioneered the publication  
of shipping and logistics news in Thailand, publishing in the  
country’s native language to directly target the Thai market  
in a way that other trade publications simply  
cannot match.

We reach The Thai Logistics Market 
Like No other can.

LM ad for Swiss 2012(190cmx130cm).indd   1 14/06/12   11:23 AM



From left: Urs Stulz (Head of Central Services Group, Swiss 
WorldCargo), Peter Somaglia (Managing Director, Cargologic), 
Oliver Evans, Chief Cargo Officer, Swiss Int. Airline), Marco Gredig 
(Head of Marketing & Security, Cargologic)

Cargologic – airfreight happens on ground.
www.cargologic.com

7825_RHE_Cargologic_Anzeige_200x85mm_120712.indd   1 13.07.12   14:00

Quality, value-for-money and general business attitude: these 

are the prime criteria for Swiss WorldCargo when it comes to 

selecting its ‘Supplier of the Year’. This year’s award goes to Car-

gologic, Swiss WorldCargo’s partner for freight handling opera-

tions at Zurich Airport. 

The successful and well-established partnership between Swiss 

WorldCargo and Cargologic, which is a member of the Rhenus 

Alpina Group, was reaffirmed by a new seven-year agreement that 

was signed last year. This new accord and the ‘Supplier of the Year’ 

award clearly confirm the two business partners’ long-standing 

commitment to quality and continuity. 

“It was the proven experience and reliability of Cargologic that 

clinched our decision to make them our ‘Supplier of the Year’,” says 

Oliver Evans. “And those same credentials are clearly and constant-

ly reflected in the services they provide.”

“The industrywide quality metrics of Cargo 2000 consistently 

place Swiss WorldCargo among the leaders, and frequently num-

ber-one worldwide,” Evans continues. “But this systemwide reli-

ability is the product of teamwork by all our local units acting in 

close collaboration with our handling partners, most notably our 

long-standing hub operator Cargologic, which can draw upon 50 

years of experience in airfreight handling. The management and 

staff at Cargologic are loyal, meticulous and highly committed, and 

have played a correspondingly important part in our own success.”

The long-term collaboration between Swiss WorldCargo and         

Cargologic is not just important for the partners themselves, either. 

It’s also a clear commitment to Zurich Airport, and makes a             

substantial contribution to the further development of Swiss  

WorldCargo’s prime operating hub.

21Cargo Matters 21

InfO GuIdE

Zurich ground handler Cargologic  
named Swiss WorldCargo’s 
‘Supplier of the Year’
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“It was a very moving moment when they came out of their transportation boxes and felt 
their first-ever grass under their paws.” 

one of the lionesses in her cage, in transit 
via Zurich Airport. 

Last July, SWISS had some unusual travel-

lers on one of its long-haul flights: four 

lionesses. The big cats were rescued by an 

animal welfare organization from mal-

treatment in Romania, and were taken to 

a new and better life in South Africa. 

Three of the four lionesses had spent 

nine years at a zoo in the Romanian city 

of Timisoara before they were rescued. 

Their living conditions there had been far 

from ideal: they had been kept in concrete-

floored cages which were far too small.

It was this that prompted the “Four 

Paws” animal welfare organization to buy 

the three animals and take them to South 

Africa, where they would enjoy a far better 

life in surroundings more suited to their 

needs. They were joined by a fourth lioness, 

too. She had originally been used as a cub 

for photography purposes, but had been 

kept in a small dog’s kennel once she had 

become too big.

Swiss WorldCargo helps set lions free 

The four lionesses were trucked to Zurich 

Airport at the beginning of July. There they 

were carefully loaded onto one of our Airbus 

A340s. In view of the ‘good cause’ involved, 

Swiss WorldCargo offered “Four Paws” a spe-

cial reduced rate for this unusual live ani-

mal transport. The flight took off just before 

midnight and touched down in South Af-

rica the following morning. And from there 

the lionesses were taken to their new home, 

the Lions Rock nature reserve.

“It was a very moving moment when they 

came out of their transportation boxes and 

felt their first-ever grass under their paws,” 

says Ioana Dungler, the project leader from 

Four Paws. They should like their new lives: 

Lions Rock extends over some 1,250 hec-

tares which they can now enjoy and explore.

To read more about the lionesses and to  

support Four Paws please visit:

www.vier-pfoten.org or

www.four-paws.org.uk

the lionesses running free at the Lions rock 
natural reserve (South Africa). 
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Like to know how the story ends? Then watch “Happy Day”   
on SF 1 on Saturday 17 November or any time thereafter at   
www.sendungen.sf.tv/happy-day
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A happy day for Dyna

From left: Dominc Peter (Export Office Agent, Swiss WorldCargo), 
Simone Hutmacher (Intern, SWISS Internal Communication),  
röbi Koller (tV Presenter, SF 1), Maria Campanella (Marketing 
Communication, Swiss WorldCargo), Myriam Ziesack   
(Spokesperson, SWISS Media relations). 

Röbi Koller with the film crew John Allen AG

Gabriela Wyniger

“Happy Day” is a popular show on Swiss national TV station in 

which presenter Röbi Koller helps make people’s dreams come 

true. This time, a dog played the starring role; and Swiss World-

Cargo was happy to lend a helping hand, too.

How would you feel if you were just 16 and were sent to Africa 

on your own for a year? There would be moments of loneli-

ness for sure, such as the one that Megi, a young girl from Switzer-

land experienced in the course of her one-year stay in Namibia.

Luckily, during this challenging period in her life, the girl found 

a faithful friend who helped her cope: Dyna, a young Labrador re-

triever, accompanied her every step of the way and supported her 

during the toughest moments.

Unfortunately, though, the girl had to say goodbye to her be-

loved four-legged friend at the end of this year of intense experi-

ence and fly home to Switzerland alone. She was not allowed to take 

the two-year-old Labrador with her because she didn’t have the 

requisite vaccination card. 

That’s where Röbi Koller and his team came in. Their mission: 

to take care of the pet passport and ensure that Dyna was properly 

vaccinated so they could get her onto a plane to Switzerland. And in 

collaboration with the Swiss national TV team, the freight forward-

er staff at Windhoek Airport (Namibia) and our staff in Johannesburg 

(South Africa), Swiss WorldCargo organized Dyna’s transport.

On 24 September Dyna’s journey began. She flew to Johannesburg 

on Air Namibia and was then transferred to SWISS’ LX 289 evening 

flight to Zurich. She arrived in Switzerland safely the next morn-

ing. Her whole journey was accompanied and filmed by the Swiss 

national TV crew. And, thanks to the collaboration of all the parties 

involved, our now 17-year-old girl has been reunited with her best 

friend. A truly “Happy Day”!

Dyna in her kennel, upon arrival at Zurich Airport
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Contest

Visit swissworldcargo.com
and win a A340-300 model
Click on the banner "Cargo Matters" and find the contest on the right hand side.

Terms and conditions: All participants must fully state their first 

name, last name, company, function, mailing address and the 

e-mail address to take part. The winner will be informed direct-

ly and their name will be published in the next issue of Cargo 

Matters. Employees of Swiss International Air Lines Ltd. (includ-

ing Swiss WorldCargo’s General Sales Agent) and their relatives 

may not participate. All rights are reserved, and there shall be 

no recourse to any legal action. 

And the winner is...

The Edelweiss A330-300 model offered in our last issue’s contest
was won by Mr george rutnam, Master Forwarding Network Inc,
Los Angeles (USA)

Swiss WorldCargo will be opening a further direct gateway to 

Southeast Asia in May 2013 with the introduction of a new dai-

ly non-stop service between Zurich and Singapore. The route will 

be operated with Airbus A340 equipment, offering sizeable cargo 

capacity in both directions.

Singapore has been served by Swiss WorldCargo via Bangkok 

since 2009 in collaboration with various interline partners. “With 

this new non-stop service to and from Zurich, we’re looking forward 

to enhancing the positioning of our innovative services and care-

intensive solutions for one of Asia’s most important and dynamic 

business centres,” says Ashwin Bhat, Swiss WorldCargo’s Managing 

Director Asia, Middle East & Africa. 

Singapore’s diversified economy is strongly dependent on ex-

ports and imports – particularly of consumer electronics, IT prod-

ucts and pharmaceuticals – and on maintaining a vibrant financial 

services sector. The country has attracted major investments in 

pharmaceuticals and bio-medical technology production in the 

past ten years, and will be continuing its efforts to establish itself 

as Southeast Asia’s financial and high-tech hub.

For any further information, please contact your local                   

Swiss WorldCargo representative.

Non-stop daily to Singapore
from next May
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