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At Swiss WorldCargo we’re constantly striving to outdo ourselves! 

So as 2014 draws to a close, we not only care for your cargo more 

than ever; we care more than ever for you, too. That’s why we’ve 

been seeking further ways to get closer to you and your needs. We 

want to be there for you, wherever and whenever. And we don’t just 

want to be customer-focused: we want to learn to see things through 

your eyes.

We’re there for you whenever with our new “eBooking” facility, 

which lets you perform the most essential cargo booking and data 

capture tasks 24/7, such as managing single or one-step multiple 

bookings, monitoring a shipment’s confirmation status, capturing 

MAWB and HAWB data or creating templates for recurring infor-

mation. Just go to swissworldcargo.com, register and try it out. And 

find out more in the opening article here. 

We’re there for you wherever with our brand-new Swiss World-

Cargo app. It’s been specially developed to make your day-to-day 

business easier, by providing useful utilities such as Track’n’Trace, 

timetable details, booking contacts and product information wher-

ever you may be. Just go to the App Store or the Google Play Store 

and download it onto your smartphone or tablet. You’ll also find 

more information here on Page 23 inside. 

And yes: we are learning to see things through your eyes! To of-

fer you the perfect airfreight solution whenever you require it, we 

aim to gain an even better appreciation of your specific needs and 

acquire even better expertise in meeting them. That’s why we’re 

now adopting the “vertical industry” approach, developing more 

and more specialist competences for the pharmaceutical & health-

care, valuables and postal businesses. It’s also why we’re moving to 

more and more targeted information and knowledge sharing: fol-

low us on Twitter and get the latest industry news! Read on to find 

out more.  

Dear reader,  

For ten years now, Cargo Matters has also been enabling us to get 

closer to you and show you how much we care for your cargo – and 

for you. Whether you’re reading the print or the online version of 

our customer cargo magazine, we hope you find the items in this 

latest edition exciting and inspiring. And please keep posting your 

comments and views at swissworldcargo.com/Blogistics. We love 

hearing from you!

Sincerely,

Oliver Evans

Chief Cargo Officer

Swiss International Air Lines Ltd.

3Cargo Matters 3

EDITORIAL





5Cargo Matters 5

eBooking: register…book...capture!

HIGHLIGHT

Swiss WorldCargo has just launched “eBooking”, its new elec-

tronic booking and data capture facility. Based on Unisys’s Car-

go Portal Services and accessible via the swissworldcargo.com 

website, eBooking gives customers round-the-clock access to 

Swiss WorldCargo’s full range of products and services. 

Unlike the passenger air transport business, the airfreight in-

dustry still uses a large number of manual processes to negoti-

ate and distribute rates, submit air waybill information, verify sur-

charges, make bookings and more. Only a fraction of today’s air 

cargo shipments are booked electronically: most bookings are still 

made over the phone. And the resulting inefficiencies manifest 

themselves in higher costs, data entry errors and shipment delays.

New digital processes are steadily changing the well-established 

habits of the logistics world, though. And the main challenge here 

is to enhance connectivity with the customer by ensuring a seamless 

supply chain while simultaneously fulfilling 

the industry’s e-freight requirements. “At 

Swiss WorldCargo we constantly strive to 

maintain the highest possible quality stand-

ards in our processes worldwide,” explains 

Urs Stulz, our Vice President and Head of 

Central Services. “So we’re continually look-      P
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ing to further enhance and refine our e-services, to both meet our 

customers’ needs and comply with our industry’s demands.”

The new eBooking tool is a comprehensive web-based applica-

tion through which Swiss WorldCargo can securely and efficiently 

enable its customers to perform the most essential cargo booking 

and data capture tasks. With eBooking, cargo agents all over the 

world can manage single or one-step multiple bookings, monitor 

shipment confirmation status, capture MAWBs and HAWBs and/or    

create templates for recurring information. 

The new eBooking facility marks a significant advance in paper-

less cargo and e-freight terms. “As an early adopter of the eAWB, 

Swiss WorldCargo has long been a driving force towards a paperless 

air cargo world,” Urs Stulz continues. “Our eBooking tool now clos-

es the gap in the electronic cargo process chain, by enabling con-

signments with us to be ‘e-freightable’ every step of the way.”

eBooking: the project 
 The new eBooking facility has been developed and implemented in 

collaboration with Unisys, the leading global IT provider in the trans-

portation and other industries. Based on Unisys’s Cargo Portal Ser-

vices, the Swiss WorldCargo-branded eBooking platform is provided 

via the Unisys-hosted Software-as-a-Service or SaaS. Its development 

has also included devising advanced rules-based technology that will 
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HIGHLIGHT

enable Swiss WorldCargo to swiftly modify its product offerings in 

response to market dynamics, as changes can be simply made to 

business process rules without the need to write software codes. 

Swiss WorldCargo’s eBooking project has been a substantial under-

taking. Since kicking off in November 2012, the project has seen the 

involvement of more than ten IT and cargo professionals based all 

over the world and entailed the overall effort of 230 personnel-days. 

“That we’ve been able to achieve this genuine landmark is 

thanks to the energy and dedication of our own and our supplier’s 

team, as well as the loyalty and trust of our customers,” stresses 

Angelo Toffanin, Regional Manager Italy, Spain & Portugal at Swiss 

WorldCargo and leader of the eBooking project. 

“We are excited that Swiss WorldCargo has based its new eBook-

ing system on Unisys Cargo Portal Services technology to offer cli-

ents greater flexibility in the way they book cargo shipments,” adds 

Christopher Shawdon, Unisys’s VP Logistics Solutions, “and we wel-

come them to our Unisys cargo community.”

From left, top row: Michael Proebsting (Transportation Processes - Zurich), Dorron Levy (Sales - Israel), Massimiliano Ferro (Services & 
Compliance Asia & Middle East - Zurich), Ruedi Schweizer (SWISS IT - Zurich), Peter Bauernschmitt (Transportation Processes - Zurich), 
Daniel Wyssen (SWISS IT - Zurich). From left, bottom row: René Mattes (SWISS IT - Zurich), Angelo Toffanin (Head of Italy, Spain, Portugal - 
Milan), Mardikar Shashank (Transportation Processes - Zurich).

7

eBooking: the benefits in brief
– Quick and easy access through swissworldcargo.com
– Free registration via a simple sign-up process
– Make your own bookings whenever you wish without any waiting  
 time and in compliance with all regulatory requirements
– Save time by making multiple bookings at once
– Minimized capturing errors through tutorials and automatic  
 checks
– Immediate confirmation for certain shipments
– Check your cargo’s confirmation status whenever you wish
– Track’n’Trace your online-booked shipment as usual via   
 swissworldcargo.com 
– Full support from the trained Swiss WorldCargo specialists
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ACC3: keeping the EU’s inbound   
cargo secure 

INDUSTRY

Aviation has always put safety paramount in its priorities. But 

since a tragedy was only narrowly averted four years ago, the EU 

has developed a new system of approvals for cargo security ar-

rangements elsewhere. 

By Heiner Siegmund

Swiss WorldCargo’s airfreight transports are safe and secure. 

They always have been, of course. But now it’s been officially 

confirmed, by EU “validators” who have been travelling to countries 

outside Switzerland that are served by SWISS. Their findings, be 

they in Kenya, India or Serbia, have been unanimous: SWISS and 

its sister carrier Edelweiss Air get a clear “green light” in cargo          

security terms. 

More than a mouthful
ACC3 is what it’s all about. Yes, it’s another aviation abbreviation 

(as if the industry didn’t have enough of these already); and yes, it 

was invented by the regulators of the EU. But like it or not, ACC3 is 

now a firm fixture in the air cargo sector.

ACC3 is short for “Air Cargo and Mail Carrier Operating from a 

Third-Country Airport”. It may not be the most transparent of ab-

breviations, but ACC3 is not about the niceties of language: it’s 

about ensuring the security of airfreight operations, by eliminating 

as many risks and dangers as possible throughout the process chain. 

And here, alongside the various EU directives for maximizing the 

security of air cargo that are binding for all its member states, ACC3 

plays a vital role. ACC3 is part of the EU’s external security archi-

tecture: the global equivalent, as it were, of its internal edicts such 

as the official licensing of known consignors and regulated agents, 

i.e. the parties that manufacture, transport and handle airfreight 

items.

A result of the Yemen bombs
ACC3 did have a major political hurdle to negotiate in its earliest 

days. Could this network of interconnected security provisions, 

devised by Brussels and developed in close consultation with the 

USA’s Transportation Security Administration, be “imposed” on 

non-EU countries? Could these countries be “told” what security 

provisions to make at their airports and in all the associated pro-

cesses, including the training of the person-

nel involved?

Yes they could, was Brussels’s reply. And 

to back up its argument, the EU pointed to 

the two printer-cartridge bombs that had 

found their way from Yemen onto cargo air-

craft bound for the USA back in 2010. It was       P
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only thanks to the intelligence services that the bombs were dis-

covered: not because of any security checks that they had been sub-

jected to before they were loaded on board. 

The Yemen bombs sent shockwaves through the air cargo           

sector – waves that are still being felt today. They were final confir-

mation (if it was needed) that there are parts of the world where 

air cargo security is a paper concept at best. Brussels and Washing-

ton were certainly alarmed. And the result of that alarm is ACC3 – a 

construct that demands a rigorous examination of the security ar-

rangements of any airline responsible for the transportation of air 

cargo into the EU, both within the Union and worldwide.

A validator corps
Outside the EU, the inspections required under the ACC3 pro-

gramme are conducted by 104 security specialists who, after exten-

sive aptitude appraisals, have been awarded official “validator” 

status by the EU authorities. These validators are from all over the 

world: Switzerland, too, has three of them, who are working with 

IATA. For its own ACC3 certification for its downline stations in 

countries such as Tanzania, Ukraine and Egypt, though, Swiss 

WorldCargo worked with validators from Germany’s Security Train-

ing International GmbH or STI. 
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INDUSTRY

The local security checks address a series of key questions,  such as:

- Are the security standards demanded by the EU observed? 

- How well are the local personnel trained in security terms?

- Where does action need to be taken, what needs to be improved  

 in personnel and technical terms and where do the ground   

 handlers’ training programmes need to be updated? 

- How are consignments documented, and how well does the   

 electronic exchange of data work among the partners in the   

 supply chain? 

These are just some of the items from a comprehensive catalogue of 

points which the validators are required to address. And in each case 

they must determine how well the local parties fulfil the correspond-

ing requirements, and how effective their arrangements are in each 

instance in providing the cargo security levels demanded. 

A proactive approach
Swiss WorldCargo needed to have 15 of its downline stations vali-

dated to receive its EU ACC3 certification. And the people concerned 

here quickly decided that a totally proactive approach was the best 

way to achieve this (and avoid any unpleasant surprises, too).

In practical terms, this meant that as soon as a date had been 

set with STI for a particular station validation, a security specialist 

from Swiss WorldCargo would fly to that station to prepare the lo-

cal staff for the validation process. This was done using a clearly-

structured question and task list which could be used to assess the 

existing local practice.

The result of this clear and anticipatory approach? “All 15 vali-

dations were obtained right away,” says Reto Sigron, Swiss World-

Cargo’s Manager Service & Compliance Europe & Africa. “Not that 

we were too surprised,” he adds. “Irrespective of ACC3, security has 

always been one of our paramount priorities.”

“We did find that it helped if the local ground handler was al-

ready a regulated agent,” Reto Sigron continues. “If they were, then 

their security processes would already have been inspected and 

approved.” This also made the EU validators’ job all the easier. For-

warders sending export items to EU destinations were required to 
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meet the same high security standards, too. “This is the only way 

to ensure seamless security levels,” Reto Sigron concludes, “from 

the manufacture of the goods all the way through to its delivery to 

the consignee.”

Validators recommend, authorities decide
The validators are a vital part of the ACC3 process. But they are only 

empowered to make recommendations on the basis of their find-

ings and conclusions. It is then up to the authorities to decide 

whether a particular airport and the partners involved in its secu-

rity chain comply with ACC3 requirements. Once ACC3 status has 

been granted, this will then be noted on all the associated cargo 

documentation, making it visible immediately to all the parties 

involved in a particular item’s shipment. 

And if violations of the ACC3 provisions are observed? Then the 

parties involved could be prohibited from sending any future car-

go consignments into the EU. And to Switzerland, too: Swiss-based 

airlines have the same status as EU-based carriers under the cor-

responding Swiss/EU air services agreement. 

White and green lists
1 July 2014 was the deadline which was set by the EU for stations to 

obtain ACC3 status. Airlines could be temporarily exempted beyond 

this date, however, provided they requested an extension of the 

ACC3 inspection process over a slightly longer timeframe. There 

was no need for that at Swiss WorldCargo. “We had no problem 

meeting the 1 July deadline,” Reto Sigron reports. “And we did so 

for all 15 of our stations in non-EU countries that are on the EU’s 

White List because of existing general security concerns.”

The “White List” destinations inspected here included those in 

the Maldives, Thailand, India, Kenya… and the Dominican Repub-

lic, to which SWISS doesn’t even fly. “It is served by SWISS’s sister 

carrier Edelweiss Air, though,” Reto Sigron explains. “And they car-

ry cargo, too, so we decided to obtain their ACC3 certification at the 

same time.”

Alongside the White List, incidentally, the EU also maintains a 

“Green List” of countries for which it has few or no security con-

cerns. These include all the EU member states, Switzerland, Nor-

way, China, the USA, Japan, Australia and South Africa, to name 

just a few.

Funded by the airlines
But what happens in the case of a consignment that is sent from a 

non-EU country to the USA (or another destination) via Switzer-

land? “If the ACC3 requirements have been met at the point of 

original departure, it won’t need to be re-inspected when it’s trans-

ferred from flight to flight in Zurich, or indeed at any of our air-

ports,” Reto Sigron emphasizes. “And the system’s integrated nature 

here saves a lot of time and costs.”

Talking of costs: sizeable expense has been incurred by Swiss 

WorldCargo and its fellow cargo carriers through the whole ACC3 

certification process. A validator will usually take two days to in-

spect a station’s security arrangements. And their time and effort 

will be billed to the airline, together with the costs of their accom-

modation, meals and further expenses incurred. “With 15 stations 

– which is what was involved for us – that all mounts up to quite a 

tidy sum,” Reto Sigron points out.

The whole process has also created a new business segment for 

the companies where the validators are employed. And it’s one 

that’s likely to be around for some time to come: the checks have to 

be repeated every five years; any airline that changes its handling 

agent in an ACC3 country must have its arrangements validated 

anew; any EU airline that starts a new service to a destination in a 

White List country will need to call in the validators; and any major 

change in a local handling or forwarding landscape will trigger a 

further inspection, too. 
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Flying artworks to their rightful home 

Not all the agents who knock at Swiss WorldCargo’s door are for-

warding agents. They might be FBI operatives – like Agent G., 

whose call to the Swiss WorldCargo team in San Francisco last 

spring marked a turning point in the thrilling story of a Polish 

Resistance fighter with the name of an Indian goddess, her es-

cape from a concentration camp and her lost artworks. It all 

started in Warsaw during the Second World War, and ended – 

happily – in a little museum on Lake Zurich 70 years later.  

By Silvia Cappelli

”An FBI investigation has turned up over 70 paintings by Polish 

artist Hanna Weynerowska which had been missing since her 

death in 1998. Although Weynerowska had bequeathed her work to 

a Polish government museum in Switzerland, her family had nev-

er fulfilled her wishes. The paintings were found in a storage room 

in Santa Rosa and sent to the museum near Zurich. Polish and US 

officials held an official ceremony of restitution on 16 June.”

That’s just the short version of the story behind the shipment of 

artworks from San Francisco to Zurich that was entrusted to Swiss 

WorldCargo last spring, as it was reported in most newspapers in 

Northern California. If that sounds intriguing, wait till you hear 

the full account, because there’s much more to tell about those art-

works and their creator. 

Hanna Weynerowska was born in Warsaw in 1918. Having just 

graduated from art school, when the Second World War broke out 

she joined a Polish Resistance squad “assigned to blow up bridges, 

tunnels and highways”, as she recalled in a 1983 interview. For her 

special missions she used the codename Kali, the fierce Hindu god-

dess of time, change and destruction. And she would sign her paint-

ings with the same name for the rest of her life.

In August 1944, during the uprising against the Nazis in Warsaw 

in which tens of thousands of Poles died, she was wounded, cap-

tured and sent to a concentration camp. She managed to escape – 

she never told how – and found her way to Brussels with the help 

of the US forces. There she resumed her painting and met her future 

husband, a fellow Polish refugee and a resistance fighter, too. To-

gether they emigrated to Canada and from there, in 1953, to San 

Francisco, where they spent the rest of their lives.

“Kali” continued to paint, and her works were exhibited all over 

the USA. Before her death in 1998, she de-

cided to bequeath 78 of them to the Polish 

Museum in Rapperswil, near Zurich. The 

museum was established to display and pre-

serve Polish art before the fall of the Soviet 

Union; and it continues to do so, despite fi-

nancial difficulties.

After Weynerowska’s death, though, the paintings disappeared. And 

they didn’t make it to the museum until last spring, when the          

Polish government enlisted the help of a special FBI unit to track 

them down, and about 75 canvases were recovered in a storage fa-

cility. One of the artist’s male relatives turned over the paintings 

voluntarily, and was not prosecuted. The FBI speculated that the 

family had held onto the works due to the high shipping costs and 

their “emotional attachment”.

“Agent Joseph A. G. contacted us last March to organize the trans-

port of the paintings on our direct San Francisco-Zurich flight, be-

lieving that we would provide the utmost in service and security 

for such a valuable shipment,” says Dennis Crasto, Regional Man-

ager Northwest USA at Swiss WorldCargo. “And our Transportation 

Management team in Zurich helped coordinate the efforts of the 

Polish Museum and Swiss Customs upon arrival.”

“Our team in San Francisco is very proud to have assisted in get-

ting these treasures to their rightful home,” Crasto continues. “Our 

colleague Frances Walker coordinated the transport with Agent G.; 

the crates containing the paintings were delivered to our warehouse 

on the day of departure; and Agent G. escorted them all the way to 

Zurich on board our flight.”

Once in Zurich, the shipment was handled by the Via Mat com-

pany and was safely delivered to the museum in Rapperswil. The 

paintings, which are in the artist’s distinctive pointillist style, have 

titles such as Boy on Donkey, The Cobbler and Walking a Bird. Their 

financial value is modest, but they are priceless to the legacy of Pol-

ish artistic excellence.  

Poland is still looking for some 80,000 artworks that were lost 

or stolen during World War II.

Kali's paintings arrive at the Polish Museum in Rapperswil
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10 questions to Christian Wyss
Head of Procurement at Swiss WorldCargo

VIEWS FROM THE TOP

Christian, if a child asked you what you do, what would you say?

Shopping! However, every item (or in our case every service) 

that we purchase has been carefully defined before we go into the 

“shop”. The “family” discusses in advance what each of its members 

wants or rather needs, so as not to get distracted by some special 

offer or marketing gimmick. In other words, there’s no “spontane-

ous” shopping here. Procurement staff should be immune to shiny 

ads, and should look behind the scenes as much as possible. And 

the boring part is that we buy the same stuff again and again. Still, 

even our shops look different all around the world, so the “same” 

is always different, too.

What did you want to be when you were a boy? And how did you end 

up in the airfreight industry?

As a child I didn’t have any wish or dream of “what to be”. My 

father was a policeman, and I soon knew that that wasn’t what I 

wanted! And my two brothers, who are six and seven years older 

than me, went for craftsmen’s apprenticeships, but I ruled that out, 

too. As you see, I was doing the whole thing by a slow process of 

elimination. And I remained undecided till I learned about the 

School of Transportation. The two-year course there gave me the 

opportunity to join Swissair as an apprentice at the age of 18. For 

my first six months with the company I was employed as an intern 

in the Cargo Division; but for the following ten years I was on the 

passenger side, until I joined Swiss WorldCargo in 2002.

What would you say are the “pleasures” and “sorrows” of your job?

The really satisfying part about our function is that we have a 

tangible result at the end of (almost) every procurement process. 

There’s always the odd exception, but although a contract is only 

abstract, it sets the parameters for the future, and we usually know 

what to expect from it for a defined period to come. In fact, as a 
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contract is the result of a longer process with several parties in-

volved, I prefer to speak of “agreements”. And the pleasure is in 

seeing these agreements translated into reality with the outcome 

expected. Thanks to the professionalism of our teams worldwide, 

I can also say that this is the usual outcome. If you ask me about 

sorrows in our job, there is one that sticks out: having to choose 

between bad and worse. Sometimes our choice is limited or even 

non-existent, and we have to make a contract without an agree-

ment…

What are the most urgent challenges that you’re facing at the 

moment? 

Urgency is the worst advisor in procurement! If we have ur-

gency, it means that we’ve done something wrong at our end or we 

haven’t been involved early enough by the requisitioner(s). If this 

is the case, there’s usually no satisfying outcome: you either overpay 

or the service doesn’t fit your requirements. Here again there are 

exceptions; but as we have mid-to-long-term contracts, we must 

plan ahead and allocate each project the amount of time it requires. 

Applying this simple rule really pays off. As in everything else, it’s 

all a matter of setting the right priorities. In our case, those pri-

orities are mostly money-driven: the greater the potential savings 

or improvements with a new agreement are, the higher a priority 

it will get.

What would be your wish for the future of our industry?

To finally leave the “Stone Age” and make full use of digitization! 

Our industry uses the most advanced aircraft to transport goods 

that incorporate the very latest technologies, but still uses PAPER 

documents to accompany them! Digitization won’t solve all our 

problems, but it will definitely open new doors and create new op-

portunities. I believe there is huge potential in making our supply 

chains more transparent. The more we know, the better the solu-

tions we’ll deliver to meet the needs of our customers. I really hope 

we see a few giant steps in the near future here. Otherwise we risk 

ending up in a museum; and, unlike a great work of art, that’s def-

initely not the place for any industry to be.

What do you do when you’re not working? 

I love good food and fine wine. An extensive lunch or dinner 

with friends is something I really enjoy and never regret spending 

time on (unless the food or wine is poor!). Another passion of mine 

is soccer, but only as a supporter: I have a season ticket with my 

favourite club, so I’m a regular at their home matches. I also enjoy 

being in the mountains, especially during wintertime here in Swit-

zerland. I picked up tennis again last summer after a break of almost 

20 years: really tough, but I enjoy it. And my latest hobby, and the 

one that’s taking up most of my free time right now, is gardening. 

We moved into a house recently and there’s always something to 

do, so I have plenty of opportunities to improve my DIY and gar-

dening skills. 

Do you have a dream that you keep in the drawer for a later stage in 

your life?

I’m not a dreamer: I’m more down-to-earth, and I think that 

keeping dreams in a drawer gets you nowhere. I do have a wish, 

though: that life keeps treating me well!

Christian Wyss in brief

Born and raised near Zurich, I am the youngest of three brothers. I 
grew up in the countryside, and spent most of my free time as a kid 
“out in the green” in the nearby forest, or playing soccer in the 
backyard of our apartment or roller-hockey out on the street.

I started my aviation career as a Swissair apprentice in 1992. After 
two years of apprenticeship I spent six months working at Paris 
Charles de Gaulle Airport before returning to Zurich Airport to serve 
in Passenger Services. 

In 1998 I moved to Swissair’s Passenger Revenue Management unit; 
and four years later I came to Swiss WorldCargo. I spent the next 
eight years in our Contribution Management department, and then 
moved to my current position as Head of Cargo Procurement in 
2010.
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Swiss WorldCargo’s annual Customer Satisfaction Survey cele-

brates its tenth anniversary this year. And once again, our clients 

from all over the world – more than 1,100 of them – took the time 

to give us their valuable feedback. While overall satisfaction is 

always very high throughout our network, three of our stations 

registered striking improvements in this latest CSS in terms of 

their inside and outside sales. So we asked the Swiss WorldCargo 

teams from Frankfurt, Budapest and Montreal to share the “se-

crets of their success”. 

By Jochen Leibfritz, Head of Germany

Frankfurt: speed and extended business intelligence
Inside Sales
Swiss WorldCargo Frankfurt is changing its rate inquiry handling 

process. Inquiries from all over Germany are now bundled by one 

centralized pricing desk at our forwarders. In Frankfurt we had to 

find a way to cope with the increasing number of rate requests. First 

we had to speed up the process. Speed is de-

cisive in pricing, so we increased the re-

sources in our inside sales team and hired 

one additional full-time employee. Then we 

decided to improve the “business intelli-

gence” of our employees, given that we get 

rate requests from different source markets 

in Germany – Frankfurt, Düsseldorf, Hamburg, Stuttgart, Berlin 

and elsewhere. Our inside sales team members now participate in 

sales visits with their outdoor sales colleagues, so they can improve 

their general operational knowledge and broaden their competence 

in logistics, enabling them to answer as many questions as possible.

Reservations
Booking requests coming in by phone or mail have to be answered 

quickly. With the help of a new telephone management system we 

have significantly improved our reachability: calls are now an-

swered within 30 seconds. In addition, all the team members can 

handle flight and truck dispositions and can answer a wider range 

of possible questions, from the loadability of cargo to temperature-

controlled shipments and more.

By Andrea Ferenczi, Head of Hungary

Budapest: proactive information (and some Swiss 
chocolate…) 
Outside Sales
Most airfreight players in Hungary are based in the “small village” 

located near Budapest Airport. We all know each other well, and the 

communication is quite open. And Swiss WorldCargo is considered 

especially reliable as the results of the latest CSS show. Preparation 

for our visits is essential: we collect as many details as possible re-

garding the customers’ activities, including their market share and, 

most important of all, trends in our collaboration. To find out what 

our customers really need, we also try to ask the right questions and 

listen carefully to their answers. Needless to say, we try to provide 

CUSTOMER SATISFACTION SURVEY 2014

The secrets of success

      P
lan
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People                  Prof t

Satisfaction with Inside Sales / Reservations – Frankfurt

KE Inside Sales / Reservations 2013

82 77

Office hours

78 77

Waiting Times untill connected

73 69

Length of time staff has for you

80 80

Solution driven approach

76 73

Speed of booking confirmation

74 68

50 60 70 80 90 100

Team Germany       
From left: Jasmin Shurbaji, Martin Rehor, Alexander Kuffner, Horst 
Jonas, Eva Pegiou, Lydia Korenewski, Viola Scheibel   
Sitting: Naved Qureshi, Samir Aoulad. Missing: Jochen Leibfritz

Average satisfaction ratings with a range      
from 0 (very dissatisfied) to 100 (very satisfied)
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all the information our customer requires, too; and if we cannot, 

we try and get back to them within 24 hours. 

In addition to our scheduled meetings, we have also established 

a tradition of “chocolate visits” to our regular customers. After all, 

who doesn’t like Swiss chocolate? 

Inside Sales and Reservations
Our (inside and outside) sales activities are well supported by our 

policy of proactively informing our customers in the event of any 

shipment irregularity. This makes the role of our reservation team 

crucial. And to increase our "just in time" performance", we have 

introduced our "Queue 64" system to handle irregularities.

Telephone bookings are also good “sales” opportunities. So we 

not only chat with our agents about the current shipment, but also 

inquire about possible new business opportunities. All the infor-

mation collected is shared within the team at our regular meetings, 

so that we have “a collective mind” – like the Borg in Star Trek! 

By Markus Gysin, Head of Canada

Montreal: a happy team means happy customers 
The air cargo business is first and foremost a people business. And 

successful sales, both inside and outside, come from the quality col-

laboration of a happy and respectful team. 

As the results of the latest CSS show, this is exactly what the Swiss 

WorldCargo team in Montreal is all about. The generally good mood 

Team Hungary       
From left: Dorottya Zaban, Andrea Ferenczi, Peter Paor

Satisfaction with Outside Sales – Hungary

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

KE Outside Sales KE Inside Sales / Reservations2013 2013

94 9791 93

Telephone accessibility Office hours

97 9390 88

Decision-making competence Waiting Times untill connected

94 9786 88

Frequency of visits

Perceived numbers of visits per year

Expected numbers of visits per year

Length of time staff has for you

95

9

16

9487

6

7

86

Solution driven approach

94 88

Speed of booking confirmation

96 86

50 60 70 80 90

50 60 70 80 90 100

100

Satisfaction with Inside Sales / Reservations – Hungary

in our office comes across in every phone conversation, and any 

conversation with our customers is also a sales call. Fundamen-

tally Canadian, we are a multicultural team consisting of Egyptian, 

Italian, Ukrainian and Swiss, reflecting the truly international na-

ture of our business. 

Even though Swiss WorldCargo boasts the highest flown-as-

planned rates in the industry, we are well aware that things can go 

wrong. This is when the true quality of a team shines through: ad-

mitting errors, proposing solutions and providing a proper follow-

up are all part of an after-sales service that is vitally important to 
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CUSTOMER SATISFACTION SURVEY 2014

Overall satisfaction still on the increase

As these latest Customer Satisfaction Survey results show, overall 
satisfaction with and loyalty towards Swiss WorldCargo remain very 
high, at 83 and 87 points respectively out of a maximum of 100.

Team Canada      
From left: Youssef Terouz, Markus Gysin, Melanie Constant, Carmine 
Mambro. Missing: Peter Stalder.

our customers and may even result in new sales opportunities. Fur-

thermore, we never make promises that we don’t intend to keep: a 

customer always appreciates honesty, hearing from us when we can’t 

accomplish something, over being let down with false promises. 

Incoming cargo is also very important to us. After all, our im-

ports are another station’s exports and deserve the same attention 

that we expect for our own exports elsewhere. And to quote our 

former Account Manager Benoit St-Arnaud, who sadly passed away 

over three years ago: “Big or small, SWISS takes it all!” We pay full 

attention to all our shipments, regardless of size. 

In a very difficult airfreight environment like Canada’s, with de-

clining exports and sizeable overcapacity, we focus not only on meet-

ing our targets (which may prove an almost impossible task) but also 

on market share and yields, using all the market intelligence we can 

get. This helps keep us consistently ahead of the competition and 

close to our customers. 

Ultimately, though, the most important thing in our business is 

to like what you do and to love your work and your working environ-

ment. Happy employees are the bedrock of any company’s success. 

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

Satisfaction with Inside Sales / Reservations – Montreal

KE Inside Sales / Reservations 2013

94 91

Office hours

92 88 

Waiting Times untill connected

92 91

Length of time staff has for you

93 92

Solution driven approach

92 89

Speed of booking confirmation

91 91

50 60 70 80 90 100

Satisfaction with Outside Sales – Canada

KE Outside Sales 2013

93 89

Telephone accessibility

96 91

Decision-making competence

89 86

Frequency of visits

83 75

50 60 70 80 90 100



Winter Timetable News
2014/2015

INFO GUIDE

Intercontinental Network
Zurich – Bangkok New Time        

 ZRH-BKK: 17.55 - 10.50      

 BKK-ZRH:  13.05 - 19.30      

 Frequency:  1  2     4  5  6  7 

Zurich – Miami Seasonal increase from 10 to 13 weekly frequencies

Zurich – Sao Paulo Seasonal increase from 7 to 13 weekly frequencies

Zurich – Cairo Replacement of A333/343 with A320 on a year round basis and  

Edelweiss Air Network
Zurich – Male Re-joint of flights as from 27th of September

Zurich – Cape Town Re-joint of flights as from 29th of September

 Increase of frequency to 2 weekly flights as from 31st October

 Increase of frequency to 3 weekly flights as from 3rd December

Further information at SWISSWORLDCARGO.COM

American Spirit / Shutterstock.com

MJ Prototype / Shutterstock.com
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Swiss WorldCargo and Swisspost 
introduce their first “paperless 
mail routes”

Swiss WorldCargo helps acrobats fly

20 Cargo Matters

Swiss WorldCargo is an active participant in the Future of Mail 

by Air (“FoMbA”) initiative, and is dedicated to adopting paper-

less air mail processes throughout its network. The FoMbA acronym 

may not trip off the tongue, but the initiative is intended to achieve 

the same simplification and dematerialization of the air mail pro-

cess that the eAWB and e-freight initiatives aim to bring to the air 

cargo process. In fact, the goal of FoMbA is to replace air mail trans-

port’s paper documents entirely with EDI messages, turning the 

current multi-document paper trail into a leaner, faster and much 

more reliable electronic exchange.

As part of these endeavours, Swiss WorldCargo recently con-

cluded its first paperless transport agreements with Netherland 

Post and Royal Mail, which now enable the paperless transport of 

Swisspost mail shipments on the following routes from Switzerland: 

Royal Mail: GVA-LCY, GVA-LHR, ZRH-LCY, ZRH-LHR

NL Post: ZRH-AMS

Artists from all over the world travel to Switzerland each year to 

perform in one of the most remarkable shows on the circus 

calendar: Salto Natale. Devised by Gregory and Rolf Knie 12 years 

ago, this unique event has established itself as an exclusive winter 

circus with a multicultural constellation of acts and artistes that 

changes every year. This year’s show will take place in Kloten, near 

Zurich, from 20 November to 4 January. 

Swiss WorldCargo has been transporting the artists’ various 

equipment from different countries such as Spain, Russia and Vi-

etnam. One of the stars involved is Spanish acrobat David Pereira 

(pictured), whose trolley was freighted from Berlin to Zurich. David, 

who has been Spanish national champion five times in a row and 

is now based in the German capital, creates special performances 

for all kinds of events. And for Salto Natale he’ll be aiming to thrill 

his audiences with his acrobatic trolley show. 

More information: www.saltonatale.ch

Paper documents have now been completely abolished for the above 

mail routes, and all the associated data are exchanged purely by 

electronic data interchange (EDI) messages. Electronic data trans-

fer is secured right from acceptance at the origin to final delivery 

at the destination. The corresponding system capabilities have been 

developed in collaboration with Swisspost, which is also Swiss 

WorldCargo’s mail handling partner at its Zurich hub. 

FoMbA is being promoted by postal organizations and airlines 

all over the world, under the umbrella of the Universal Postal Union 

(UPU) and the International Post Cooperation (IPC). The FoMbA 

initiative is also part of a broader action plan to improve services, 

reduce costs and develop new operational efficiencies for mail 

transported by air. 

INFO GUIDE



Susanne Wellauer Milo Gerisch Silvia Chacón Ramos

In order to offer our customers the perfect airfreight solution 

whenever they require it, we aim to gain an even better appre-

ciation of their specific needs, and develop even better expertise 

to meet them. 

That’s why we’re now adopting a “vertical industry” approach, 

creating more and more specialist competences for the healthcare, 

valuables and mail sectors. And Susanne Wellauer, Milo Gerisch 

and Silvia Chacón Ramos are our newly-appointed “vertical indus-

try managers” here. 

Susanne Wellauer, our new Vertical Industry Manager Health-

care & Pharma, has held various sales and product management 

positions at Swiss WorldCargo in the last 12 years, including          

Sales Area Manager for the Basel region (where she gained a solid 

experience of the pharmaceuticals sector) and Product Manager 

Swiss Mail. 

Swiss WorldCargo appoints three Vertical 
Industry Managers

Milo Gerisch, our new Vertical Industry Manager Precious, had 

been in our Product Management team since he joined us last 

spring. Milo has substantial experience in air cargo, having served 

in a number of sales and customer service management capacities 

at KLM and KLM/Air France Cargo Switzerland over the past 12 

years.

Silvia Chacón Ramos, our new Vertical Industry Manager Mail, 

is a newcomer to both Swiss WorldCargo and the airfreight indus-

try. But she can draw on extensive experience from the passenger 

side, especially in revenue and knowledge management.  

Follow us on Twitter and get the latest vertical industry news! 
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Two lion cubs that had been rescued from a miserable life of be-

ing photographed with tourists at a theme park in Alicante, 

Spain were transported by Swiss WorldCargo from Madrid to Jo-

hannesburg last month. 

George and Yame fly back home 

The new Swiss WorldCargo App enables customers worldwide to 

access Swiss WorldCargo’s interactive services from their smart-

phone or tablet.  

Available free of charge from the App Store or the Google Play 

Store, the new app makes Swiss WorldCargo’s customers’ day-to-

day business easier by offering the following utilities on all mobile 

devices:  

- Track’n’Trace: cargo shipment status via the AWB number

- Timetable: all the details of all our connections

- Booking Contacts: full contact information for all    

 Swiss WorldCargo offices worldwide including e-mail,   

 phone and fax numbers

- Products & Services: at-a-glance details of our various    

 products and services.

Swiss WorldCargo goes mobile!

George and Yame were both suffering from sores, infections and 

bone disease when they were rescued. But they were nursed back 

to health in Madrid before finally making it “home” to the African 

savannah. 
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Swiss WorldCargo has entered into a new partnership agreement 

with WCA Ltd – the world’s leading freight forwarding network 

for independent logistics providers. Under the Memorandum of 

Understanding (MoU), Swiss WorldCargo and WCA will under-

take a number of unique cross-cooperation projects with three 

of the network’s specialty groups – WCA Pharma, WCA Time Crit-

ical and WCA Dangerous Goods.

The alignment of these industry verticals between WCA’s mem-

bers and Swiss WorldCargo will allow the generation of a range 

of new business opportunities in these burgeoning sectors of the 

industry.

Executives from both organisations will conduct regular region-

al meetings to ensure the efficiency, quality and accessibility of end-

to-end logistics solutions for specialist shippers that meet the high-

est industry standards. The two organisations will also exchange 

product and operational information to drive growth and cost-ef-

ficiencies across these specialist sectors of transport.

Swiss International Air Lines’ Chief Cargo Officer, Oliver Evans, 

said: “We already have an excellent name in the targeted market 

segments which we have achieved through the relentless pursuit 

of reliability, quality and customer responsiveness. Nevertheless 

the logistics market is complex and customers need a range of so-

lutions to support and develop their supply chain. WCA have cre-

ated innovative networks offering proven benefits to their partici-

pating members. We see our partnership with them as a complement 

to our existing offer, opening the door to new, flexible and prag-

matic solutions for end users all across the globe.” 

WCA President David Yokeum added that the partnership agree-

ment demonstrated that an increasing number of airlines recognise 

the growing importance of the independent logistics sector to the 

health of the industry. “Our members have an unbeatable reputa-

tion for quality, service and innovation – especially in these niche, 

but highly important, verticals within our industry. By working 

closely with SWISS, which itself has established such a strong glob-

al reputation as a leader in these sectors, we can help bring even 

greater value to the ultimate users – the shippers and consignees.”

Yokeum also commented that the “recent release of industry 

data has established that the independent sector is significantly 

increasing its global market share within airfreight. Therefore it is 

encouraging to see that innovative airlines are looking to increas-

ingly engage with WCA and its members.”

Swiss WorldCargo partners with WCA

Signing the MoU: From left to right, Adam McKenna (WCA Specialty Networks), Oliver Evans (CCO SWISS), David Yokeum (WCA),  
Colin McInnes (Swiss WorldCargo)

INFO GUIDE
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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 directly 

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

ters. Employees of Swiss International Air Lines Ltd. (including 

Swiss WorldCargo’s GSA) 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 remote controlled truck offered in out last issue’s contest was won 
by Cameron Hickman, from Marken (South Africa) 

INFO GUIDE

Get on swissworldcargo.com and win a 
Samsung GALAXY Tab 4

SWISSWORLDCARGO.COM

I am Peace of Mind

Mambio Ravezzi 
Sales Manager Cargo Italy

Of course, Swiss WorldCargo is a hallmark for quality, precision and a dedicated global team. But all you really need to know is 
this: the moment you hand over your cargo to us, you can stop worrying. This is the true meaning of: We care for your cargo.



www.zurich-airport.com

As an air freight hub, Zurich Airport guarantees efficient handling, transfer and 
delivery times. Thanks to highly-qualified partners in the air and on the ground, 
it also ensures that your consignments arrive quickly and safely at their destinations. 

wm5_SwissWorldCargo_Werni_210x297_e.indd   1 18.01.11   07:14


