
Volvo has always had a reputation for quality, safety, and dependability. Anyone
who drives a Volvo car is well aware of the company’s legendary attention to
detail that extends to every part of the vehicle. You’ll find that same philosophy
exists throughout the Volvo group of companies, including Volvo Logistics North
America, a customer of Vitran Express (VE) US. Volvo Logistics is a  third-party
logistics provider that represents the Volvo family of companies including Volvo
Truck, Volvo Parts, Volvo Penta, Volvo Motor Graders, Mack Trucks, Blue Bird
Corporation, Prevost Car, and Nova Bus. The majority of Volvo companies are
headquartered in Greensboro, North Carolina.

Volvo is a relatively new VE customer, coming onboard in March 2003,
through the efforts of Rick Diaz, National Account Manager and Tim Kubiak,
Volvo Logistics Director of Purchasing. Currently VE picks up engine
components and related parts from Volvo’s suppliers throughout the Midwest, as
Rick says, "everything to build the ultimate transport vehicle." 

The shipments are brought into VE’s Columbus, Toledo and Indianapolis
service centers for consolidation. "There we cross-dock the freight to create
truckloads, with line haul to plants in Dublin, Virginia; Lexington, Kentucky;
Tennessee; Brantford, Ontario; Montreal, and Ste. Claire, Quebec,  and their
parts distribution center in Lewis Center, Ohio," Rick says. 

It sounds simple, but the reality of the consolidations is considerably more
complicated, as Jere Worcester, Service Center Manager in Columbus, explains.
"We deliver to several different Volvo warehouses in Dublin," he says. "Some
deliveries go to the assembly plant, others go to outside suppliers, and still others
go to their hub for overseas shipment." 

Equally important are the direct LTL shipments Vitran handles from the
Volvo and Mack parts distribution centers to the Volvo and Mack dealers. A
consistent on-time delivery is required. If VE misses, Volvo Logistics demands an
immediate corrective action plan. 

In Toledo, a wide variety of parts arrive at the service center, all of which must
be cross-docked and made ready to ship to the Volvo Canada operations.  These
quality bus and construction equipment plants produce everything from luxury
coaches to school buses. "The challenge there is to see that all shipments have
the proper documentation to clear customs, and we’ve had to educate the
suppliers to make sure the right paperwork is completed," says Bruce Roberts,
Service Center Manager in Toledo.

Timing is another constant challenge as Volvo works on a just-in-time
schedule that allows for small delivery windows. If the parts are not delivered to
the assembly line on time, the line has to be shut down, resulting in hundreds of
idle workers, missed production deadlines and cost overruns. In the Columbus
and Toledo service centers, Julia Chandler, Jan Nyitray, Julie Susor and Alisha
Szczypkowski are the first line of communication for Volvo, often talking to
Volvo many times in one day to confirm loads and discuss any potential concerns.

Volvo’s attention to detail also extends into eliminating damage from their
shipments. The use of emballage packaging (a returnable packaging system Volvo
uses to ship all of its freight) facilitates the loading and unloading of trailers.

Attention to detail drives Volvo-Vitran partnership
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From l to r, the Volvo Logistics team: Jim Brown, Mike Molitoris, Bryan Bennett,

Bob Hochwarth, Tim Kubiak, Lee Milton, Joe Martin
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Toronto Regional and National
LTL operations to merge

Tony Trichilo, President of Vitran’s Canadian LTL
Division, announced recently that the Toronto
Regional and National LTL operations would
merge within the coming year. This strategic move
is designed to strengthen the company’s ability to
grow as well as improve customer service. The
merger will also prepare and position the Toronto
Regional operation (which is located in Concord,
just north of Toronto) for a long-awaited move to
a new facility. This move hinges on Canadian
National’s relocation of their Intermodal yard to
Vaughan, Ontario, of which a formal commitment
is expected later in 2003.  

R O U N D  U P

Now’s the time for the
Vitran kid’s holiday card 
design contest.
See page 4 for details.



This means more efficient loads and, again, avoids the more severe financial consequences of shutting
down the assembly line when a damaged part can’t be used.

To better understand how the Volvo plants and parts distribution centers function, VE people have
visited several facilities both in the US and Canada. At the same time, the Volvo team, led by Tim
Kubiak, and including Bob Hochwarth, Director of Logistics; Bryan Bennett, Transportation Manager,
Parts Logistics; Logistics Account Managers Lee Milton, Jim Brown and Mike Molitoris; and Joe
Martin, Operations Manager, have toured VE service centers and met the associates taking care of their
business. The Volvo team also met with the VE executive staff Dave Kimack, President; Tom Nagel, VP
Marketing and Sales; Mike Sanford, VP Operations; and Rick Diaz, to further qualify VE as a long term
business partner.  "It’s important to make contact and connections with the people you’re working with,"
explains Tim. "We look for partners who share the same philosophy in terms of our focus on quality,
safety and the environment."

Quick Facts
Trucking will continue to be #1 way to move freight
The trucking industry will continue to dominate domestic freight transportation modes, says US Freight
Transportation Forecast to 2014, a recently released report from the American Trucking Association. It
predicts that trucking will grab 68.2 per cent of all freight moved throughout the US by 2008, a 0.8 per
cent increase. The forecast predicts that rail will move 13.4 per cent of domestic tonnage five years from
now and that Intermodal will move 1.4 per cent. Pipeline will carry 9.3 per cent; water passage will move
7.6 per cent; and air deliveries will carry 0.2 per cent of total tonnage. In Canada, Transport Canada
research suggests that for-hire truck traffic is expected to increase by twice the rate of rail and marine
modes this decade.
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May the forces be with us
The North American economy continues to sputter along, and as I
mentioned in my last message, unforeseen external forces continue to
present themselves. The continued weakening of the US dollar and
corresponding strengthening Canadian dollar has made 2003 a particularly difficult year for Vitran. The
blackout that hit the Northeast recently also had an impact on us. We add these issues to the long list of
external forces that we simply cannot control.

It is much more important for us to focus on the things that we, as a team, can control, and I am pleased to report that there are several issues
we are actively working on to improve our operation. For example, we continue to focus on our service, working to keep it one of the best in
the industry. We are also concentrating on strengthening our operating margins, which, of course, will allow us to further invest in our business.
Investment is also the key word when it comes to improving our technology. Keeping our rolling stock current and well-maintained,
particularly our trailing fleet in Canada and the US, is another important focus. And we must continue to invest in our facilities.   

All of us are aware that it is a challenge to meet certain company objectives as we pursue perfection to position Vitran as the pre-eminent
North American transportation and logistics provider.  

We are also aware that as we meet these challenges to drive a more acceptable level of return from our operating companies, it is time to begin
to expand our business. We need to do this both within our existing companies today, as well as externally, with the potential of an acquisition.
Vitran has always been a growth company with a strategy of coverage throughout North America. Although the economic downturn and the
recent LTL integration in both US LTL and our Logistics divisions slowed us down somewhat, we are now again poised to move that process
forward.

Every one of us plays a key role in the speed with which we can attack these expansion initiatives. Everyone has to continue to find ways to
both improve service and expand our operating margin. 

Our track record shows that we have always re-invested profits heavily back in the company, and of course, we will continue to do so. The
road ahead of us is extremely interesting. We will expand our existing businesses and will find new regions that will eventually be represented
by Vitran. This is an exciting prospect, a sentiment I’m sure all of us, including  customers and employees, share as well.

Let’s finish strong in 2003 and prepare ourselves for a terrific 2004.

Rick E. Gaetz
President and CEO
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Frontier Temperature Control runs hot and 
cold all year long
It’s 85° F in the hot sun in Indianapolis, Indiana. But there are no signs of overheating as the Frontier
Temperature Control fleet of trucks rolls out onto the highways and byways of the US Midwest. The
loads of refrigerated and frozen foods – chocolate mint ice cream anyone? – are being monitored closely
by conscientious Frontier Temperature Control drivers. Curt Cullison, who has been an owner/operator
with the company for 18 years, explains his routine to ensure shipments maintain proper temperatures:
"I monitor the temperature of the load on a regular basis. Every time I stop to check the tires, or get a
coffee, it’s just second nature to look at the control panel on the front of the refer unit." The "refer" unit
(pronounced reefer) is a slang term for the refrigerated trailer that is equipped with a heating/cooling
system to maintain constant temperatures between -20° F and 80° F. The temperatures inside a non-
refrigerated trailer can jump to over 100° F in the summer, turning ice cream to milk in minutes. 

Keeping cold foods cold is crucial for food giants ConAgra and The Kroger Company, two Frontier
Temperature Control customers. They’re counting on the carrier’s drivers and equipment to deliver
shipments quickly and without spoilage. Sheryl Miller, Operations Manager for Frontier Temperature
Control, explains that drivers are given a thorough orientation in transporting temperature sensitive
goods, including bringing the trailer to proper temperature before the shipment is loaded, and using the recording device inside the trailers
that displays and records temperatures every 15 minutes for as long as the refer is running.

Food products are not the only items that require constant, specific temperatures. "Other freezables we carry include plants and
pharmaceuticals," Sheryl explains. "In the winter, we run the refers between 65° F and 70° F for products that can solidify if they get too cold." 

Frontier Temperature Control has also transported some unusual goods. Several years ago, they hauled frozen animal pancreases that
were used for making insulin. Curt also recalls driving loads of auto parts from Indiana to the customer’s plant in Detroit, Michigan. "People
would ask me why auto parts would need a refer," Curt says. "I’d have to explain that in the winter, the parts would come from a warm
factory into a cold trailer, where condensation would happen. That moisture would cause rust on the parts which would require a difficult
removal process on delivery. It was more cost-efficient to ship them in temperature-controlled vans."

In the end, transporting temperature-controlled goods is a competitive business, where you’re only as good as your on-time record
and the satisfaction of your customers. "Our only product is service," Sheryl says. "We have to step up to the plate every single time to
make sure our customers are happy. That’s what we do best."

Being accountable: collectors are people too!
"Many people think that our job is all about endless hours of calling people up to bug them for money, and then
hanging up, but that’s not it at all. We do so much more and we are so much more." Salpi Savaya works in
Accounts Receivable in Vitran Express (VE) Canada’s Concord, Ontario, office. She’s a collector who’s
passionate about her job, enjoying her work with her customers and other Vitran people in the rates, dispatch
and sales departments. It’s because of this enthusiasm that she wants others to understand a little bit more about
the sometimes misunderstood job of a collector. 

Gordon Alias, Credit Manager for Ontario at VE Canada, explains that being a collector often means
liaising with other departments, such as Sales, Operations, Customer Service, Rates, Claims and Billing. "If
there is a payment issue, it can sometimes mean that we have to solve a rate or claims concern first," Gordon
says. "The collector has to work with that department to resolve the issue, always remembering that the

customer has to be kept front and center." 
Keeping the customer front and center requires excellent customer service skills on behalf of the collector.

Sue Williams, Office Manager in VE’s Canada’s Surrey, BC, office manages accounts receivable and likens the
job to a sales function. "We enjoy establishing a relationship with our customers and building up a rapport," she says. "That way you have a line
of communication open and if there is a problem, you already have a good base to solve problems faster and more effectively." Ines Papa, who
has been with VE Canada for 21 years, stresses that it’s important for collectors to have an ability to dig deeper into any situation, understanding
that non-payment issues are not always simple. "I also think that collectors should have a positive attitude and excellent communication skills,"
Ines says.

Heather McDougall, Office Manager in Winnipeg, adds: "We often get calls from customers letting us know that our cheque is ready, which
is nice, because we have an established relationship with respect on both sides," she says.

Sue, Ines and Heather agree that working with the sales team and other internal departments is crucial to keeping customers and the
company happy. "We don’t collect accounts in a vacuum," Sue explains. "If there is a problem, then we talk to the sales person first to check
our information." Heather also relies on a great relationship with the sales people and management in her office, explaining that a team effort
is what gets the job done.

Rayhana Moodley, who has been with Vitran for 13 years, believes that job cross-training would help other departments understand the
challenges of a collector’s job. While she was working in Customer Service, Rayhana spent a short time in Dispatch and gained a lot from the
experience. Michelle Khan, a collector in the same office, also agrees. "You get to know their issues, and they have a better understanding of
yours," she says.

The accounts receivable function in VE Canada is de-centralized, with all branches responsible for their own accounts. Kelvin Kwan, Vice-
President of Finance, explains that this allows VE to get closer to its customers. "It breaks down the barriers," Kelvin says. "It gives us another
way to create closer ties with our customers, and that, ultimately, helps everybody in the company to do a better job."
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Frontier Temperature Control keeps treats
frozen for young customers

Hard-working collectors in Vitran’s
Concord, Ontario office. From l to r 

Shyra Mohammed and Michelle Khan




