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In The News

Customer Surveys—A Tool For Success

Our field representative Inman Floyd
has spent the last month visiting Ser-
vice Providers & TMOs across the
country. By building new relation-
ships and maintaining existing ones,
we have earned our reputation as
the industry leader in commitment to
providing quality service and unpar-
alleled professionalism to the mili-
tary. Look for a full report of Inman’s
trips in the next newsletter.

Next month Ft. Carson will welcome
back approximately 5200 soldiers of
the 3rd Armored Cavalry Regiment
after their year of service in Iraq. The
return is expected to be complete by
mid-March. This has been the unit’s
second deployment to Iraq since
2003.

In accord with DoD’s reorganization
and downsizing plans, approximately
38,000 US Army soldiers will leave
Europe over the next six years. Start-
ing this summer, the Germany-based
1st Armored Division Aviation Brigade
will be reassigned to Ft. Riley, Kan-
sas. By the end of the year, the troop
relocation will affect over 18,000 fam-
ily members.

In conjunction with last year's BRAC
announcements and DoD’s plans for
Europe, approximately 53,000 service
members, including their families, will
be moved to Ft. Bliss, Texas. Much of
this comes from the gradual reassign-
ment of the 1st Armored Division,
scheduled to take place during fiscal
years 2008-2011. This steady flow of
inbound military traffic should have a
significant short term impact for local
areas and potential long term effects
on future PCS moves, affecting the
moving industry as a whole.

Interstate Van Lines believes that customer surveys provide an effective tool to meas-
ure our efforts and to continue to provide superior service to our customers. We have
developed an online customer survey that provides a pressure-free environment in
which a customer can give honest feedback about the level of service received
throughout the move process.

We believe that all successful businesses should constantly seek to improve the level
of service that they provide. In fact, we at Interstate internally analyze “service fail-
ures” regularly, viewing this as an opportunity to further improve our procedures and
policies. “No news is good news” is a counterproductive approach and ignores the op-
portunity to uncover problems which may have gone undetected for years.

Using customer surveys that are collected at packing and delivery by the crew can
lack credibility; although you may believe that you are obtaining honest feedback and
doing well by obtaining high marks, it is not a chance to truly assess your level of ser-
vice and potentially uncover problems.

Instead we encourage you to provide shippers with information regarding our online
customer survey; then with feedback from the FCAR&E™ program you will be able to
address any service problems. The answers provided will be accurate, honest and will
— — give you a chance
to see where you
can improve your
business.

In order to obtain
an accurate sur-
vey it is essential
to provide the
customer the op-
portunity to com-
plete the survey

| in a pressure-free
environment.
Customers should
i be encouraged to
complete an
online survey by
visiting our web-
site at http://host.invan.com/SURVEY.html; during delivery provide one of our “purple
cards,” or after delivery place a courtesy call to the customer to ensure they complete
the survey. Your cooperation and partnership is key to our efforts to improve service
and position ourselves for success now and in the future. You will also position your-
selves as a valuable Service Provider in a performance-based environment, such as
the impending Families First Program.

We hope that you will encourage customers to complete surveys online and that you
view, and utilize, the information generated in -CAR&E™ as an invaluable and over-
due tool for success.



Important Dates

February 15, 2006 was a very important date.
On this date all of the Military Transportation Of-
fices cut off scoring shipments used to deter-
mine the scores for the Summer Cycle of 2006.
We had until February 15 to have a shipment
booked, transported, and delivered to residence
and then be scored; adding to this challenge is
the fact that most of the TMOs would not score
a shipment until 120 days after delivery.

That meant shipments delivered after October
generally would not be scored, but we were able
to get scores on later shipments and achieved
several 100s for this coming summer. Scores
not received in time will apply to next winter.
Currently we are all busy with our bookings for
this Winter Cycle, but we need to be planning
for the future. Look over your carriers, see what
your scoring situation is; always remember that
you must be planning ahead in order to ensure
you maintain a high volume of bookings. Book-
ings don’t just happen; they have to be planned
for.

August 15, 2006 is the cut-off for the scores that
we will be using to book for the Winter Cycle.
Again, it is important to have dates in mind and
have a plan to ensure you continue to maintain
volume bookings. If you have any questions on
your scores and how your Interstate carriers
look for this coming Summer, give us a call and
let's work together to ensure you are in a good
booking position. If you need a new carrier to
try and work for a future 100, we can assist you.
If you have any questions or comments, you can
always reach us at 800-745-6683 x421.

Winter Wonderland

Meet Our Booking Experts

Jenna Anderson

Meet Jenna Anderson
& Kathy Arbia of our
Move Management De-
partment, who handle
our Air Force bookings
under the JOLT (Joint
Overlay to the TOPS)
System.

Kathy Arbia =

At most TMOs, many
shipment functions in-

| cluding offerings, extra
1 pick ups, all coordina-
tion, etc., are handled
via phone or fax with
our local Service Provider. Under the Air Force JOLT system, almost
every function is electronic and handled directly with the carrier. Shipment
offerings and acceptances, GBL issuance and printing, issuance of
DD1780s, end of cycle evaluations, inbound shipment clearing, NTS re-
leases —and more — all are simply done with e-mail and internet capabil-
ity. For the carrier, the submission of origin paperwork, DD1840s, score
requests and appeals, can also be accomplished via e-mail or internet
access. This e-mail and internet-based system is efficient and quite effec-
tive.

JOLT shipments account for 25% of our yearly bookings. At Interstate,
this allows us to bring the bookings into one department familiar with van
line capacities, the geographical service areas, capabilities and limita-
tions, etc. of our service providers and carriers. It enables our booking co-
ordinators to consistently use the best Service Providers for the job.

Thanks to this unique and innovative system, we are able to provide a
higher level of quality service to our military customers.

Top 5 Code 2 Bookers For 2005

Code 2 bookings have the potential to add substantially to your profits; as
the Industry’s leader in crated military shipments, we know how important
Code 2 can be to a company’s success. Last year was a record year for
us and we will continue to promote this profitable and reduced-claims pro-
gram.

Here are our Top 5 Code 2 bookers for 2005:

1. Alaska Forwarding Services Inc.—Seattle, WA

2. Interstate Van Lines Inc.—Springfield, VA

3. EDC Moving Systems—San Antonio, TX

4. Alamo Relocation & Storage Co.—San Antonio, TX
5. Bekins Northwest—Anchorage, AK

Important DD Form 619/619-1 Update

The D.C. metro area received 6-12 inches of
snow on February 11, but it's business as usual
for Interstate headquarters in Springdfield, VA.

DD Form 619 and DD Form 619-1 have been revised and are available to
the field. The new forms have a date of August 2005 and contain the
statement “previous edition is obsolete.” Effective immediately, TSPs are
authorized to use the October 1998 editions of DD Form 619 and the DD
Form 619-1 until stock is depleted. In order to use the October 1988 ver-
sions of these forms, TSPs must strike through the expiration date (top
right corner) and write in Dec 31, 2007. No other editions may be used.



Top 10 Code-1

Booking States For 2005

Policy and Procedures
Regarding Accessorials

We would like to recognize the top three bookers

for our top ten volume states:

Texas
Roger Ward North American (Killeen)
EDC Moving Systems
North Texas Moving & Storage
California
Great American Movers
Canova Moving & Storage
La Mesa Transfer & Storage
Florida
Read’s Moving Systems of Florida Inc.
Sentinel Movers Inc.
Haynes Transportation Co.
Virginia
Ace Van & Storage Co.
Academy Van & Storage Co. Inc.
Security Stg & Van Co. of Newport News
Washington
Bremerton T & S Co., Ltd.

ABC Moving & Storage Co. Inc.
Viking Moving Services Inc.
North Carolina
Terminal Storage Co. Inc. (Fayetteville)
International Moving & Storage
Terminal Storage Co. Inc. (Jacksonville)
Maryland
Interstate Moving Systems
Azar Storage Inc.

Rainbow Moving & Storage Inc.
New York
Modern Moving Ltd.
Watertown Moving & Storage
Findlay Moving & Storage Inc.
Georgia
Blair Moving & Storage Co.
Coastal Moving & Storage
Columbus Relocators Inc.
Oklahoma
A-1 Freeman North American
Emrick’s Van & Storage (Enid)

Mr. D's Moving Co. Inc.

Subs Relocate To The Pacific

The majority of the US Navy’s attack submarine
fleet is scheduled to transfer from the Atlantic to

the Pacific Ocean by 2010; spurred by the in-

creased potential threats of China and South Ko-
rea, the shift is part of the Navy’s plan to stabilize
the region. While both countries have significant
nuclear weapons programs, US ballistic missile
subs will not take part in the move. Instead, US
attack submarines in the Pacific will uphold a pol-
icy of “engagement, presence and deterrence.”

A proportional increase of Navy PCS moves from

the east to west coast is sure to follow.

Interstate, in partnership with its service providers, has worked diligently
to build and maintain a reputation of excellence and integrity in our in-
dustry. We are proud of our hard earned reputation, which is paramount
to our past, current, and future success.

Recently there have been accusations that the industry is engaging in
repeated submission of fraudulent charges, as determined by DoD.
Many of these charges are for elevator, stair, and excessive distance, as
well as the use of dishpacks and other packing material for items which
are not justifiable under the DTR guidelines for specified cartons.

SDDC has instructed all PPSO’s to place carriers and/or agents in im-
mediate non-use when submission of fraudulent charges has been de-
termined. Per the DTR, Appendix O, a PPSO can exercise this action
due to “evidence of fraud on the part of the carrier's personnel or author-
ized representatives.”

The allegations of fraudulent charges have put the reputation of our en-
tire industry in question. In response, Interstate will immediately imple-
ment a policy on the accurate submission of charges for accessorial ser-
vices by all service providers. All service providers will be paid based
upon supported and verifiable services and charges only.

Interstate firmly believes that honesty is the best policy. Service provid-
ers found to be inflating charges or submitting fraudulent charges will be
held accountable. Determination of fraud will result in an immediate
chargeback to the responsible party, as well as potential termination of
the ISG Service Provider Agreement.

Please review the Rate Solicitation Guide — particularly Item 418
(Elevator, Stair and Excessive Distance Carry Charges), the DTR, and
other regulatory documents, and ensure that all personnel are familiar
with the qualified billable accessorial service charges. In addition, be
aware that PPSO’s are sending out QC inspectors and contacting ship-
pers to verify accessorial services. Even with a signed DD619 or 619-1,
the PPSO’s will take a shipper’s statement or an inspector’s report as
evidence of fraud, and may place the carrier, service provider or both in
non-use as a result. Always follow the rules for accessorial charges and
ensure that they can be justified under audit by the PPSO or any other
entity.

Questions or concerns regarding proper billing procedures or properly
billed items should be directed to the Interstate Billing Department at 1-
800-336-4533, ext. 469 or bill@invan.com.

We appreciate your cooperation in our effort to maintain the sterling
reputation of the Interstate Service Group and our service providers.

Navy To Put Sailors Ashore

The US Navy plans to deploy as many as 12,000 sailors for ground opera-
tions in the Central Command area of operations. This is in addition to tra-
ditional deployments at sea, combat helo squadrons, Seabee units, and
SEAL teams. Mission requirements on land have left a serious need for
sailor skills in a wide range of rates to augment the current ground forces.
The increase could more than double the existing humber of sailors
already in Afghanistan, Bahrain, Djibouti, Irag, Kuwait, Quatar, and the
U.A.E.



Upcoming Events

NDTA Exposition at the SDDC Symposium
May 1-4, 2006—Gaylord Opryland Resort & Conven-
tion Center, Nashville, TN

National Transportation Week Observance
May 14-20, 2006, Washington, D.C.

60th Annual NDTA Transportation, Distribution and
Logistics Forum and Exposition

September 23-27, 2006—Memphis Cook Convention
Center, Memphis Marriott (Downtown) and Wyndam
Hotels, Memphis, TN

NDTA/Navy Training Symposium 2006
September 27-28, 2006, Memphis, TN

Now Is The Time To Apply

The open window for applying for SDDC carrier approval
is February 1 to March 31, 2006. Current carriers may
also add to, amend or update their existing approvals.
This includes mandatory re-filing of Certificates of Inde-
pendent Pricing and Certificates of Responsibility. Be
mindful that financial statements must be filed within 150
days of year-end (or end of fiscal year). Do not under-
estimate the length of time these procedures may take;
it is highly recommended you apply as soon as possible.
SDDC instructions are contained in “How To Do Busi-
ness” on its website, www.sddc.army.mil.

Valuable Tool!

For those who haven't heard, the United States Air Force
has created an important webpage for transitioning military
members. “People First” is a directory devoted to provid-
ing helpful information for military families, including loca-
tors for finding the nearest TMO, airport and pet care,
among other services. You can also find moving tips,
counseling, and tracing procedures as well as policies on
firearms and claims. Please visit People First today and
familiarize yourself with this invaluable new resource:

http://afmove.hqg.af.mil/default.asp

Military Symposium

The Ritz Carlton-Pentagon City in Arlington, Virginia will
hold the next Military/Industry Symposium, beginning
with a pre-meeting at 1 pm on March 20, 2006. The
main meeting will begin the following day at 8:30 am.
GSA-affiliated companies will also get an opportunity to
meet with one another at the GSA carrier meeting on
March 22, 2006.

Brokers May Apply For Approval

Despite the surrounding controversy, SDDC will allow
brokers into the DOD personal property program during
the current open season (February 1—March 31) effec-
tive with the November 2006 cycle. Under the current
provisions, any company that possesses a broker au-
thority may apply for military approval.

Saluting Professionals

Interstate would like to salute the following individuals
for their professionalism and commitment to customer
satisfaction:

Marianna Bissonnette
Metropolitan Movers,
Tacoma, WA

Russell DePietro—
TMO, JPPSO Northeast, MA

Michael Edwards—
Interstate Driver, Springfield, VA

s |Mike Stucks—
e | TMO, FISC Bremerton, WA

Nancy Wood—
Academy Van & Storage,
Norfolk, VA

Thank you for your continued excellence!

“The best way to predict

the future is to create it.”

Contact Information

Director:

Connie Constable - conniec@invan.com
Senior Agency Administrator:

Shannon Hall - shannonh@invan.com
National TQAP Administrator:

Kim Hilliard - kimh@invan.com
Communications Administrator:

Brandon Leniart - brandonl@invan.com
I-CAR&E™ Administrator:

Elizabeth McCormick - elizabethm@invan.com



