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Please call me?
We

have

spent

considerable time talking
to

carriers’

customer

service desks in the past
couple of months as part
of

various

studies.

experience

GETTING A QUOTE FROM A CARRIER
Most carriers do not respond. MSC quoted in 3 minutes.

is

frustration.

Our

one

Clearly,

of
the

focus from most carriers is
on internal cost efficiencies

Hapag-Lloyd quoted on 100% of the requests.

and

In June last year, SeaIntel Maritime Analysis decided to investigate which

customer service over the

experience a new cargo owner would have, when attempting to get a

phone. With this approach,

price quote from any of the big carriers. During the past two weeks, we

carriers

have repeated the investigation to see which experience a new cargo
owner would have now. Asking as a small cargo owner, we simply wanted
a CY-CY price to ship two standard dry 40-foot containers between a few
major ports.
In general, carrier responsiveness has not changed since June last year.
We chose to perform three tests: One as US importer shipping from the
Mediterranean to Savannah or Charleston, one as German importer

not

on

providing

can

certainly

reduce

their

customer

service

handling

costs.

However, we would also
have the view that freight
forwarders – who actually
do provide this service –
are poised to control a
much larger portion of the
ocean-borne

container

shipments.

shipping from Santos to Hamburg, and one as Belgian importer shipping
from New York to Antwerp. The US importer approached the carriers by
phone, while the German and Belgian importer approached the carriers
by email.
Given the generally poor market conditions, we expected carriers to be
eager to land additional business. However, as we were a small shipper,
we did not expect to be offered the lowest freight rates in the market.
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Figure 1 shows the result for our present investigation compared with the
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investigation we did in June last year. As the figure shows, the results from
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our two investigations are almost identical.
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