


BURTON GRAD ASSOCIATES, INC.
101 PosT ROAD EAST
WESTPORT, CONNECTICUT 08880
(203) 222-8718 Fax: (203) 222-8728

E-MAIL: BURTGRAD(@AOL.COM

Date: September 30, 1999 Number of Pages including cover: 2
To: Morgan Crew
From: Burton Grad

Subject:  Cedex

The extra cost for my time (three days instead of two days) was because of the problems in
getting the customer lists and names and difficulty in reaching Mark North.

The extra cost for the Survey ($9,500 versus $8,000) was to cover the extra seven interviews (27
instead of 20).

Please give copies of this invoice to John Blaine and Dennis Byrnes.

Enclosure
5126
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BURTON GRAD ASSOCIATES, INC.

101 PosT ROAD EAsT

WesTrPoRrT, CONNECTICUT O8880
(203) 222-87 18

(203) 222-8728 Fax

BURTORAD@AOL.COM
Sterling Commerce, Inc. Invoice #2954
4600 Lakehurst Court
Dublin, OH 43017-0760 September 29, 1999
Attention: John Blaine Project #: 263-19
Copy: Dennis Byrnes
Morgan Crew

INVOICE

Project: Due Diligence for Potential Cedex Services International Acquisition

Consulting Services:  August 30 - September 24, 19998

Burton Grad 3 days @ $2,500/day $7,500.00
Sidney Dunayer 2 days @ $1,500/day 3,000.00
Luanne Johnson 2 days @ $1,200/day 2,400.00
Specifics, Inc. Customer Satisfaction Survey 9,500.00
Total Fees $22,400.00
Expenses:
Telephone/fax 40.00
Express Delivery 25.00
Survey calls to Asia 235.00
Local Travel (Luanne Johnson) 17.42
Total Expenses $317.42

Total Invoice $22.717.42

Please Pay This Invoice Within 15 Days of Receipt

CONSULTANTS ON SOFTWARE



BURTON GRAD ASSOCIATES, INC.

101 PosT ROAD EasT

WesTPoRT, CONNECTICUT 08880
(203) 222-8718

(203) 222-8728 Fax

. 203 222
September 24, 1999 URTG AOL.COM

Mr. Dennis Byrnes
Sterling Commerce, Inc.
4600 Lakehurst Court
Dublin, Ohio 43016-2000

Dear Dennis:

Burton Grad Associates, Inc. (BGAI) has completed its development, technical and customer service
due diligence reviews of the programs and network services of Cedex Services International (Cedex)
as requested by Sterling Commerce, Inc. (SCI); this is in conjunction with SCI’s due diligence efforts
to determine whether there are any reasons not to proceed with the acquisition of Cedex.

Cedex is the principal provider of shipping container related network services, primarily focused on
tracking those containers requiring repair, cleaning and preparation for future use.

Luanne Johnson visited Cedex's San Francisco offices and met with Mark North and certain of the
Cedex development and customer service personnel. Sid Dunayer reviewed (off site) the EDI Bridge,
WinBridge, WebBridge, InRoadz and Infonet server programs. He did not review Odyssey or the
Intracon custom programs. He did not specifically examine the One Step or Riverbend shells nor
Kisscom or the Poseidon program which Cedex is marketing.

Appendices A-1, A-2 and A-3 are the biographies for Burton Grad, Sid Dunayer and Luanne
Johnson. The information request checklist used for the reviews is shown in Appendix B-1 and the
interview list in Appendix B-2. Johnson’s reports are Appendix C and Appendix D. Dunayer’s
report is Appendix E.

The following is a summary of Johnson’s and Dunayer’s key findings, followed by BGAI’s overview,
concerns, conclusions and recommendations:

Devel Fitidings Cialinssn

1. Almost all of the recent Cedex development efforts have been focused on Odyssey, which
has primarily been a series of custom projects for specific depot customers (and for
Transamerica to give to its railway depots). There does not appear to be a product
specification for Odyssey.

CONSULTANTS ON SOFTWARE
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Mr. Dennis Byrnes | BURTON GRAD ASSOCIATES, INC.
Page 2 I
September 24, 1999

2. WinBridge development and maintenance depends almost entirely on Darrell Snowden;
he will need to be retained for his knowledge of Progress and of the large WinBridge
program.

3. There are significant in-process changes being made to WinBridge with release of 4.0
due shortly. This will significantly change the user interface for those customers who
upgrade to the new version. Would there be any significant problem with the customer
base (much of which is still using DOS programs) if this new 32-bit version was deferred
or never released? Would deferral help persuade customers to migrate to the new CVG
implementations?

4. InRoadz and the Infonet Server software depend on Michael (Koz) Kozlowski and on
Don Bowles, an independent contractor. Kozlowski, at least, needs to be retained to
keep the current network services programs operational. Bowles is not associated with
Spindrift Productions which is the name used by another consultant, Judith Morton, who
works on design, documentation, etc. for Cedex.

5. There are virtually no written development plans or measurements. Cedex is a business
run on an ad hoc basis with little in the way of maintenance, development or testing
records.

. Service Findings (Jo}

1. Cedex provides very extensive service and support for both its hub and spoke customers.
Customer service is, effectively, the sales support arm to the spokes on behalf of the
hubs.

2. This around-the-world business requires 24-hour coverage, but does not seem to demand
seven day a week service. Apparently, language limitations for Asia have not been a
serious barrier (there is one Chinese-speaking operations person for Asian support when
needed).

3. Without detailed records, it was not possible to determine the number or severity of
customer calls or the response times and open problems.

CONSULTANTS ON SOFTWARE



Mr. Dennis Byrnes | BurTON GRAD AssociaTes, INC.

Page 3 I
September 24, 1999

Technical Findings (D )
The more questions that were asked, the more different programs and packaging were identified:
1. WinBridge Windows-based translator written in Progress
2. WebBridge Windows NT only using DB, tools and HTML scripts and
incorporates some WinBridge functions and programs
3. InRoadz: Client Communications program for Windows, written in Visual
Basic
4. EDI Server Infonet program running on DEC VAX/VMS server, written in
C and Fortran
5. Riverbend Shell program for automated use of WinBridge
6. EDI Bridge DOS-based translator written in Progress; many of these modules
are incorporated in WinBridge
7. Kisscom Client communications program for DOS
8. One Step Shell program for automated use of EDI Bridge; there are both

client and server versions

9. Odyssey Custom programs for depot applications incorporating
WinBridge functionality, written in Delphi

10. Intracon Customized version of WinBridge for one customer

11. Poseidon WebBridge variant for hub applications written by Poseidon
Services and being marketed by Cedex

Beyond this, there also appear to be other customers who do not use Cedex programs, but can
enter and receive transactions from Cedex network services.

Access to the Cedex network services can be through Infonet on an Asynch basis, Infonet IP or
through the customer's own ISP connection.

CONSULTANTS ON SOFTWARE
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According to Kozlowski, the following are the primary usage patterns (numbers are best estimates):

EDI Bridge 300
One Step client 50
WinBridge 150
Riverbend 10
EDI One Step server 4 (largest hub accounts)
Other: Kisscom 15

Other: Miscellaneous 25-50
Approximately 550

The primary objectives of the technical review was to determine ownership risk, usability of the
programs for an interim period, maintainability and extendibility for a limited time and migratability
to new CVG programs and services.

1. Cedex has little system documentation and the programs have few comments; this would
make maintenance difficult for anyone other than the author in each case.

2. None of Cedex's own programs have any copyright statements.
3. Licenses to various libraries need to be verified.

4. The server code belongs to Infonet; availability to SCI needs to be verified.
BGAI Overview

Cedex Services International has built a nice niche business around providing EDI services to the
owners of cargo containers for tracking the movement of the containers in and out of the depots
where they are serviced and repaired and for transfer of repair estimates and work orders.

One of the strengths of the business is its strong emphasis on customer support to the depots which
are relatively small businesses scattered throughout the world, often with limited computer expertise.

However, despite the strong focus on providing support to the depots (the spokes), it's clear that the
container owners (the hubs) are really the customers driving the business. As there are hundreds of
depot customers, losing several of them would have a negligible impact on the business. The loss of
a single hub customer, however, could have a major impact on the revenue stream and could
potentially result in the loss of a number of depot customers as well. Therefore, it would seem that
the emphasis during the acquisition for SCI should be on retention of the hub customers and on the
software and services which provide value to the hubs,

CONSULTANTS ON SOFTWARE
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The major value that CSI provides to the container owners is managing the relationships with the
depots. For a large shipping or leasing firm, there could be dozens, even hundreds, of independent
depot operators throughout the world. When an owner contracts with Cedex, Cedex takes over the
responsibility for educating the depots on the benefits of EDI and provides extensive assistance to
the depots to get the software installed and get them on the network.

Then, on an ongoing basis, Cedex provides the point of contact for technical and functional support
as well as often serving as an intermediary between the depots and the owners, even on issues that
are not directly related to the software or the communications network. Cedex's strong commitment
to supporting the depot community is a valuable service to the container owners and should be
protected during the transition to Sterling.

Hub customers, of course, also receive a high level of service. Their requests for support are handled
directly by top level executives for both business and technical issues. They are used to receiving
special accommodations such as custom modifications to the communications software to meet their
individual needs or training seminars designed specifically for them. Sterling needs to be aware that
the critical hub customers may expect very high levels of continuing support.

The Odyssey program, on the other hand, has been designed to provide application value to depots
by supporting their internal reporting and tracking needs. It doesn't appear to provide direct value
to the critically important hub customers and should be reviewed to determine whether supporting
it is consistent with Sterling's long-term objectives for the business. However, the fact that
Transamerica (Cedex's largest hub) is an Odyssey customer may impact this decision.

Concerns

1. The bulk of the Cedex organization has been focused on Odyssey. Will the retained staff be
able to concentrate on the hub/spoke EDI business?

2. Cedex uses server software from Infonet. The license which Cedex has from Infonet needs
to be carefully reviewed to ensure that SCI can continue to use these programs.

3. Since SCI intends to replace all of the Cec2x software with SCI products or new programs,
the strategy regarding the planned WinBridge 4.0 release should be carefully reviewed to
determine if it should be deferred or canceled.

4. It was stated that Odyssey contains the WinBridge functionality. But it was also stated that

Odyssey does not use any WinBridge designs or code. This issue needs to be fully resolved
if SCI decides not to acquire the Odyssey programs.

CONSULTANTS ON SOFTWARE
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5. The various Odyssey implementations have been written in the Delphi language (a Pascal
derivative) by a team headed by Tracey Brown who is located in the U. K. Cedex has
constructed a new team in San Francisco to continue to develop and support this depot
application offering.

6. There continue to be a substantial number of DOS EDI Bridge customers. This indicates that
it may be difficult to migrate customers to replacement products which require new computer
configurations.

7. The Infonet EDI Server runs on a VAX/VMS machine located on Infonet premises, using
Infonet communication facilities

8. There appear to be two principal ways for hubs to connect with the Cedex network services:

* One Step (DOS) or Riverbend (Windows) provide for flat file connections with special
translation

* Regular transaction connections with the translation performed by WinBridge or EDI
Bridge

9. Apparently, some number of the depots (spokes) do not use the Cedex software to translate
their transactions. Many of those that use Cedex software are still using the DOS EDI Bridge
programs with an Asynch communications link.

Specific Actions Needed — Legal Revi

1. Cedex is using an EDI server program copyrighted by Infonet. This may have been modified
by Cedex. Can SCI continue to use this program under the current Cedex/Infonet agreement.

2. The EDI server program is running on a DEC VAX/VMS server. Cedex owns the server
which is located at an Infonet site in El Segendo. What are the agreements regarding the use
of the space, communications, etc.?

3. Cedex is performing very limited network services activities not related to any of the Cedex
products. I was told that this had been done as an "accommodation" and "courtesy” to
Infonet and to get "free" space for the communications server. What is this agreement and
can it be canceled?

CONSULTANTS ON SOFTWARE
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4.

| BURTON GRAD ASSOCIATES, INC.

Cedex has produced a program called InRoadz for network communications. This was done
by Don Bowles and Michael Kozlowski. Does Bowles (who is an independent contractor)
have any rights to this program?

Cedex is marketing a hub support program related to repair estimates from Poseidon Services
International (a small software company in the San Francisco Bay area). The agreement
needs to be examined and the quality of the programs reviewed if SCI intends to market or
support this product.

Cedex has produced a customized version of WinBridge for Intracon (based in the UK.).
Contractual relations and commitments on this program should be examined.

Conclusi IR lati

. CVG is not acquiring any software products or network operations services which will be

directly useful in the future. The current programs will only serve to retain the current
customers and provide new product and service specifications for CVG for container tracking
transactions.

The customer base is highly concentrated, with one very large customer (Transamerica),
about ten fairly large customers (all hubs) and 26 more smaller hubs along with a claimed 800
depots (spokes), almost all of which are quite small.

This is primarily a depot service transaction business, but virtually all sales are made through
first obtaining major hub customers and then selling to the related depots.

The current products and network services can continue to be run by Cedex for an interim
period, if SCI can retain the Infonet license for the communications and EDI server software
and if certain Cedex key employees stay with SCI.

The quality and quantity of customer support appears to be the key to obtaining and retaining
depot spokes which, in turn, keep the hub accounts satisfied.

Cedex is supporting both DOS and Windows translation and communications programs in
multiple usage configurations. There are a series of questions regarding these programs and
usage licenses that need to be resolved to determine migration costs and clarify potential
operations conversion difficulties.
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BGAL has not identified any technical showstoppers which would preclude SCI from acquiring
Cedex.

This concludes BGAT's technical due diligence study. The Customer Satisfaction Survey report was
sent separately by Specifics, Inc. (on September 23, 1999. The BGAI summary on this report will
be forwarded today.

Sincerely,

e

Burton Grad

Enclosures
BG:5116

cc: Neil Baker
Morgan Crew
Ed Hafner
Doug Myers
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Professional Summary

Burton Grad, President of Burton Grad Associates, Inc. (BGAI), has a long record of
significant contributions to the computer software and services industry. He has
experience both as a user and developer of application and systems products and as
consultant, innovator, businessman and leader in the computer software and services

industry.

Since 1978 he has been a consultant to companies providing software products, software
professional services, processing services and other computer software and services
offerings:

% Strategic planning, management and organizational consulting, and product
analysis, evaluation and review

< Company and product acquisition studies including due diligence and valuation
for financial capitalization and write-off purposes

« Planning, assessment and analysis of business operations including quality and
productivity measurements

Work is performed personally or with the assistance of experienced specialists in market
analysis, customer services, systems programs and industry applications on mainframe
and departmental computers as well as on client/server and personal computer systems.

This is a partial list from the more than 175 BGAI clients:

Broadview Associates i2 Technologies, Inc
Budgeting Technology, Inc. Infosafe

CIBER, Inc. Keane, Inc.

DA Consulting Group Mediware, Inc.
Decision Consultants, Inc. Platinum Technology
Discount Investment Corporation SPSS, Inc.

Elron Software, Inc. Sterling Commerce, Inc.
Geocapital Partners Sterling Software, Inc.
Grace Consulting and Technologies TSI International

CONSULTANTS ON SOFTWARE
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Burton Grad
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Work Achievements

Burton Grad Associates, Inc. (1978 - Present)

Strategic planning, management and organizational consulting, and product analysis,
assessment and review

Company, product and technology valuation studies for financial, tax, capitalization and
acquisition purposes

Due diligence studies on acquisitions of computer software/services companies

Business assessment studies and implementation projects for product strategy,
development, quality management and customer service

Customer Care, Inc. (1992 - 1996)

*

Published CustomerCare Newsletter and CustomerCare Survey directed at software
companies' customer services activities: support, documentation, training and product-
related consulting

Provided consulting on customer service processes, and training for customer service
personnel

Heights Information Technology Service (1979 - 1983)

*

*

Performed professional services for applications and systems development
Used professionals on a remote, work at home basis with effective project management

International Business Machines Corporation (1960 - 1978)

Definition, design and implementation of application development systems strategy
resulting in release of IBM's development management systems
Development of application programs for every major industry

Establishment of joint planning and programming development with European operations
Announcement, development and initial support of CICS
Management of application development for small business and process control systems

Responsibility for the production, release and maintenance of almost 200 programs
Conception of approach to and programs for text processing and office automation
systems

Development and expansion of computer based training systems

Development of management science and scientific programs
Participation in the structuring and unbundling of IBM program products
Creation of the Study Organization Plan for specifying and designing application systems
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General Electric Company (1949 - 1960)
Programming of the first commercial computer (Univac I in Louisville)
Development of discrete simulation techniques for manufacturing planning and control
Invention of decision tables
Study of automated factory design and implementation

Initiation and use of advanced techniques for production, inventory and quality control

1972-1996 ITAA
* Computer Software and Services Trade Association

* President, Treasurer and Board member of American Software Association
Division of ITAA

* Member of ITAA Board

* Chair and member of various committees (Industry Relations, Software
Capitalization, Software Openness, Technology Information Services, Quality
Management)

* Executive Committee of Information Technology Foundation (Project Office)

1968 and 1979  Principal author of Management Systems, published by Holt, Rinehart and
Winston. Used for colleges and businesses for computer application system
methodology and design.

1950-Present Speaker and chair at conferences and workshops and contributor to professional
journals on various information technology subjects including decision tables,
quality control, systems engineering and software capitalization.
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1978-Present

1992-1996

1978-1984

1960-1978

1949-1960

Division

Burton Grad
Burton Grad Associates, Inc.
101 Post Road East
Westport, Connecticut 06880
(203)222-8718
(203) 222-8728 FAX
EDUCATION
1949 Bachelor of Management Engineering
Rensselaer Polytechnic Institute
Troy, New York
POSITION HISTORY

Burton Grad Associates, Inc.,
Founder and President
Consultants to computer software and services companies

CustomerCare, Inc.
Chairman
Publisher and Consultants for software company customer
services

Heights Information Technology Services, Inc.,
Founder and President
Professional software services

International Business Machines Corporation
Consultant - IBM Research Lab
Director of Development - Data Processing Division (DPD)
Manager - Development Services and Scientific
Application Programs (DPD)
Manager - Technicai and Scientific Development (DPD)

General Electric Company
Consultant - Advanced Application and Systems Development,
Production Control Services
Manager - Production Control Operation - Large Steam Turbine

Manufacturing Training Program
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Professional Profile - Sid Dunayer
Communications and Network Related Projects

Maior 1 lonal Chieical MinuEic

Requirements analysis and design of the global network connecting the various product design
centers worldwide. The network is currently implemented using Token-Ring and Ethernet
local area networks connected via private TI/T3 service, Fiber links, Asynchronous and
Synchronous dial connections, X.25 packet connections and SAA connections to the
mainframes. Through this network, the chemists worldwide can share data and work together
on new creations. The actual mechanism used to route any given "transaction" is dependent
on the required response time for that transaction. Those that are "urgent" or require a timely
response are routed via an appropriate network connection. The lower priority data
replication messages are batched and sent using a cheaper network route.

Software Products Company

As part of a strategic planning study, analyzed various current and proposed
message/document interchange models to establish requirements for an integrated messaging
system, including analysis of transport mechanisms and use of available communications
software packages.

Maior Soft Prod 1 Services C

As part of a study to determine whether to centralize company development and processing
services, prepared requirements statement for installing an integrated communications
network to cover development, processing services and corporate administration as well as
telephone and fax services.

N X Services Provid

As part of a technical due diligence for an acquisition, performed an analysis to determine
possible methods for connecting the newly acquired customers to the client's VAN. Analysis
included the possibility of connecting the VAN to the packet network used by these
customers. In this way, the packet service could reroute the customer transactions to the
VAN. As customers were migrated from the packet network to the VAN, service on the
packet network would decrease and eventually would cease, at which time the connection to
the packet network would no longer be required.

Maior Financial Instituts

Designed and implemented a corporate-wide customer service network including the use of
small computers (replacing mainframes), leased lines, dial-in backup units and other
interconnect facilities for regional processing centers.
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Luanne Johnson Page 1
2135 Clear View Circle 1-707-748-0949
Benicia, CA 94510 U.S.A. Fax: 1-707-748-0948

E-mail: LuanneJ@sprynet.com
Professional Profile

Luanne Johnson has over thirty years experience in the information technology industry. She started her
career as a computer programmer and systems analyst in 1966, then founded a software company, Argonaut
Information Systems, Inc., in 1971. In her fifteen years as its President, she acquired extensive experience
in managing a software product company including software development, marketing and customer support.

When the company was sold in the 1980’s, she became active as an industry advocate and served as the
chief executive of three major information technology industry organizations. From 1987 to 1989, she was
Executive Director of The ADAPSO Foundation, a non-profit organization which supported the
development of computer-related products and services to aid the disabled and disadvantaged.

From 1989 to 1995, she served as President of the Information Technology Association of America, a
Washington, D.C.-based trade association representing the interests of several thousand large and small
companies from all sectors of the information technology industry. During her tenure at ITAA, she also
served as the 1993-1995 elected President of the World Information Technology and Services Alliance
(WITSA), a consortium of national trade associations from 22 countries which works to promote the
development of a global information technology market.

Currently, Ms. Johnson is a consultant to entrepreneurial firms in the information technology industry and
to organizations which are dedicated to supporting entrepreneurial development.

Consultant (1995 - Present)
Consults to a variety of clients in the information technology field. Typical clients and projects are:

» Burton Grad Associates, Inc, Westport, CT: Design, develop and maintain a web site for The
Software History Center.

» Whitehorse Strategic Group, Ltd., Melbocurne, Australia: Prepare a report on information
technology trends in the U.S. for the government of New South Wales.

+ Computer Based Exercises, Eugene, OR: Teach classes in COBOL and IBM JCL and in
structured analysis and design

» MCcFall Associates, San Francisco, CA: Install software for school cafeteria accounting and train
cafeteria staff in its use.

« Japan/American Institute for Management Science, Honolulu, HI: Prepare and present a seminar
on U.S. information technology trends for Japanese executives.
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Responsnble for all operations of a $4 m:lhon+ trade association represenung a broad spectrum of the
information technology industry including software developers, systems integrators, network service
providers and information technology services companies. Programs included extensive federal and state
advocacy on behalf of the industry, two major conferences a year, and numerous member services
programs such as publications and industry statistics.

President, World Inf ion Technol | Services Alliance (1993-1995)

Elected to this position by the members of WITSA, a consortium of national trade associations from
more than 20 different countries. Responsible for transforming the informally organized World
Computing Services Industry Forum into a structured organization (WITSA) which provided the
international information technology industry with a formally constituted body for developing industry
positions on international policy issues.

Executive Di ADAPSO Foundation (1987 - 1989)

Responsible for start-up operations of this non-profit organization created by ADAPSO (the predecessor
to ITAA) in 1986 to support the development of computer-related products and services to aid the
disabled and disadvantaged. Developed fund-raising programs and established procedures for managing
grant applications and awarding grants.

Presid { Chair. A Information S fnc, (1971 - 1986)

Founded this computer software company which grew from a one-person operation to a $3 million+
company with hundreds of clients throughout the United States. Served as its President from 1971 to
1983 and as its Chair from 1983 to 1986. The company was subsequently acquired by one of the largest
independent software products companies in the U.S.

Managed the development of a full line of accounting applications software for mainframe and midrange
computers.

Negotiated numerous licensing agreements with various software and hardware resellers.

Developed a highly-acclaimed customer support operation to support both Argonaut’s clients and those
of its reseller/partners.

Prior Experience (1966 - 1971)

Worked in a variety of positions as programmer, lead programmer, systems analyst and systems designer
for user-oriented application systems.

Bowling Green State University, Bowling Green, Ohio
Heald College, San Francisco, California
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A. Development

Organization and training of development people

Development methodology

Scheduled enhancements/customer commitments

Current maintenance activities

Current development activities

Testing and quality assurance procedures

Effort and cost records for development

Program update procedures

Installation procedures

Availability and procedures for international usability and service

. Use of third-party developers
. Detailed review of schedule and progress for new program completion
. Describe process for customer" sending data, waiting for processing and receiving confirmation

of processing

B. Technical Review

Supported platforms and systems for the technologies

Major features of the technologies:

+ functions performed

+ ease of installation and use

* maintainability

+ audits and controls

*  security

Development languages and special tools used

Number of modules per program and lines of code

Provenance of all program modules (where did design and code come from)
Inclusion of proprietary notices in source and object modules, both current and previous versions
Method of change control

Volume and magnitude of change history

Architecture of the programs

Internal system documentation level and updates

. Documentation of specifications and design

Prerequisites for running the programs

. Examination of source code

Review of usage/demo of operational code

. Unit and system test cases

Y2K compatibility
List types of communications customers use (Async, X.400, SMTP, POP, etc.) and give an
estimate of how many customers are usig each protocol
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Customer Service and Support

SNLOVIAR B AL R
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11.
12.
13

Customer expectations for support

Outstanding customer problems

Past year history of problems and time to resolve
Statistics and reports on service reliability and support requirements
Any customer satisfaction surveys or data
Customer base, growth and erosion

Customer Service Calls

a. Volume and type (technical, operational)

b. Any open technical or service issues ?

Use of Customer Service support systems
Contracting/charging arrangements

. Coverage

a. Hours of operation

b. Access methods (telephone, fax, E-mail, Web)

Customer Training

Consulting Services

Non-English language support (Chines, Korean, Japanes) -- importance and hours of coverage



tatervies L3

Chris Bond

Lisa Fuller
Michael Kozlowski
Deb Luci

Mark North
Darrell Snowden

Odyssey Development
CSR Manager
Operations Manager
QA

President

WinBridge Development



Appendix C
Page 1

Cedex Assessment — Development
by Luanne Johnson, 9/14/99

A. WinBridge

1. Organization and Training of Development People

WinBridge development is handled by Darrell Snowden who has a strong background in the
Progress application development system and extensive experience supporting a variety of
operating systems and languages.

. Development Methodology

WinBridge is a mature product and development efforts are focused on upgrades. Formal
development methodologies aren't used, but Darrell has set up his own structured procedure using
SourceSave for version control and to document the program changes as they relate to bug fixes
or functional enhancements.

. Scheduled Enhancements/Customer Commitments

Releases which incorporate fixes for any bugs reported since the last release plus any functional
upgrades are sent out approximately annually.

. Current Maintenance Activities

Bug reports and requests for functional upgrades are recorded by the Customer Support staff in
a Lotus Notes database where they track all interactions with their customers. In the case of
bugs which require immediate action, a patch is sent via email to all customers using that version
of WinBridge.

. Current Development Activities

A major upgrade to WinBridge (Release 4.0) is currently under development with release
expected in about 30 days. This upgrade is based on an upgrade to Progress to 32-bit capability
and therefore allows much more sophisticated screen handling. The look-and-feel of the screen
interface with the user will change considerably with this upgrade.

There are a few customers who are still using the predecessor product, EDI Bridge, which runs
under DOS. These are located in countries where tax regulations make it very expensive to buy
the hardware needed to run more current operating systems. There are also a number of
customers still using Windows 3.1 One objective with the current release is to try to get all
customers upgraded at least to Windows 95 to be Y2K compliant and to be able to utilize the full
capabilities of the latest release of Progress.

. Testing and Quality Assurance Procedures

Prior to distribution of a new release to the customers, Quality Assurance replicates the
installation of the upgrade on each of the operating systems currently supported (Windows 3.1,
Windows 95, Windows 98 and Windows NT) to insure that InstallShield has been configured
correctly. Test data is developed from scratch for each release; there is no standard test bed
against which all new releases are verified.



. Effort and Cost Records for Development

10.

11.

12.

13.

These do not exist and would have to be reconstructed.

Program Update Procedures

Releases are sent out on floppy disks with InstallShield configured for the appropriate operating
system. Customers with Windows 95, for example, receive a configuration of InstallShield which
installs only the components required to run WinBridge under that operating system.

Installation Procedures

Installation is done by the customers with CSI giving telephone support to walk them through the
process. When CSI receives notification that the customer has received the installation disks,
Customer Support contacts the customer and makes an appointment to assist them with
installation over the phone. Customers are strongly encouraged to do the installation with
telephone support rather than attempt it on their own. Also, since the depots are sometimes
resistant to moving to the EDI environment, this helps to move the process forward.

Availability and Procedures for International Usability and Service

There are no special provisions in the WinBridge software which is only available in English.
Provisions are made for global time differences by scheduling server maintenance during a time
period that will have the least impact on all time zones and by scheduling work shifts for the
operations staff to give 24/5 coverage with a Chinese-speaking operator during the shifts when
Asian customers are most active.

Use of Third-Party Developers
Not applicable to WinBridge.

Detailed Review of Schedule and Progress for New Program Completion

Eliminated from due diligence.

Describe Process for Customer's Sending Data, Waiting for Processing and Receiving
Confirmation of Processing

Most customers send their transactions in batch mode once a day. The CSI product CDX
Riverbend is used by many customers to automate this process on a programmed timetable.
Confirmation of receipt of the transactions is furnished to the customer upon completion of the
transmission.



B. Odyssey

. Organization and Training of Development People

The majority of the development staff at CSI is focused on Odyssey. The only person interviewed
regarding his background was Chris Bond who has a background in the Pick operating system
and worked for Tracey Brown in London before coming to the U.S. three years ago to work on
developing Odyssey.

. Development Methodology

Not determineed. Odyssey is designed to provide computer support for the reporting and
tracking needs of the depots which repair and service containers. The first customer installation
was a year and a half ago and there are five customers to date. Customers are apparently very
involved in the development of functional design specifications. For example, the accounts
receivable module was developed as custom work for a specific customer and then incorporated
as a feature in Odyssey.

. Scheduled Enhancements/customer Commitments

Odyssey is not yet sufficiently mature for regularly scheduled enhancements. The development
staff works closely with customers on trouble-shooting. For example, they use PCanywhere to
directly access the customers' computers for problem identification. Bug fixes are distributed to
customers as they are found.

. Current Maintenance Activities

See the immediately preceding item.

. Current Development Activities

Not determined.

. Testing and Quality Assurance Procedures

Not determined.

. Effort and Cost Records for Development

Not determined.

. Program Update Procedures

Not determined.

. Installation Procedures

Odyssey requires onsite installation by CSI personnel who also assist the customer in adapting
business processes as needed to use the Odyssey software.
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Availability and Procedures for International Usability and Service

Not determined.

Use of Third-Party Developers
Not applicable to Odyssey.

Detailed Review of Schedule and Progress for New Program Completion
Eliminated from Due Diligence

Describe Process for Customer's Sending Data, Waiting for Processing and Receiving
Confirmation of Processing

Same as for WinBridge. WinBridge functionality is a component of Odyssey.

C. Communications and Server Software

1. Organization and Training of Development People

The communications software which supports CSI's network services are supported by Michael
Kozlowski (Koz) and Don Bowles, an independent contractor. Koz and Bowles wrote the
software originally when they were with Infonet and therefore are intimately familiar with it.

Bowiles is also the author of InRoadZ, the communications component of WinBridge and is
responsible for its support.

Development Methodology

Not determined.

Scheduled Enhancements/Customer Commitments

The communications software is enhanced only when there are special circumstances requiring
an upgrade. Y2K compliance was such a circumstance and the server software was upgraded to
insure that all transactions received are Y2K compliant since CSI doesn't always have control
over the software used at the transmitting end.

In addition, special customization to the communications software is sometimes done to meet the
needs of significant hub customers.

Current Maintenance Activities

The software is quite stable and only requires limited ongoing maintenance per Koslowski.
Operational maintenance procedures are in place to insure adequate backup of critical files such
as the message tracking database and message files that reside on the server.
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Current Development Activities

Not determined.

Testing and Quality Assurance Procedures

Not determined.

Effort and Cost Records for Development

Customization is often a minor effort and too insignificant to justify extensive paperwork. Larger
projects are defined between the developers and customers via email and the email records are
kept to serve as documentation of the requirements and the completion of the work.

Program Update Procedures

Not determined.

Installation Procedures
Not applicable.

Availability and Procedures for International Usability and Service

Operations support is provided on a 24/5 basis with work shifts scheduled to accommodate the
needs of customers in different time zones.

Use of Third-Party Developers

Don Bowles of Sprindrift Productions is involved in maintenance and enhancement of these
programs.

Detailed Review of Schedule and Progress for New Program Completion

Eliminated from Due Diligence.

Describe Process for Customer's Sending Data, Waiting for Processing and Receiving
Confirmation of Processing

Same as WinBridge.
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Cedex Assessment — Customer Service and Support
by Luanne Johnson, 9/14/99

Customer Expectations for Support

CSI provides a great deal of hand-holding to their customers especially during the installation
process. When a hub customer (container owner) signs up for their service, the CSI customer
support staff takes over the process of getting all the depots used by that owner EDI-enabled and
onto the network. Customer Support contacts the depots (spokes) to explain to them how they
will benefit from the EDI relationship, inform them of the costs involved and send them contracts
and an invoice. It often happens that the depots are initially hostile because of the costs required
for them to implement the system and CSI has put procedures in place to overcome any resistance
and move the process forward. The WinBridge software is not shipped to the customer until
payment has been received. Once they receive confirmation that the software has arrived, the
Customer Support staff follows up with the customer to make an appointment to assist them via
phone with the installation.

The Customer Support rep assisting with the installation establishes a working relationship with
the customer and becomes the contact person for that customer for all future questions and issues
that might arise. This often includes serving as an intermediary between the depot and the owner
and helping to resolve issues that are not directly related to either the WinBridge software or the
network services.

All calls or e-mails from the customers are handled initially by the Customer Support rep assigned
to that customer (Level 1) support. The CS reps are trained to handle many technical problems
including communications problems as well as to understand the customer's business. Whenever
possible, the CS rep will resolve the problem directly with the customer. The problem gets passed
to Level 2 support (Koz's staff) only when it is too technically complex to be resolved by the CS
rep.

Of special note is the importance placed on trouble calls from the hubs. These customers each
account for a much larger percentage of revenues than the depots do and their trouble calls are
treated with appropriate urgency. They go directly to Lisa Fuller, Sonja Juricic or Mark North
rather than to the Customer Support staff.

Outstanding Customer Problems

Fixes to all known outstanding problems will be included in the release of WinBridge 4.0
scheduled to go out in approximately 30 days.

Past Year History of Problems and Time to Resolve

Not determined.



. Statistics and Reports on Service Reliability and Support Requirements

None available.
. Any Customer Satisfaction Surveys or Data
A customer satisfaction survey was conducted last year, but the number of responses was

disappointing. They are currently considering how to restructure the survey to get a better
response rate.

. Customer Base, Growth and Erosion

CSI has between 750-800 depot customers (spokes). There is very little erosion since the depots
must use the Cedex system if they want to continue to do business with CSI's hub customers.
Occasionally, CSI will lose a depot customer that goes out of business, but CSI's relationship with
the hubs provides a lock-in that precludes losing the depot customers to competitors.

Cedex has identified 37 hub customers.

. Customer Service Calls

Most trouble reports are submitted via email rather than via phone call as English is a second
language for a majority of the customers and written communication is therefore more effective.
Most of the trouble reports are related to communications problems. Windows 95 customers also
have problems with corrupted databases resulting from premature shutdown of Windows 95 and
CSI has devised a standard procedure which can be delivered as a batch command file to correct
the problem. The WinBridge software is being made more robust in the upcoming release to
protect against this kind of database corruption.

As noted above, customer support often includes intermediary services to resolve issues between
the spokes and the hubs.

. Use of Customer Service Support Systems

Lotus Notes is used to track all interaction with the customer from the point at which CSI first
contacts the depot regarding implementing EDI to communicate with the hub. The interaction
with the customer from the first contact to completion of installation is noted in a Sales Summary
in the Lotus Notes database. From that point on all service requests and their status are noted and
retained in the account profile.

The Customer Service support stations allow the reps to switch between all the operating systems
used by their customers (Windows 3.1, Windows 95, Windows 98 and Windows NT) so they can
troubleshoot problems in the same environment that their customers are using.
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Contracting/Charging Arrangements

Spokes are charged $60 per month for support service. Pricing arrangements for support service
are negotiated individually with the hub companies.

Coverage

a. Hours of Operation
24/5 coverage is provided by having the operations staff (Level 2 support) cover during hours
when Level 1 support is not available. Level 1 support is presently M-F 8 to 5 but will shift
to M-F 8 to 7 when the current trainee is up to speed.

b. Access Methods

Most trouble reports are submitted via e-mail because of both time zone and language
differences.

Customer Training

Customer training is not offered as a standard option, but exceptions are made for large hub
customers if it is absolutely necessary. One hub customer, for example, has requested training
related to the upcoming release which will change the look-and-feel of the screen formats and CSI
has agreed to conduct a training seminar.

Consulting Services
Odyssey installations include consulting services regarding changes to the customer’s business
processes. These services are provided by Tracey Brown working out of the London office and

don't involve the home office customer support staff.

Non-English Language Support (Chinese, Korean, Japanese): Importance and Hours of
Coverage

Peter Wong in the Operations Group (Level 2 support) speaks Chinese and works a S-Th, 12 -8
shift to accommodate Asian customers.
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Technical Review of Cedex, Inc.
Sid Dunayer — 22 September 1999

The following comments reflect impressions and data gathered during phone conversations with Mike
Kozlowski and Darrell Snowden, a visit to the Cedex Web site and by a review of source code
modules supplied by Cedex.

Technical Review

Cedex supports three main translation products, EDIBridge (DOS), WinBridge (any Windows
system) and WebBridge (Win/NT). EDIBridge was the original product and is still used by the
larger customers. WinBridge is the current product and contains many enhancements over the
DOS product. WebBridge is a newer product that provides slightly less functionality than
WinBridge, uses a Web Browser interface and is marketed to smaller customers. All three
products are written using Progress 16-bit. There is a new version of WinBridge, called Version
4.0, that was created using Progress 32-bit, but this has not yet been released. This new version
primarily provides cosmetic changes to the user interface.

Cedex also supports a communication interface module written in Visual Basic known as
InRoadz. This interface is designed to communicate with the Cedex Server, which is written in C
and Fortran and runs on the VAX.

Cedex also supports several other products that were not reviewed. These products are Intracon,
Odyssey, Poseidon and Riverbend.

WebBridge makes use of the Progress WebSpeed product. InRoadz makes use of the Crescent
Communications Library and Dynazip. There was some indication that there may be other
libraries in use by InRoadz, but this was not confirmed.

Approximate source code sizes are:
EDIBridge: 375 modules (20K lines) Progress code
WinBridge: 350 modules (116K lines) Progress code
WebBridge: 70 modules (15K lines) Progress code
Cedex Server: 2 modules (5K lines) Fortran code

9 modules (16K lines) C code
InRoadz: 1 module (3500 lines) Visual Basic code

The Cedex Server code, with the exception of one module, was written by InfoNet, which holds
the copyright. The source code is licensed to Cedex. All other code was written by Cedex.

There are copyright notices in all modules written by InfoNet. There are no copyright notices in
any modules written by Cedex.

Change control for everything except the server code is performed using Visual Source Safe.
There is no formal change control procedure for the server code.
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e Cedex does not track change history and was unable to quantify the volume or magnitude over
time.

e There is little, if any, system documentation or specifications that are current. There are some
older specs for the server code that may be useful, but they are by no means complete.

e Cedex claims to have many test cases for thoroughly testing new releases. This level of testing,
however, is not used for testing bug fixes.

e Cedex claims that all current products, with the exception of EDIBridge, are Y2K compliant.
While they believe that EDIBridge may be Y2K compliant, they do not make any claims.

e According to Cedex, about 350 customers are using Async communications and about 150 are
using IP protocols. These numbers are probably not very accurate.

Observations

¢ All the modules created by Cedex contain little, if any, comments. This makes the programs hard
to understand, as there is no useful system documentation available.

¢ The InRoadz source code was extremely difficult to read and understand. The quality of the code
is not very good, and it appears to have been written in a hurry. It is likely that this code will not
be easy to support without some cooperation from the original developer.

e The Progress code is readable, but it is big and navigating it without useful system
documentation will make support difficult.

¢ InRoadz makes use of at least two development libraries, and Cedex should have the appropriate
licenses. In particular, these licenses should allow for the creation and distribution of a
commercial software product that utilizes those libraries. Cedex should provide a complete list
of any and all libraries in use.

e WebBridge makes use of the Progress WebSpeed product. The existence of the proper license
should be verified.

e Details on the source code license for the server code were not clear. While Cedex believes that
InfoNet has no concern over the disposition cf the source code, it would be wise to verify this.

o Several of the largest customers are still using the EDIBridge product. While Cedex supports
the product, they are not making any enhancements to it. Despite this fact, they have been unable
to convince all customers to upgrade to the newer products.
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Date: September &, 1999
To: Dennis Byrnes

Copy: Morgan Crew
Doug Myers

From: Burton Grad

Subject:  Cedex Services International Customer Satisfaction Survey

Enclosed is a copy of the Specifics, Inc. report on the Customer Satisfaction Survey which was
conducted using a limited number of Cedex customers. The following table summarizes the
customers contacted in this survey.

North America International Summary
LiMiSiToal!L IMIiS iToaliLiMiSiTota
Hubs 4 : 2 i1 7 Loi 34 8 S S IS 15
Spokes(Depots) i 3 | — ;4 : 7 i0i-:5:i 5 i3i~:09. 12
Total Tizdsi e irdiaiol o ie s el

Large hub customers are defined as those generating $5K revenue or more per month; medium are
between $1K and $5K per month; small are $1K or less per month. There were only 37 hubs
(leasing and shipping companies) from the CSI Community of Users list. The hubs were mixed
between the U. S. and Europe; there are few Asian hubs in English-speaking locations.

Large spoke customers are those generating $1K or more per month; all others are considered small.
The spokes were a mixture primarily between the U. S./Canada and Australia/New Zealand with
some Singapore and U. K. depots thrown in to fill out the international list.

CONSULTANTS ON SOFTWARE
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Cedex Services International (CSI)
Customer Satisfaction Study

Summary Report of the Findings
September 1999

Introduction

On September 2, 1999, Burton Grad Associates, Inc. contracted with Specifics, Inc. to conduct a study of
the satisfaction customers have with the products and services of “Discovery,” hereinafter referred to as
CSI. Whenever possible, comparative ratings from the Specifics database are provided. The Specifics
database is comprised of aggregate ratings from customer satisfaction studies conducted for other business-
to-business EDI software and network service providers.

Objectives

The objectives of the study were to interview a specified sample of CSI's customers to:

v Determine the present level of satisfaction customers have with the
products and services they receive from CSL

v Evaluate how customers perceive CSI versus competitive firms in the
EDI/EC marketplace.
v Uncover future needs and plans customers have for trading electronically.

Scope, Method, and Sample

The scope of this study was to interview up to 25 contacts (15 “hubs” and 10 “spokes”) from two separate
lists of customer companies. Burton Grad Associates, Inc prioritized contact names on each list.

The method used to collect the information for this analysis was an in-depth telephone interview, lasting
about 20 minutes.

Interviews were conducted between September 14 and September 21, 1999.

© 1999. Specifics, Inc. All rights reserved.
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Demographics

A total of 27 interviews were completed.

Fifteen of the respondents represented CSI hubs, while the remaining 12 represented spokes.
Fourteen of the respondents were in North America, while the remaining 13 were international.

As indicated in the table below, Specifics interviewed a higher percentage of large customer companies,
since the larger accounts have more impact on CSI’s bottom line.

Distribution of Respondent Companies

Large 8 4 3 1 0 5 3
Medium 5 2 0 3 0 5 0
Small |6 1 1 2 2 3 3
Not Specificd | 8 0 3 2 3 2 6
ot o 17 7 7 8 5 15 12

Nine of the respondent companies are located in the UK, while seven are in California.
All of the respondent companies are in the Shipping/Container/Leasing/Depot industry.

Three-fourths of the respondents reported that they had been using the CSI service for more than three
years.

509 Report 2 © 1999. Specifics, Inc. All rights reserved.
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Findings

The Selection Process

Just under half (44.4%) of the respondents were involved in the vendor selection process. Eight of the 12
who said that they were involved in the selection rated the sales and marketing representatives ona 9-point
scale, where 1 meant what was described by sales was not at all what they experienced and 9 meant what
was described by sales was exactly what they experienced. The average rating was 7.5, whichisa very high
rating. The Specifics database average for this area is 6.5.

The Installation Process

Only about a third (37.0%) of the respondents were involved in the installation of the CSI service, and in all
cases it had been over six months since the installation had taken place, so there are no ratings provided here
for CSI’s installation support.

The Competitive Environment

Less than a quarter (22.2%) of the respondents said that they use other vendors’ networks. Of those that
offered an opinion, one respondent rated CSI’s network service and support as “better” than that of other

vendors they use, while one rated them “about the same,” and one rated them “not as good.”

In addition to CSI, other vendors’ networks being used include:

EDI Vendor/Product Number of Mentions
GEIS 1
Codeco 1
CNS 1
John Evans International 1
DK / Other 2

509 Report 3 © 1999. Specifics, Inc. All rights reserved.
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Technical Support

Almost a third (29.6%) of the respondents said that they never call CSI’s help desk for support. Ofthose

who said that they do call the help desk, most call quarterly or even less frequently.

For the most part, respondents are satisfied with the help desk support they receive from CSI, and rated the
attributes favorably. Ratings were especially high, in comparison to Specifics’ database, for fime to answer
the telephone, industry/business knowledge of the staff and courtesy of the staff. CSI’s lower ratings,
relative to the Specifics database, were for time to resolve problems not resolved on the first call, time to
resolve a problem on the first call, product/application knowledge of the staff, and access to current

information and/or problem status.

Help Desk Support Attributes Specifics’ Database Average Ratings
Averages All Respondents

Time to answer the telephone 6.6 wl

Time to resolve a problem on the first call 6.4 5.4

Time to resolve problems not resolved on the first 6.2 5.0

call

Responsiveness to messages left 6.6 6.7

Courtesy of the staff 8.0 8.3

Technical knowledge of the staff 7.2 7.1

Product/application knowledge of the staff 7.3 6.8

Industry/business knowledge of the staff 6.5 7.0

Access to current information/problem status 7.1 6.8

Technical Support, overall 6.9 7.0

Respondents from North America typically awarded higher ratings, as did those representing spokes. When
concerns were mentioned, they frequently centered on time zone differences.

When asked if there was anything CSI could do to improve their help desk support, just over half (54.2%)
of the respondents said, “Yes.” Comments about improving help desk support included the following:

v’ See to it that they have one in Europe.

V' One thing they do not have that many companies who operate help desks have is a
Web-based system where help calls are logged and their status is shown.

v’ Second-hand, the feedback I get is that West Coast customers get the best service due
to the location of the help desk there. One of Cedex’s challenges is providing global
support for what they market as a global service.

v’ Understand that everyone is not on West Coast time and that we need their best
knowledge at 8 am EST just like we do in the afternoon. The person they have there
on their night shift is helpful, but after making a few suggestions, has to eventually
say that they'll have someone else call us back later in the day.

© 1999. Specifics, Inc. All rights reserved.
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Product Attributes

Just over half (51.9%) of the respondents are using a CSI product to access the CSI network. Those that
are not using CSI are, for the most part, using internally developed software.

Almost half (46.6%) of the respondents who are using CSI reported that they are running the product under
Windows NT, while a third are still using a DOS operating system.

Of those respondents still using DOS, most intend to upgrade to CSI’s WinBridge product within the next
few weeks, and all intend to migrate away from DOS by the end of this year.

Respondents mostly rated the CSI product favorably. Ratings were especially high, in comparison to
Specifics’ database, for security and printed documentation. However, ratings were less than good for
performance (speed) and online help, and the rating for the product, overall also fell below the Specifics
database average.

T Specifics’ Database Average Ratings
Semdusc attributcs i Averages All Reﬁponden%s
Functionality (does what you want it to do) 7.3 6.9
Quality (lack of bugs) 7.0 6.3
Auditing facilities (record keeping) 6.9 6.3
Performance (speed) 7.1 5.4 l
Security 72 8.0
Ease of use (people interface) 6.8 6.9
Ease of learning (intuitiveness of software) 6.7 6.9
Online help 5.7 4.8
Printed documentation (clarity and completeness) 5.9 6.4
The Product, overall 7.0 A 6.6

Once again, respondents from North America tended to award higher ratings, as did those representing
spokes.

Comments about CSI’s product included the following:

v’ It’s a cumbersome system to feed in estimates; the screen is not that great either, it's
really outdated and rather slow. On the other hand, the new Odyssey set-up seems to
be really sleek; we haven't fully implemented it yet to its fullest extent, but we look

forward to doing it. It has many features we 'd like to use.

v’ We only take data and transfer it to our mainframe; from what I've seen it's good,
but not excellent; it’s better for a depot than for a shipping line like us.

v’ It’s fully functional in terms of our customers’ needs.

v The application they use for dial-up and transmission fails a lot and requires manual
resetting. That’s disconcerting because we expect to run it at night and when we
come in, in the morning instead we find it hasn't gone because no one was there to
click the “ok” button.

© 1999. Specifics, Inc. All rights reserved.
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Expectations

Just under a third (29.6%) of the respondents reported that there were expectations that CSI has exceeded,
while just over a third (37.0%) said there are expectations that CSI has not met.

When CSI exceeded customer expectations, comments included:

v' They have been very helpful with our Y2K testing.

v' On the new system, Odyssey, it's better than what I expected; it’s better than what
was represented and demonstrated. It has even more functionality than I expected.

v' The thing that I've always communicated to anyone who's interested is that their
level of service beyond their network itself is way above others, like GEIS. They're
not an EDI VAN without a face. They really have distinguished themselves in our
industry and, by comparison, to many other industries.

v’ We 're involved with them at the moment in a depot program—implementation of their
Odyssey product-and I have been extremely impressed with their enthusiasm and
willingness to assist us.

And when CSI did not meet customer expectations, comments included:

v’ The only times we 've had problems arise are with upgrades; they are minor issues
having to do with getting and installing the upgrades.

v’ More stability is needed in the product; we constantly call them about the same
problems; there is no long-term resolution. There have been delays in the delivery of
the updated software they've promised that supposedly will address many of these
issues.

v’ Their weakness is on the applications development side—their sofiware development
team is lacking; it’s outside their core competence.

Administrative Functions

Customers rated CSI’s administrative functions, that is the timeliness and accuracy of invoices, favorably.
The average was 7.0, on the 9-point scale, where 1 is not at all satisfied and 9 is completely satisfied. The
Specifics database average for this area is 7.1.

Comments about CSI’s administrative functions included:

v’ Their monthly bills contain no detail. It would be like getting a phone bill that lists
date and charge, but no time or phone number called. We constantly have to refer
back to our contract and other documents to validate their billings.

v’ They're very responsive and communicate; we’ve never had any problems with
billings from them.

v’ We have never had the occasion to question any of their invoices.

509 Report 6 © 1999. Specifics, Inc. All rights reserved.
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Referenceability and Future Use

The vast majority (79.2%) of the respondents said that they would recommend CSI's network servicestoa
colleague. In fact, only one respondent (representing a large, North American hub) said that they would not
recommend CSI, and even then they tempered their comments (see below).

When asked what advice they would give to a colleague who was considering using CSI’s network services,
customer comments included:

v I'd invite them to come and look at what we have here and certainly do not hesitate
to share the positive experience we 've had with Cedex so far.

v It’s sort of limited in the industry, but I would say that Cedex has a good support
team. We have heard that the few in our industry that don 't use Cedex have a hard
time when it comes to adding a new standard; it takes them longer.

v To do business you need to transmit data electronically; the Cedex system is the
standard in this industry.

v' Cedex has found a way to completely capture the leasing markeiplace, so use
Cedex’s expertise as much as you can; take their advice and have Cedex do as much
of the work as possible because they'll do it right.

v' I'would recommend that they look at other technologies, because Cedex hasn’t kept
current. 1'd prefer a Web-based technology today, which really wasn’t available
when we began with Cedex. It’s not that I have anything against Cedex; 1 wouldn’t
tell anyone to not use them.

v’ I'dpass on that he would receive a personalized service, rather than just a product
off-the-shelf. With Odyssey, for instance, they 've been doing a lot of tailoring to our
needs. My experience with other software houses is quite the opposite; their attitude
is: here it is; do with it what you will.

v' Their service is relatively good; they don't exploit their monopoly position.

More than two-thirds (70.4%) of the respondents said that, if they had a need, they would purchase
additional products and/or services from CSI. And, once again, just one respondent (this time representing
an international spoke) said that they would not purchase from CSI again.

When customers expressed a hesitancy to again purchase CSI’s products, their comments included:

v I'm partnerswith a developer in another company that competes with Cedex, but not
in the depot management area; we'll leave that to them.

v It depends on whether we had other options. We'd certainly consider Cedex, but
we 'd consider others if it involved competition.

v It depends on what they were; the only put-off is the lack of training and set-up help;
if we didn’t buy from them, that would be the reason.

509 Report 7 © 1999. Specifics, Inc. Al rights reserved.
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Ease of Doing Business with CSI

Respondents rated the ease of doing business with CSI very favorably -- a 7.3 on the 9-point scale, where 1
is very difficult and 9 is very easy. The Specifics database average for ease of doing business is 6.9.

Once again, respondents from North America tended to award higher ratings, as did those representing

spokes.

Comments about the ease of doing business with CSI included:

v I've dealt with quite a few vendors, and everyone has their own style; most of them

tend 1o really push their products, but I must say I found Cedex to be quite the
opposite; they are very professional, and it's quite obvious they are confident in their
product. They also are quite meticulous in the planning for implementation. They
are not pushy, they are genuine people. Compared to other vendors 1've dealt with, I
find Cedex refreshing, really. It's obvious they are professional people who are
confident they have a good product.

It’s doing business with Mark North; the difficulty is in customer support, but in
terms of dealing with North it’s definitely a professional relations of the highest
order.

They 're fairly easy, although we're the category of customer that has no ability to
negotiate with them.

They listen to us, at least, and my feeling is that they are trying to change and
upgrade their products and services.

1 know their execs; I know Mark North; he's a friend; they 're personable chaps.
The only thing that gets in the way is the time zones; we deal with a lady in London
on Odyssey and the marketing and help desk is in San Francisco.

Value of CSI’s Products and Services

The value of CSI’s software and services versus the money spent was also rated somewhat highly - a 6.5
on the 9-point scale, where 1 is very poor value and 9 is excellent value. The Specifics database average for

value is also 6.5.

Interestingly, this time, while respondents from North America still tended to award higher ratings, so did

those representing hubs.

509 Report
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Comments about the value they receive from CSI’s software and services versus the money spent included:

v’ Obviously, EDI itself has a high value to our business. To the extent that Cedex
enhances that overall EDI value, I'm not sure.

v Ithinkit’s a great value, personally. Given all the things we have on our plate, I just
don’t think we could have found the time to develop this internally. For Cedex, it's
what they 're focused on; it's their specialty.

v’ There's some contention about whether their service is even needed vis-a-vis
Internet, but that’s stated by people who don'’t realize the lack of standards on the
Internet and the fact that it really isn't always available.

v In terms of value, it’s tremendous; without it, we would have to hire 10 to 20 people
around the world. On the other hand, When I look at their invoices, I marvel at the
lack of technology! How do they—how do I-calculate the bill in kilobytes?

v’ It’s reliable; I have spoken with others who use the Cedex network, but not their
software, and they tell me they have messaging problems sometimes. It's a mistake
10 use the network and not the Cedex sofiware.

v’ The newer technologies lower the value; with the Internet out there, we have to
question the costs associated with Cedex now.

v' I'm not sure I can quantify that; we keep our customers here using Cedex. With
Cedex, we help customers; without Cedex we'd lose business.

Y2K Compliance

Over half (55.6%) of the respondents said that their company is already Y2K-compliant, while the
remainder expect to be compliant by the end of this year.

Future of Electronic Commerce

Most (63.0%) of the respondents said that their company has plans to expand its EC programs. Their
comments included:

v’ As a business we are progressing 1o total EDI; it will involve all of our shipping
functions and all our affiliates. That's all I can say.

v’ We have just finished our in-house enterprise application; soon, we want fo start
sending-not just receiving messages—to and from depots. We want to look at the
Internet and other systems for doing that.

v’ Hopefully, somewhere down the road. We find it difficult to do business over the
Internet; it doesn’t really apply to our business.

v’ We basically plan to develop awhole host of Web-based solutions; over the next 12
months we will begin to ramp up and aggressively pursue them.
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Customer comments about the future direction of the EC marketplace included:

v’ The importance of communications is getting even more important, and the Internet
will play a role in it.

v’ It’s going to be the number one way to do business. It's going to mean reductionsin
communication costs and administrative functions. It's going to be Internet-based.
It's going to promote home-based business in a greater way.

v’ From my industry perspective, I think we'll only very slowly embrace it; it’ll be at
least a couple of years before our industry substantially moves away from what
Cedex does.

v' For our industry, it has to be providing value-added services for our customers so
they can have information on the containers on-line-all via the Web.

v We're going to end up with real-time reporting with the elimination of the need for
faxes and phone calls. EC saves time, reduces staff, and eliminates errors. 1 believe
that as a service provider we become an integral part of our clients’ chain with EDI.

Final Words from Customers

When asked if there was anything else they would like expressed to CSI’s management, customer comments
included:

v’ Overall, I love them because they understand our concerns. They area “10” ona 1
to 10 scale of a relationship, an excellent relationship.

v Qur EDI software-EDI Bridge, the old DOS-based version-should have been
Windows-based two years ago. Their upgrades are slow in coming. The use-by-date
on their products is passed, and perhaps that’s a reflection, too, of their entire
approach to using EDI technology that's really outdated.

v Mark hears from me regularly, but my only concern right now is over their
potentially being acquired. That potentially changes them from a small company
with intimate customer relationships to a large firm that doesn't focus on our
industry anymore. If Cedex changes that way we'd be in deep straights in our
business. We'd have to hire a squadron of developers to do what we hope to
accomplish, and our industry could be splintered by lack of an impartial third party
like Cedex.

v They need more of a help desk in Europe, and they need to offer training initially

and with each upgrade. They used to offer-three or four years ago, half day
training, but they don'’t do that anymore.

v I highly commend them for their personal service. It's refreshing to deal with a
company like Cedex. I've met their president, Mark North, a couple times and I find
him approachable and knowledgeable. It’s easy to understand why they 're such a
successful business. Your call is a reflection of that, too.
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Conclusions

CSI (better known as Cedex to its customers) is the acknowledged leader in the shipping/container
industry. They have a very loyal customer base, at least in part because — as was pointed out by several
of the respondents — they currently have no real competition.

From an overall customer satisfaction standpoint, CSI is at least on a par with other business-to-
business software application vendors (including providers of network services) for whom Specifics
conducts research studies.

Overall, CSI’s EDI products (used to access the CSI network) received “above average” ratings, but
these ratings fell somewhat below Specifics’ database. When respondents voiced product-related
concerns, they typically centered on older technology and a lack of speed. However, respondents using
CSI’s new, Windows-based Odyssey product did not seem to share these concerns.

Respondents seem especially pleased with CSI's help desk support and with the “personal” service they
receive from the help desk staffers. The only real complaints in this area seem to revolve around the
availability of the help desk for customers in different time zones. This is most likely the primary reason
that international respondents awarded lower performance ratings than their North American
counterparts.

The vast majority of the respondents would both recommend CSI’s network services and, if they had a
need, purchase additional products and/or services from CSI. This may be due in large part to the fact
that they find CSI to be a company with which it is very easy to do business.

The recurring theme — throughout this study — seems to be that respondents really enjoy the
“relationship” that they have with CSI and its people. Mark North, the president of CSI, appears to be
the key to this.

Keeping in mind that just 27 interviews were conducted, there were no significant differences in
responses based on account type, location, or size of the respondent companies.
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Appendix

509 Report 12 © 1999. Specifics, Inc. All rights reserved.



Respondent # Interviewer

SPSS Data Entry Interview #

V Data Entry Date of Interview

Cedex Services International
Customer Satisfaction Study — Project #509
Final Questionnaire — September 9, 1999

1. Name: 2. Title

3. Department: 1 Responden .

5. Company: 6. Phone number:

7. City/State/Country: 8. Industry:

9. Account Size: 1. Small 2. Medium 3. Large | 10. Account Type: 1. Hub 2. Spoke

11. Products/Releases: 1. (Release: ) 2 (Release: )

Hello, this is _____ with Specifics, Inc. in Atlanta, Georgia (USA), calling on behalf of Cedex

Services International. (Specifics is a research firm that conducts studies for companies that market
computer software products and services,) In their efforts to improve service to customers, CSI has
asked us to call you to find out how you rate their products and services. I hope you will be able to
help.

Are you the best person to talk with about your firm’s use of EDI (EC) products, services and your
company’s relationship with CSI?

1.xYes 2. No (Get new name/number):

Is this a convenient time for you to talk? (If needed: This interview should take about 15 - 20 minutes.)

1. Yes 2. No (Schedule time):

12. When did your company first enter into a relationship with CSI?
1. <6 mos. ago 2. 6 mos. to 1 year ago 3. 1 -2 yearsago

4. 2 -3 years ago 5. >3 years ago 6. DK
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13. How long have you, personally, been using the CSI service?
1. <6 mos. 2. 6 mos. to 1 year 3. 1-2years

4. 2 -3 years 5. >3 years

14. Were you involved in the vendor selection process?

1., Yes 2. No (Go to Q16)

15. And, how would you rate CSI’s sales and marketing representatives in terms of how they
described their network services compared to what you’ve experienced. Please use a scale
of 1 to 9, where 1 means “what they described is not at all what we’ve experienced” and 9
means “what they described is exactly what we’ve experienced.”

Comments (Probe for all 1, 2 and 8, 9 ratings):

16. Were you involved in the installation of the CSI service?

1. Yes 2. No (Go to Q21)

17. When did you install the service?
1. <6 months ago 2. >6 months ago (Go to Q21)

18. Did someone from CSI assist you with the installation?
1. Yes 2. No (Go to Q21)
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19. On a scale of 1 to 9, where 1 is “not at all satisfied” and 9 is “completely satisfied,” please
rate how satisfied you were with the thoroughness of the installation support you received
from CSI. By thoroughness, I mean were you able to begin trading right away?

Comments: (Probe for all 1, 2 and 8, 9 ratings):

20. And, on the same 1 to 9 scale, how satisfied were you with the responsiveness of CSI’s
installation support staff? By responsiveness, I mean did the person from CSI understand
your needs and issues and resolve problems in a timely manner?

Comments (Probe for all 1, 2 and 8, 9 ratings):

21. In addition to CSI, do you use any other vendors’ networks?
1. Yes (Which ones? Circle all that apply) 2. No (Go to Q24)

1. Sterling Commerce 4. IBM (Advantis)/AT&T Global Services
2. Harbinger 5. Kleinschmidt

3. GEIS 6. Transettlements

66. DK the name(s) 88. Other:

22. And, how does CSI’s network service compare to the other vendors?

1. Better 2. About the Same 3. Not as Good 6. DK

Comments (Probe gently for Not as Good):
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23. How does CSI’s network support compare with other EDI vendors you have used?
1. Better 2. About the Same 3. Not as Good 6. DK

Comments (Probe gently for Not as Good):

24. Now I'd like to ask you a few questions about help desk support. On average, how often do you
call CSI’s help desk for support?

1. Daily 2. Weekly 3. Monthly 4. Quarterly 5. Semi-annually
6. Annually 66. DK 77. NA / Never called (Probe gently for reasons, then
Go to Q27)

88. Other / It Varies:

Comments:
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25. Next, I'm going to read a list of attributes for help desk support. Using the 1 to 9 scale, where 1 is
“very poor” and 9 is “excellent,” I'd like you to rate CSI's performance in each of these areas.

Help Desk Support Attributes Pe rl'ozrfl.nance
The time it takes to answer the telephone 1.
2. The time it takes to resolve the problem on the first call 2.
The time it takes to resolve a problem that could not be answered on the first 3
call :
4. Responsiveness to messages you leave 4
5. Courtesy of the staff 5
6. Technical knowledge of the staff 6
7. Product/application knowledge of the staff 7
8. Industry/business knowledge of the staff 8
9. Access to current information and/or problem status 9
10. Help Desk Support, overall 10.

Comments (Probe for all 1, 2 and 8, 9 ratings — specify attribute along with comments):

26. Can CSI do anything to improve its help desk support?

1. Yes (Probe for details) 2. No 6. DK
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27. Which company’s EC products are you currently using to access the CSI network? (Do not
prompt.) (Circle all that apply. If not CSI, Go to Q30)

1. CSI 2. Sterling Commerce 3. Harbinger
4. GEIS 5. St. Paul 6. Kleinschmidt
66. DK 77. NA /Don’t use the CSI network 88. Other:

28. Under which PC operating system do you run this product? (Do not prompt.)

1. DOS 2. Windows 3.x 3. Windows 95
4. Windows 98 5. Windows NT Server 6. Windows NT Client
66. DK 88. Other:

If DOS: When do you plan to migrate away from DOS?
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29. Now I’d like to ask some questions about the EDI product, itself. I'm going to read a list of
features and I’d like you to rate the performance of the CSI product you use, on the 1 to 9 scale,
where 1 is “very poor” and 9 is “excellent.”

29.

Product Attributes Performance

Functionality (does what you want it to do) 1.
Quality (lack of bugs)

Auditing facilities (record keeping)
Performance (speed)

Security

Ease of use (people interface)

Ease of learning (intuitiveness of software)
Online help

Printed documentation (clarity and completeness)
10. The Product, overall

ole[afafu|s|w]s]~
ole[afla|vnls|w|e

._.
=4

Comments (Probe for all 1, 2 and 8, 9 ratings — specify attribute along with comments. Ask:
“How could it be better? What's missing?” or “What makes it so outstanding?"'):

30. Do you have any expectations that are being exceeded by CSI?

1. Yes (Probe for details) . No 3. Maybe

© 1999 Specifics, Inc. All rights reserved.
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31. And, do you have any expectations that are NOT being met by CSI?
1. Yes (Probe for details) 2. No 3. Maybe 6. DK

Comments:

823 On a scale of 1 to 9, where 1 is “not at all satisfied” and 9 is “completely satisfied,” please
rate how satisfied you have been with CSI’s administrative functions, and by this I mean things
like the timeliness and accuracy of invoices.

Comments: (Probe for all 1, 2 and 8, 9 ratings):

33. Would you recommend CSI’s network services to a colleague?
1 Yes 2. No 3. Maybe 6. DK
34. What advice would you give to a colleague who was considering using CSI’s network services?

Comments:
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35. If you had a need, would you purchase additional products and/or services from CSI?

1. Yes (Probe for why) 2. No (Probe for why not)
3. Maybe (Probe for details) 6. DK
Comments:
36. On our 1 to 9 scale, where 1 is “very difficult” and 9 is “very easy,” how would you rate the

ease of doing business with CSI?

Comments (Probe for all 1, 2 and 8, 9 ratings):

37. And, on our 1 to 9 scale, where 1 is “very poor value” and 9 is “excellent value,” please rate
the value you receive from CSI’s software and services, for the money your company spends.

Comments: (Probe for all 1, 2 and 8, 9 ratings):

38. When will you be fully Y2K compliant?

1. Already are 2. Bytheend of 1999 3. By July 1, 2000 4. By the end of 2000
5. By theend of 2001 6. DK 7. Never 8. Other:
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39. Does your company have any plans to expand its EC program(s)?

1. Yes (Probe for what/how) 2. No 3. Maybe (Probe for what/how)
6. DK

Comments:;

40. In your opinion, what is the future direction of the EC marketplace?

Comments: (Probe for “alternative directions,” etc.):

41. Finally, is there anything else about the EDI products or services you receive from CSI that you
would like me to pass on to their Management Team?

1. Yes (Probe for details) 2. No

Thank you for your time. You’ve been very helpful.

509 Questionnaire 10 © 1999 Specifics, Inc. All rights reserved.



ID# | Q#9 | Q#10 Q# Comment
[When I asked whether Mr. Eastell knows the vendor as “Cedex” or “CSL” he said that he
refers to them as “Cedex.” He said that, ironically, CSI is the name of another company that
3 2 1 he does business with that is a “Containers Consultant.” He said that Mark North took the
name Cedex from United Nations terminology a number of years ago; it referred to “Container
Data Exchange.” He said that some people say that Cedex “nicked” the name to make it look
like they originated the process, which they didn’t.] Interviewers note.
3 2 1 5 A management group, which manages Contship and several, other shipping lines.
2 9 1 12.1 Three months ago approximately we signed a contract. I have been familiar with Cedex about
% a year and a half;, I've been talking with them over quite a period of time.
13 3 1 12.3 August 1998; went live.
10 2 1 12.4 April 1997.
15 3 1 12.4 Only about 2 ¥ years ago when we first started up our own operations.
3 2 1 12.5 1993 or 1994.
4 3 1 12.5 Six years ago.
5 2 1 12.5 1993.
6 ? 2 12.5 1993-1994.
7 ? 2 12.5 Five years ago.
8 3 1 12.5 1989.
9 3 2 12.5 1988. We were their first customer.
11 1 2 12.5 1991-1992.
12 ? 2 12.5 1989.
17 ? 2 12.5 At least ten years ago.
18 1 1 12.5 Five years ago.
19 1 1 12.5 1996.
20 3 1 12.5 About ten years ago.
21 1 1 12.5 In 1994.
22 3 2 12.5 Early 1990’s.
23 1 2 12.5 | Four or five years ago.
24 1 2 12.5 1992.
25 ? 2 12.5 Eight and nine years ago.
26 2 1 12.5 Four years.
2 9 1 13.1 We are in the process of setting-up our systems to facilitate the use of the Cedex network; we
: are well underway and hope to be operational, at least for testing, next month.
4 3 1 13.5 Same [Six years ago.]
5 2 1 13.5 1989.
6 2 2 13.5 1993-1994.
7 ? 2 13.5 Five years ago.
8 3 1 13.5 Same [1989.]
11 1 2 13.5 Same [1991-1992.]
18 1 1 13.5 Same [five years ago.]
20 3 1 13.5 I’ve been acquainted with them for about ten years; five years in association with this firm.
25 ? 2 13.5 Six years.
26 2 1 13.5 Same [four years.]
24 1 2 14.2 It came about as a client request.
27 3 2 14.2 They were in place when I came here 3 ' years ago.
1 2 1 15 We are not a good judge of this; we knew their rep in another capacity; John is VP of CSI and
we knew him; he provided a very accurate description of what CSI offers.
We've pursued this over a protracted period of time, at least 18 months; they provided
2 9 1 15 demonstration tapes, and we investigated other shipping lines where their service is in use; we
also examined their Website; we think they have represented their product accurately so far as
we can tell. Oh course, we will be able to assess this better once we become operational.
We’ve been quite involved in keeping up with EDI as it pertains to the shipping industry;
3 2 1 15 Cedex was selected primarily because of their foothold in the shipping industry, particularly
for depot operations. In terms of advancing their product lines to us, I believe they've been
honest.
5 2 1 15 It was the only game in town when we started. They’ve lived up to what we expected.
7 ? 2 15 It wasn’t a case of we wanted it; we were told by our customers to use it.
9 3 2 15 It was the only option. They had the idea for this in the first place, we followed their lead.




ID# | Q#9 | Q#10 Q# Comment
10 2 1 15 Transocean, I was familiar with Cedex—that was 7 or 8 years ago-so I was already familiar
with their products and services.
There have been many changes over the ten years, of course. Back then they were the first
company involved in the industry. All of us in the container industry really owe Cedex for
12 ? 2 15 being the pioneer. They helped all of us to get into EDI. It is ironic, then, that I say today that
if it weren’t for our initial purchase in 1989 I wouldn’t buy it today. That’s because we are
capable today of developing software of our own and transmitting over the Internet.
Cedex has a high presence in the market, a near monopoly really. We had a fairly clear picture
13 3 1 15 of their services before we even spoke with them, therefore. They didn’t really promise much
and didn’t really represent their service in any great detail.
19 1 1 15 By being able to pass messages from the depot to others they are satisfactory, however when it
comes to development work, there are shortcomings.
21 1 1 15 Tl;is goes all the way back to Edifact un-messaging, and the initial setting of standards for the
industry.
As far as the service goes, it’s quite specialized and it's in line with what we expected and
26 2 1 15 what they provided. In terms of support, they’ve kind of let us down getting all the spokes on
line; they didn’t follow-through with all of them as we expected.
6 ? 2 16.2 Mark North handled it personally.
20 3 1 16.2 [ inherited them here.
4 3 1 17.2 Six years ago.
5 2 1 17.2 1993.
8 3 1 21.1 Don’t know. I think there’s one other we use for a very limited application.
14 ? 2 21.2 Although we have an in-house system with GE Seaco.
1 2 1 21.3 Ten times a year.
3 2 1 21.88 | Confidential; I cannot tell you.
12 ? 2 21.88 | Codeco (frecware) through the Internet.
19 1 1 21.88 | Through CNS for Europe.
21 1 1 21.88 | Several others; but for equipment leasing only Cedex is used.
25 9 2 21.88 John Evans International (software). [After discussing this with the respondent, I determined
: that this product is actually depot software, not a network.] Interviewers note.
3 2 1 22.1 Marginally better.
The Internet is easier for us to use; the electronic handshake we achieve through the Internet
12 ? 223 with our customers is really quite easy, compared to the whole log-on and transmission
procedure through Cedex.
19 1 1 22.6 I’m not the person to answer that question.
12 9 2 232 The messages we send to our customer over the Internet are a result of customized
: programming-using ISO messaging standards-performed by our own developer.
A “3” ona 1 to 9 scale. Their representative was recently on holiday and we had a problem,
s0 we were told to call California. That’s a real problem because when we’re ending our day
3 2 1 233 when they’re just starting theirs and essentially you've already lost a day when you initiate the
' call to them. When you’ve got containers sitting on the ground because you can't open your
mailbox, calling California is not the solution. Luckily, we have not had that many problems
that have required us to call them, but when we do it’s a real bugabear.
18 1 1 243 Ten times a year.
4 3 1 244 At the moment, we have an issue, which involves the latest release of one of their products,
) software, which we've had to call more frequently about.
11 1 2 244 We don’t need to call them often, maybe only four times a year.
2% 2 1 24.4 I've delegated that calling in the past year, but in prior years I probably called them three or
p four times a year.
15 3 1 24.5 Maybe only five times since we’ve been operational with Cedex.
17 ? 2 24.5 A few times maybe once or twice in the past year.
In the last ten years, I've probably called them six times, just to sort out upgrades and that kind
12 ? 2 246 of thing. I can’t say I've ever called them for troubleshooting or for true help desk support.
We just haven’t needed to.
T used to call; now maybe I call once a year, at most. I used to only have to call when we used
22 3 2 24.6 their software on a stand-alone PC; since our programmers came up with our own software, |
don’t need to call them anymore.
2 ? 1 24.77 | Most of my contact has been with their North American Director (Andrew Balcombe) or Mark
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North himself, or their European contact (Jorn Heerulff), who was my first contact; he’s in
Denmard. We have developed a very good relationship; in fact, I would say our relationship
with each of them is excellent and that I could call any of them for help on anything.
2 1 24.77 | I've never personally called; that’s initiated through our IT department.
5 2 1 2477 I've virtually never called; my people have, but even then very infrequently. There's hardly a
g need to call.
? 2 24.77 | We've not had the need to call at all.
16 2 1 24.77 Our regional offices are in touch with them almost daily; I've only talked with Mark North,
i their sales representative.
19 1 1 24.77 | It’s been years since I've had the occasion to call them, personally.
20 3 1 24.77 | Other people, applications folks, call them. I do not have to.
21 1 1 2477 The relationship is such that I call Mike Mowslowski when I have a question; I operate on the
. business side, not the technical side.
6 ? 2 24.88 | Once or twice. I have not had the need to call them, personally, in a long time.
8 3 1 24.88 | About twice a month, although in the last week we've had the need to call a couple of times.
9 3 2 24.88 | Once or twice.
10 2 1 24.88 | Five to seven times a year.
13 3 1 24.88 | Quite rarely.
23 1 2 24.88 Three or four times a day-maybe three or four times a year.
24 1 2 24.88 | Our systems people call about six times a year.
We just installed the new WinBridge product at our home office location three to four months
25 ? 2 24.88 | ago and we’re finishing up with it at another location in about two weeks, so lately we’ve had
to call quite a few times. Otherwise, we hardly ever need to call.
27 3 2 24.88 | I don’t do that anymore; I haven’t called them in at least a year.
It’s varied a lot. 1know things are changing in the UK. They used to use an agency here and
6 ? 2 25 their service was generally unsatisfactory. The couple times we called California, of course
that was very inconvenient because of the time difference. Now I understand they’ve got a
fellow setting-up shop here in the UK that’s a step in the right direction.
9 3 2 25 They're quite good; I can’t say we’ve used them enough to evaluate them in depth; our
experience has been positive.
12 ? 2 25 I don’t think I can rate them in those areas; I’m not familiar enough; it wouldn’t be fair.
14 ? 2 25 Declined. As far as I know, every time we've called them, they’ve helped us. My impression
is they are knowledgeable and know their products.
23 1 2 25 I've enjoyed working with them; they’re well mannered and well versed on their product.
Danny Rose and Erik Wernes and Diane Carr have been consistently helpful to me.
27 3 2 25 Don’t know the current status.
1 1 251 Communication is always different because of the time difference-nine hours to San
2 Francisco; so they never answer during our business hours.
13 3 1 25.1 Basically what I’ve found is that most of our queries are rarely answered on the first call, but
2 they tend to help us fairly quick after that.
15 3 1 25.1 Very quick.
15 3 1 25.10 | I’ve never heard any complaints from staff.
18 1 1 25.1 It’s fairly good.
26 2 1 25.1 We’re in a different time zone, so sometimes we use e-mail.
They’re below the help desk is centered around a few key people, and if you get one of them
26 2 1 25.10 | then you get handled quickly, so that has training implications. It can be an issue for us if we
have to wait four or five hours for a solution.
1 2 1 25.2 It takes them days sometimes to solve a problem.
8 3 1 252 It depends on the time of day and level of expertise needed.
I don’t remember the specifics, but sometimes when we call about updating our data from the
10 2 1 25.2 Cedex server to our mainframe, we find out one file in 55 maybe didn’t transfer; it’s taken
them a long time to diagnose that and figure out what happened.
11 1 2 25.2 Sometimes they can and sometimes they can’t help us on the first call.
15 3 1 25.2 My staff would know this, but I haven’t heard them complain.
17 ? 2 25.2 They took care of it immediately.
The times we call we usually get their night crew, which consists of just one unlucky person. I
25 ? 2 252 assume that the low man on the totem pole, who is also the least experienced, gets that
assignment. That person I'd rate a “4.” If we call afternoon EST, then they geta “7.”
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26 2 1 25.2 The help varies widely with the particular person we reach.
17 ? 2 25.3 Haven’t had anything they didn’t handle on the first call.
11 1 2 254 They’re very good about responding to us.
13 3 1 25.4 It’s only recently that they had a UK office, now I believe it’s in Denmark, so the problem we
> have is that we have had to juggle time zones.
17 ? 2 254 Haven’t needed to leave a message.
18 1 1 254 Due to the time zone differences; it’s difficult to get a timely call back.
8 3 1 25.5 Absolutely great!
1 2 1 25.6 Their knowledge varies by the individual you reach.
4 3 1 25.6 It depends on who you speak to. Some are more knowledgeable than others. They've
¢ improved their application knowledge of our environment considerably in the past year.
8 3 1 25.6 That varies quite a bit.
15 3 1 25.6 Bar none, the best.
25 ? 2 25.6 Ditto comments given for 25.2,3.
26 2 1 25.6 It’s hit or miss depending on who we reach.
3 3 1 257 That's one of their problems; they have only a few people who have a real thorough
! knowledge.
17 ? 2 25.7 Pretty good on Odyssey—Sonya is especially helpful, including her follow up to me.
8 3 1 25.8 Generally, excellent, when I talk with Mark or Sonya; that’s who I prefer to call.
1 2 1 26.1 See to it that they have one in Europe.
They're taking the right step in establishing someone here in Europe to help us. That’s
imperative that they establish and maintain a group of people, not just one, to help us. Service
is the only thing that keeps our shipping company going at the moment. Our customers have
3 2 1 2.1 alternatives; if we can’t help them, someone else can; they can find them on the Internet. So
. the “help” in help desk is the key word; it’s always been Cedex’s lacking point. It’s the one
thing that’s going to make them a global provider of the service they sell. They must have
support staff we can access when we need them-in sufficient numbers-and for some
customers, their staff must be fluent in languages other than English.
I think their people are technically competent, but it takes them time to learn the business
5 2 1 26.1 jargon-that’s the feedback I've gotten. Their newer people need training on our industry so
they can get up to speed faster.
12 7 2 26.1 Stop charging me $60 a month for something I really don’t use.
13 3 1 26.1 Open a UK office again.
15 3 1 2.1 One thing they do not have that many companies who operate help desks have is a Web-based
i system where help calls are logged and their status is shown.
16 9 1 2.1 The time difference with San Francisco; now they man their desk almost 24 hours a day, so
2 their service has gotten better of late.
18 1 | 2.1 I think they need more representation in Europe because it takes more time than it should if we
3 didn’t have to call the states.
Second-hand, the feedback I get is that west coast customers get the best service due to the
20 3 1 26.1 location of the help desk there. One of Cedex’s challenges is providing global support for
what they market as a global service.
I don’t like the fact that we have to hook up to their New York network numbers; we need a
22 3 2 26.1 New Jersey number to call that’s not long distance, especially since so many of our customers
are in New Jersey 100.
Understand that everyone is not on west coast time and that we need their best knowledge at 8
25 9 2 26.1 am EST just like we do in the afternoon. The person they have there on their night shift is
i helpful, but after making a few suggestions, has to eventually say that they’ll have someone
else call us back later in the day.
From the experience form my folks who call, there is one individual who's very
27 3 2 26.1 knowledgeable and helpful; his name is Danicl Rose. We're always glad to get him; some of
the others are not as experienced; I don’t know if they need training or what.
4 3 1 26.2 Other than making them more familiar with individual customers and their particular
; applications, I cannot think of anything.
6 9 2 26.2 We’ve had few problems, so it’s hard to say other than when we need help, we need help-
. access to help-right away; that’s critical to our business.
8 3 1 262 Around-the-clock coverage is something they added that was a significant enhancement

recently.
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9 3 2 26.2 Quite honestly, there is not much need to improve it from our perspective.
1 1 2 26.2 We do a lot of e-mail to them and lhal works very well for us; otherwise we call a 1-800
0 number, and I don’t even know where it is.
17 ? 2 26.2 There isn’t any basis for me to make a suggestion.
21 1 1 2.2 The one thing I don’t know is how deep their support is; I always go to Mike, and when he’s
a not available, I ask for Sonya.
23 1 2 26.2 1 don’t have any complaints, and I can’t say that about many computer-related companies.
24 1 2 26.2 Based on the feedback I get, their service is reasonably good.
In terms of the product itself I'd like to see it move from dial-in to something real time,
10 2 1 26.6 because when our connection fails we need to re-set it manually and that usually results in us
having to call them about it or something related.
4 3 1 27.1 For downloading.
7 ? 2 27.1 3.25.
8 3 1 27.1 Riverbend.
10 2 1 27.1 Riverbend.
14 ? 2 27.1 We've just installed Odyssey.
17 ? 2 27.1 3.22.
23 1 2 27.1 WinBridge.
27 3 2 27.1 WinBridge.
2 ? 1 27.88 | Internally developed software and system.
4 3 1 27.88 | Internal program.
5 2 1 27.88 | We have a Sun Solaris environment, and we use our own software.
6 ? 2 27.88 | Our own depot software.
9 3 2 27.88 Our own.
12 ? 2 27.88 | Our own.
13 3 1 27.88 DOS FTP script.
15 3 1 27.88 Our own EDI transmission software. We used to use Cedex software, but we've out grown it;
2 in fact, we outgrew it in our first six months.
16 2 1 2788 Just a dial up modem. We're actually meeting with them tomorrow to discuss an upgrade to
i ensure that we’re Y2K compliant.
18 1 1 27.88 Just a modem.
19 1 1 27.88 It's something we’ve developed.
20 3 1 27.88 Direct link.
22 3 2 27.88 | Our own.
25 ? 2 27.88 | Export from the John Evans product into the Cedex product.
26 2 1 27.88 FTP link on a WAN.
6 ? 2 28.1 As soon as possible; it will depend on the availability of systems we can use. I hope to
4 accomplish it by year’s end.
7 ? 2 28.1 As soon as Cedex delivers, because we've already paid for WinBridge.
8 3 1 28.1 This weekend we're installing WinBridge.
1 1 2 28.1 I'm _actually waiting on a response from Mark North now so we can upgrade to a Windows
version.
12 ? 2 28.1 We're waiting on Cedex.
17 ? 2 28.1 It depends on the new depot software; maybe November.
We plan to install WinBridge within the next two weeks; we ordered it nearly three months
18 1 1 28.1 2 SN
ago, but we just received it.
25 ? 2 28.4 3.25 to be phased out by November.
4 3 1 28.6 NT Workstation 4.0.
5 2 1 28.88 Sun Solaris, no PC used.
19 1 1 28.88 | Notona PC.
20 3 1 28.88 | Mainframe.
22 3 2 28.88 Unix.
26 2 1 28.88 Unix.
1 1 2 29 I don’t know how to evaluate it other than to say we want to replace it before it blows up on
us; we know it’s not Y2K compliant.
12 9 2 29 Declined. Their software is really outmoded; I mean they just now are offering to upgrade to
the equivalent of Windows 3.1, not even Windows 95.
14 ? 29 Declined. It's a cumbersome system to feed in estimates; the screen is not that great either;
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it’s really outdated and rather slow. On the other hand, the new Odyssey set-up seems to be
really sleck; we haven’t fully implemented it yet to its fullest extent, but we look forward to
doing it. It has many features we’d like to use.
25 ? 2 29 We haven’t used WinBridge yet; we've just installed it.
1 2 1 291 We only take data and transfer it to our mainframe; from what I've seen it’s good, but not
i excellent; it’s better for a depot than for a shipping line like us.
3 1 29.10 | Some of the features are limiting for our use, for example the purge utility.
3 2 29.10 The quality of communication with them is excellent; they always get back to me quickly and
i are helpful at all times.
23 1 2 29.1 1t’s fully functional in terms of our customers’ needs.
27 3 2 29.1 The functionality is consistent with what our customers need.
3 2 1 29.2 | No problems with bugs.
The application they use for dial-up and transmission fails a lot and requires manual resetting.
10 2 1 29.2 That’s disconcerting because we expect to run it at night and when we come in, in the morning
instead we find it hasn’t gone because no one was there to click the “ok” button.
17 9 2 292 I did need to talk with one of their reps once about estimates—that function-we have to make
8 manual adjustments per customer on insurance estimates.
3 2 1 293 We don’t use it for that, so I don’t know.
9 3 2 29.3 I think it’s pretty good, although we don’t use it for that.
10 2 1 293 What logging is there is very minimal, so if we need to go back and look at what transactions
? occurred, the information is minimal; the level of detail is not sufficient to tell us much.
1 2 1 29.4 It could be a little faster.
3 2 1 294 It’s slow; ‘Yhen we download it’s mu'ch slower than our own Internet connection. We use an
’ AS/400 so it’s not a laptop or something that would make it slow.
What happens is, as the amount of data in the database grows-just to ten megabytes-the
10 2 1 294 loading takes substantially more time, growing from three minutes to maybe 30 minutes. Even
; purging takes a long time; perhaps several days to purge a few hundred records. We have to
schedule to do that on holidays, as a result.
17 ? 2 294 We know we’re using an old, outdated version.
27 3 2 29.4 For both data entry and purging, it’s sluggish.
1 2 1 29.5 Not a very important issue; I don’t think it has security features.
3 2 1 29.5 We've never experienced a problem; whether someone could hack into it, I'm sure they could.
9 3 2 29.5 I have no idea.
27 3 2 29.5 I really don’t know about its security.
9 3 2 29.6 We certainly have had no problems using it.
1 2 1 29.8 We get error messages and don’t always know what they mean.
4 3 1 29.8 The on-line help function could be improved; there really isn’t anything that’s helpful to us.
9 3 2 29.8 I don’t think we have that.
23 1 2 29.8 It could use a little work; it’s too general; it doesn’t empower you, maybe to ensure they
1 maintain their foothold.
27 3 2 29.8 There isn’t much as far as I know.
4 3 1 29.9 Installation guidelines are sparse.
23 1 2 29.9 They have various utilities that they will give you if you request them.
4 3 1 30.1 They have been very helpful with our Y2K testing.
5 2 1 30.1 They’re exceedingly reliable.
14 9 2 30.1 On the new system, Odyssey, it’s better than what I expected; it’s better than what was
‘ represented and demonstrated. It has even more functionality than I expected.
The thing that I've always communicated to anyone who's interested is that their level of
15 3 1 301 service beyond their network itself is way above others, like GEIS. They’re not an EDI VAN
g without a face. They really have distinguished themselves in our industry and, by comparison,
to many other industries.
20 3 1 30.1 Their flexible approach to problems or issues that come up-they have a solutions-based
£ approach in their networking services; data mapping for example.
We’re involved with them at the moment in a depot program-implementation of their Odyssey
24 1 2 30.1 product-and I have been extremely impressed with their enthusiasm and willingness to assist
us.
% 2 1 0.1 It’s pretty fair to say that when things are running well we receive all the data very fast and

efficiently.
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17

They've done a steady, good job.

18

We do a lot more with statistics than the Cedex software provides; our own programmers have
developed it.

21

30.2

We've kind of grown-up together; we do have hiccups every once in a while; some are our
problems; I think they’ve provided an excellent service, although it’s a costly service.

23

30.2

I'm not a Cedex monitor; when the job they do is done, they have met my expectations.

25

30.2

We're not totally using Cedex’s product; we don’t use it for tariffs or estimating, for example.
We use it only for communicating with our users, the steamship lines and the leasing
companies.

30.3

Their customer service level is very satisfactory; it’s very good; with regard to operationally,
we’ll have to wait until the system kicks in. From a standpoint of assessing our system and
tailoring their product to our exact needs, I'd have to say they’ve done a very thorough and
professional job.

Processes and functionality of other systems that we are aware of that Cedex does not provide
at the moment. An example is being able to transmit digital photos with data. Logic issues
also are needed to be addressed in terms of what's allowed and what is not allowed to go into
and out of the mailbox.

The only times we've had problems arise are with upgrades; they are minor issues having to
do with getting and installing the upgrades.

To reduce there charges; our computer depot system really does everything; Cedex is just a
glorified e-mail system.

More stability is needed in the product; we constantly call them about the same problems;
there is no long-term resolution. There have been delays in the delivery of the updated
software they’ve promised that supposedly will address many of these issues.

We tend to have quite a bit of problems with the Cedex server; the connectivity we establish
with their server in San Francisco is through our DOS FTP script running on our Windows
operating system, and it gets hung frequently. So we need to improve our connectivity, and
that’s something we’ve had a problem with for sometime. Honestly, I can’t say for certain
whether it's Cedex’s server, or the connection, or with our DOS FTP script, but Cedex has not
helped us determine that yet. We plan to begin using their InRoads product soon, and we’re
hopeful that, that will solve our problem.

14

It’s not their fault, I guess, but the tariff structure is still hard to feed in; would have thought
that they could have sat down with the 2 or 3 major leasing companies and fully assess the
tariff structure so it could be pre-loaded into Odyssey. There's an expense associated with
doing that, I’'m sure, but that would be extremely helpful to us. Someone like Cedex also
needs to work with the leasing companies to get them to use EDI to a fuller extent; we're still
just scratching the surface.

The only area we've had some problems with-and it’s really not Cedex’s fault-is with a
product that they re-sell; Infonet. We use Infonet for global e-mail access and it’s sub-par.
We frequently have problems accessing certain numbers and their billing is dismal, too.
We've actually disputed most of their bills and won the disputes.

—
—

Future development capabilities, using specific versions of EDI messaging; and secondarily,
for providing a plan for Y2K contingencies.

31.1

Their weakness is on the applications development side-their software development team is
lacking; it’s outside their core competence.

31.1

Only really from the support point of view, occasionally, as I've pointed our already.

31.2

Again, the representation of the service we believe to be quite professional and accurate.

31.2

It works; although I'd prefer direct-dial via the Internet.

312

I'd like to develop message sets, but that's more in my court than theirs.

31.2

We use their software as a translator that’s all.

312

I’ve got not really any complaints.

N = WIWI-SIIIN]| W

312

We run into day-to-day problems, but we expect resolution without it lingering on, and they
meet that expectation.

31.2

Currently, they’re meeting our expectations. A few years ago we had a problem that led to
finger pointing, but once I called Mark North that all stopped and we formed the solution
together. In that I would say they understand what a partnership is.

I really don’t have a problem with them except of the network phone number we call (see
question 26).
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To be frank with you, we are looking for alternatives to Cedex, but as long as our customers

25 ? 2 312 want us to use Cedex, we will. It just gets rather costly-$500 to $600 a month—especially
when we compare it to the Internet, which could cost us nothing.

1 2 1 313 We have given them a lot of feedback and we hope we will see our suggestions in their

S Odyssey product, which we plan to use.

It’s an ironic question because I was just talking with some of our customers about that. We
want to know what CSI is doing to utilize the Internet so we can avoid paying the $200 per

17 ? 2 313 month we pay based on per-character transmission rates versus the $20 per month we could
over the Internet. Otherwise, I think Mark’s services are great because we've only had a few
problems in many, many years.

2 9 1 3 I’ve probably not been too comprehensively involved in that, but they’ve been pretty efficient
so far; they haven't really billed us yet.
That’s another shortcoming; their monthly bills contain no detail. It would be like getting a

3 2 1 32 phone bill that lists date and charge, but no time or phone number called. We constantly have
to refer back to our contract and other documents to validate their billings.

5 2 1 32 I’ve never had a problem with a bill.

6 9 2 1 Being a UK customer, we are billed in dollars and we have to pay in dollar drafts, so it’s less
than convenient for us to pay.

7 ? 2 32 From what I gather, we have not experienced any problems with them.

8 3 1 32 I only deal with their marketing and help desk people.

9 3 2 ) ;hey'rc very responsive and communicate; we’ve never had any problems with billings from

em.

10 2 1 3 It’s very different to know who many kilobyte characters have gone through the system; I need
another software degree to decipher their bills.

11 1 2 32 I don’t really have that much to do with that side of the business.

13 3 1 32 I don’t have any questions about their billings.

14 ? 2 32 I don’t pay much attention to their invoices; no one’s ever complained about them.
For their EDI business, we've never had a problem; however the billing model for the EDI
industry leaves a lot to be desired. Their invoices are based on the number of characters

15 3 1 32 transmitted, and about the only way you can tell whether your bill is reasonably correct is to
compare it to last month’s bill to see if your transmission rate is similar. If you know you're
doing more, your bill should be higher; if it's dropped off for some reason, then you should be
paying less.

16 % 1 32 We have never had the occasion to question any of their invoices.

17 ? 2 32 We've never had a problem that I know of.

18 1 1 32 I'm not aware of any administrative problems.

19 1 1 32 1 know of no problems there.

20 3 1 3 I don’t think they bill too promptly, which is actually to our benefit, but I can say I've never
had a problem with the accuracy of their billings in four or five years.
That's an area that’s hard to rate when you try to reconcile what you’re doing with what they

21 1 1 32 bill. You have to take their bills on faith because we don’t have the tools to exactly audit each
bill. We have to rely on our sense of partnership.

22 3 2 32 Their invoices are exactly on time; I really don’t have a problem with them.

2 1 2 32 I've lt;‘cvcr had a problem; I've never hung up the phone with Cedex and had a bad taste in my
mouth.

25 ? 2 32 They’re just fine with that.

26 2 1 32 They have given us no problems.
Whatever it is in terms of a product, it is one of the best products in the industry; it needs a

10 2 1 33.1 little refurbishing and updating-a vitamin shot, if you will. Their service is good, but their
product is based on older technology-that’s where some of the shortfall is.

14 ? 2 33.1 Odyssey.

19 1 1 33.1 They have a monopoly, and they are the industry standard.

26 2 1 33.1 That’s a difficult question, given their virtual monopoly.

27 3 2 33.1 If their customers required it.
Not necessarily; it depends what they were looking for. I'd advise a colleague to test

4 3 1 333 everything thoroughly. I mean it’s not like there is any competition to consider as an
alternative.

14 ? 2 333 The older system, if required by a customer.
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337

That implies that there is a competitor; they do not [have any] so there’s no need for a
recommendation.

34

Test it to determine whether it meets their expectations; to make sure you can get data and
reports in the formats you need.

34

We tend to chat and talk with a lot of other shipping lines. I would ask what functions they
plan to use Cedex for. It’s important to know that before they can define exactly what product
they need; I'd invite them to come and look at what we have here and certainly do not hesitate
to share the positive experience we've had with Cedex so far.

34

To join us in our international aims to improve Cedex’s service and lower their prices. I'd let
them know of their customer service shortcomings and the fact that their rates are outrageous,
really, compared to the amount of data and the speed, which we can achieve, on the Internet.
I'd also point to the $125/monthly charge we pay for service. That's really not proper for what
is offered. To be fair, I'll say that Mark is aware of these things and has agreed to look at
them for us, but does he offer to do that for new business? I think not. As a concession to us
he recently agreed to cap our charges, but maybe he should have seen the need to do that two
years ago. It’s interesting that he was willing to do that only now.

34

I have recommended them. 1'd tell them there are options; what they (Cedex) provides is sort
of an antique, so for newer industries than shipping, they have options.

34

Ive never evaluated their service really; I cannot make any comparisons to any other products.
We use the service at the request of our customers.

34

It’s a service we have to use because all the big boys in the shipping and leasing game require
us to. Cedex has made sure of that. It's an ongoing cost that we as a depot can’t get rid of; it’s
a cost we must bear. So the only advice I could give is just pay your bill,

34

It works for Triton; I'd recommend it to another leasing firm for sure; I don’t know about
others.

34

I’s sort of limited in the industry, but I would say that Cedex has a good support team. We
have heard that the few in our industry that don’t use Cedex have a hard time when it comes to
adding a new standard; it takes them longer.

10

34

To do business you need to transmit data electronically; the Cedex system is the standard in
this industry,

11

34

But everybody's saying it's rather expensive, so I would be obliged to point that out.

12

34

I would tell them that when you buy Cedex it’s because it’s directed by your customer. That’s
a good reason to use it, of course.

13

34

The major issue, concern, would be connectivity, so I would advise someone to do what it
takes to make sure in advance that the connection is watertight.

14

34

It seems to work well; the only thing is that they’ll need to find a way to download files using
their own system. Odyssey solves the problem of duplication of a lot of paperwork, though.

15

34

Cedex has found a way to completely capture the leasing marketplace, so use Cedex’s
expertise as much as you can; take their advice and have Cedex do as much of the work as
possible because they’ll do it right. I know that’s not everyone'’s view-some think Cedex’s
pricing model is all wrong, like GE Seaco, for example. Ifyou talk with them, they'll probably
be hostile toward Cedex.

34

It works for us; it depends on their set-up for other computer services; we are not generally in
favor of buying off-the-shelf software, but their product works for us for the maintenance and
repair function.

34

We have recommended them; their product is good, but if the colleague is in the same depot
business I'd point to the shortcomings even though they'd probably have no choice, but to use
it because of customer preference.

18

34

From my experience, we're trying to push all of our depots to use it. The advice I give is to
make sure Cedex provides installation help and support initially because at least one of the
depots had a lot of problems installing it themselves. Cedex just tends to ship it and you’re on
YOur OwI.

19

34

Check out the cost of the service vis-d-vis the cost associated with other value-added
networks.

20

34

I would recommend that they look at other technologies, because Cedex hasn’t kept current.
I"d prefer a Web-based technology today, which really wasn’t available when we began with
Cedex. It's not that I have anything against Cedex; I wouldn’t tell anyone to not use them.

21

34

We advise people of the service that Cedex provides; we tell people we’re comfortable with
them. We don’t actively promote or market them.
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22

34

Id tell them I have no problems-go for it. I would recommend them.

23

34

To do some research and make sure what you need is fulfilled; Cedex is professional and
pretty much has no competition that I know of.

24

34

I'd pass on that he would receive a personalized service, rather than just a product off-the-
shelf. With Odyssey, for instance, they’ve been doing a lot of tailoring to our needs. My
experience with other software houses is quite the opposite; their attitude is: here it is; do with
it what you will.

25

34

We get calls a lot from prospective clients, and having the Cedex network is frankly an
advantage for us with many of them because they use it too. So, if a colleague at another
location called, I'd say Cedex has the best service on the market. Years ago I used to use
GEIS, and our experience with them was less than satisfactory.

34

Their service is relatively good; they don’t exploit their monopoly position. I'd certainly
advise them [the colleague] to thoroughly test the product before going live with them. I'd
also advise them to seck an enhanced service agreement to ensure their transmissions are not
compromised.

34

I don’t think it’s that difficult to use; I’d advise them to talk with Danny Rose if they ever need
technical support.

35.1

Because their product evolution is just beginning.

35.1

We still think they’re the company that’s the best for our industry.

35.1

They’re still the only game in town; their running cost annually to me is less than one
additional staffer, so it’s a good value to me.
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35.1

I have to.

35.1

It depend on the need, of course, but for example, I'm trying to develop these messages-I'm
the only one in the industry that’s implementing it-and if Cedex could help I might be
interested.

35.1

We want to keep everything standard, so if we were opening an additional depot we’d
certainly add Cedex to it; I'm not familiar with their other products so much.

35.1

I don’t have anybody else to go to!

But only if we had to; for instance we know we need to upgrade to a Windows version now-
before the end of the year-but it costs 500 US dollars. We will do it, but we'd rather avoid the
cost of upgrades.

1 wouldn’t have any doubts about buying their products—in addition to recently purchasing
InRoads, we are also considering Odyssey.

14

We've just purchased Odyssey; we were working on an old mainframe, and we were worried
about Y2K, and times were economically better for us to enhance our capabilities. I saw
Odyssey demonstrated at an IIR meeting and I was very impressed with it. In fact, its features
are far more extensive than I thought. Getting it set up has been a bit cumbersome-getting all
the containers put in and setting up the tariffs, but we’re impressed with this new product.

We actually do; from time to time we shop and we favor Cedex’s products. We’re looking for
something right now and the only reason we're holding off a bit is due to rumors that Cedex is
about to be acquired.

17

We've looked at their Odyssey product; I haven’t told them yet that we probably won’t be
buying it. We’re leaning toward another product made by a European company called Port
Automation. They’ve been very, very open to my suggestions. CSI, on the other hand, I got
the impression that they were not willing, they were reluctant, to make what I consider to be
small changes.

35.1

It depends on what is available, and there is a cost consideration to it, but we would certainly
favor them.

35.1

Because we have an established relationship; we use them for 95% of our EDI transactions.

35.1

Our expense to date has been positive; they’re forward-looking; they’ve grown their product
line, filled a niche and proved that they can be profitable in it.

35.1

Because if I need them. The only thing is that it does get costly, maybe $1,000 to $2,000 a
month for just one of our locations.

35.1

1 have; sometimes people need different types of messages, so we purchase additional modules
and upgrades. There have been discussions here about their Odyssey product, which we may
purchase to automatic our entire depot. We just need to see a little more literature and learn
more about it.

Because Cedex will first sit down and learn what you’re trying to do, and make sure it fits—
they provide flexibility, in other words, to your needs.




ID# | Q#9 | Q#10 Q# Comment
27 3 2 35.1 1t would be customer driven, customer demanded.
12 9 2 352 ’m partners with a developer in another company that competes with Cedex, but not in the
[ depot management area; we'll leave that to them.
We would probably wait and evaluate how well the network goes once we implement it; they
2 ? 1 353 have already outlined a number of their other products to us, which we would certainly
consider.
4 3 1 353 It depends on whether we had other options. We’d certainly consider Cedex, but we'd
s consider others if it involved competition.
I’d certainly consider them, though I'm not familiar with everything they do. Their rep is
6 ? 2 353 making a presentation next week to the UK Container Repair Association, and I'm looking
forward to learning more about what they have to offer.
16 9 1 353 It depends on what they have to offer; we have declined to use their EDI product for gate
i moves, for instance.
18 1 1 353 It depends on what they were; the only put-off is the lack of training and set-up help; if we
3 didn’t buy from them, that would be the reason.
25 9 2 153 We looked at their depot package, but chose the John Evans product instead, but we'd
& certainly have no problem looking at Cedex again for something.
2% 2 1 353 Tt would largely depend on what they had because I have my own development team, and I'd
i want 1o sce a cost benefit in buying from them.
T've dealt with quite a few vendors, and everyone has their own style; most of them tend to
really push their products, but I must say I found Cedex to be quite the opposite; they are very
2 9 1 36 professional, and it’s quite obvious they are confident in their product. They also are quite
meticulous in the planning for implementation. They are not pushy, they are genuine people.
Compared to other vendors I've dealt with, I find Cedex refreshing, really. It's obvious they
are professional people who are confident they have a good product.
2 1 36 It’s doing business with Mark North; the difficulty is in customer support, but in terms of
dealing with North it’s definitely a professional relations of the highest order.
36 I have no problem with them.
2 36 Th&y;lr:: fairly easy, although we’re the category of customer that has no ability to negotiate
wi m.
3 1 36 Pretty easy for me on the business side, but sometimes they’re hard to reach; they travel a lot,
but once I reach them, it’s always productive.
3 2 36 I know them, and we are a major customer, so they pay attention to us.
10 2 1 36 They listen to us, at least, and my feeling is that they are trying to change and upgrade their
products and services.
11 1 2 36 They're very responsive; they’re always happy to lend a hand as quickly as they can.
12 ? 2 36 1 know their execs; I know Mark North; he’s a friend; they’re personable chaps.
The problems we had initially with the services not clearly being defined by Cedex. We didn’t
13 3 1 36 really grasp what we needed before establishing a relationship with them. Iwould say that the
only thing that really saved us and made the relationship a good one after our initial problems
was the ability for us to talk with Mark.
14 9 2 36 Their people are very nice, responsive and almost too knowledgeable-sometimes they talk a
little over my head.
15 3 1 36 As far as geiting up and running, they’ve been quite helpful to us.
It’s casy cnough to talk with them, but not to get things done quickly; I'd prefer not to
16 ? 1 36 elaborate on details with you, but would take these matters up, as necessary, directly with
Cedex.
18 1 1 36 About average.
19 1 1 36 They understand our business.
20 3 1 36 That’s from the point of view of EDI network services, but when it comes to applications
development, it would be a “3.”
22 3 2 36 1 don’t deal with them that much; I don’t’ have to; that’s not a bad thing.
On my level, their software is easy to learn; the GUI is good, and their people are a pleasure to
23 1 2 36 deal with
2 1 2 36 The only thing that gets in the way is the time zones; we deal with a lady in London on
Odyssey and the marketing and help desk is in San Francisco.
25 ? 2 36 They're good people to deal with; T know them personally, I'm on a first name basis with

them, and they’ve always been timely and professional with us.




Q#

Comment

36

We don’t do a lot of business with them, but their people are on top of their products and
services.

37

Compared to our current mode of operations, we feel that while we can’t quantify the value
yet, the cost benefits are relatively expensive, but compared to the people, time, and faxing we
do now, we anticipate that the value will increase substantially over time. Short-term it’s a
cost, but in mid-to-long-term its value will certainly grow.

37

Obviously, EDI itself has a high value to our business. To the extent that Cedex enhances that
overall EDI value, I'm not sure.

37

It has allowed us to grow our fleet and business without adding staff in a linear manner. We
were a start-up company when we started with Cedex.

37

Because our customers say this is the way we want to transmit, we do it. That’s a bone of
contention for us because it's a cost to us that our customers don’t pay, and they only want to
transmit information to us and don’t want us to send data back, so we don’t really benefit and
don’t have a yardstick to measure Cedex's service against.

37

The only good part of it is, it standardizes all our information that goes out to all our
customers, but I could do that via fax; I'd prefer to use e-mail, frankly.

37

I think it’s a great value, personally. Given all the things we have on our plate, I just don’t
think we could have found the time to develop this internally. For Cedex, it's what they’re
focused on; it's their specialty.

37

There’s some contention about whether their service is even needed vis-d-vis Internet, but
that’s stated by people who don’t realize the lack of standards on the Internet and the fact that
it really isn’t always available.

10

37

In terms of value, it’s tremendous; without it, we would have to hire 10 to 20 people around
the world. On the other hand, When I look at their invoices, I marvel at the lack of
technology! How do they-how do I-calculate the bill in kilobytes?

11

37

It’s relevant; if we didn’t have it there's a lot of work we would not be able to perform.

12

37

When you're talking value, I think the value of sending electronic data to customers is limited
because we still have to send them paper, and it’s a one-way transmission because we don’t
receive anything electronically from our customers. That’s not really EDI, is it? Where is the
Interchange?

14

37

The first Cedex system was just a reporting system and it was a customer requirement, and it
was just a pure cost to us with very little value. The new system, Odyssey, has tremendous
value because it would be far too expensive for any depot to do on our own, and it has features
we can actually benefit from. So on your scale of one to nine, we've gone from one to nine.

15

37

In terms of the EDI business, it’s high because of the amount of money we save in not having
to do data entry. No one has been able to demonstrate to me, despite whining I've heard, that
the cost benefit of Cedex is not real. If I were talking about Infonet, however, I'd rate it’s
value a “2” ora “3.”

16

37

We chose to deploy Cedex because we thought we could save on the communications cost; we
have, although not as much as we expected. We probably have realized a savings in staffing
costs as well.

17

37

That’s a tough question because it’s tough for me to know the value I'm getting.

18

37

It’s a high cost for transmission-based on the number of characters, and especially since many
of the characters transmitted are actually meaningless.

19

37

It is the industry standard for repair estimate and repair authorization messages; we have a
relationship with them which is very positive and which counts for us.

20

37

Because | believe there are technologies that would deliver at a lower cost.

21

37

Without their service we would not be able to implement the Walker ERS system (Evaluated
Receipt Settlement) with the people we do business.

22

37

Our customers want this even though it’s costly to us.

23

37

It’s reliable; I have spoken with others who use the Cedex network, but not their software, and
they tell me they have messaging problems sometimes. It’s a mistake to use the network and
not the Cedex software.

25

37

The newer technologies lower the value; with the Internet out there, we have to question the
costs associated with Cedex now.

27

37

I’m not sure I can quantify that; we keep our customers here using Cedex. With Cedex, we
help customers; without Cedex we’d lose business.

38.1

That is one of the things we are accomplishing with this Cedex implementation; they have
assured us we will be Y2K compliant in this area.




g
3

Q#10

Q#

Comment

=)
-~

38.1

Although Cedex is not guarantecing support for our DOS system, we do plan to upgrade by
the end of the year to WinBridge, and need to work with Cedex on that.

38.1

But we cannot say for sure whether our 300 customers are compliant; only Mark North
probably knows.

38.1

We think they are!

38.2

As soon as possible; if we’re not given an iron-clad assurance by Cedex, we plan to unplug it.

382

Mid-November.

38.2

Two to three weeks.

38.2

As soon as we can; we are quite anxious about this.

38.2

Mid-October.
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38.2

Everything is okay except one application that we hope to have squared away soon.

w
o

—

38.8

Cedex has made promises about Y2K compliant software for at least the past six months, but
has not met its deadlines; now they’ve promised October 31, 1999; they’d better meet that or
they’ll be dead.

38.8

Friday, September 17, 1999 is the latest date Cedex has promised the latest release to us.

38.8

If it’s not landing on our post by tomorrow I will be very irritated. [This refers to the recent
purchase of WinBridge.] Interviewers note.

38.8

We're installing WinBridge this weekend.

38.8

T e-mailed Mark about three days ago, and I'm waiting for his reply now-that’s not good, is it?

-~ =W 9 (W
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388

We're discussing an upgrade in Cedex software now; the issue is who’s going to pay for it?
We want Cedex to do so.

39.1

On a global basis we certainly do; certainly in North America and in our headquarters in
Tokyo; we plan to experiment with it as we are here and then apply it to other parts of our
operations. It’s such a dynamic environment. We are quite advanced we feel, but there is
much to be done. Perhaps monitoring the movement of containers via satellite We’ve talked
about that. We have to continuously look at things that seem a bit grand, but we must control
our equipment in the best way and fastest way, the most efficient way. As long as the tools are
there to use, we'll use them.

39.1

As a business we are progressing to total EDI; it will involve all of our shipping functions and
all our affiliates. That’s all I can say.

39.1

At some point, we want to use the Internet. It's not imminent.

10 2

39.1

We have just finished our in-house enterprise application; soon, we want to start sending-not
just receiving messages-to and from depots. We want to look at the Internet and other
systems for doing that.

12 ?

39.1

We've got other customers who have asked us to do EDI-three other shipping companies. It's
doubtful that we’ll use Cedex because these companies haven’t asked us to do so. We plan to
use our own developer to work with their developers and create custom packages. We plan to
do this by 1" quarter 2000.

39.1

We're looking at additional messaging with both customer and suppliers. Our time frame for
doing that is a bit nebulous at the moment.

14 ?

39.1

We have just started a Website, and we plan to use the Odyssey system to its fullest extent
going forward.

15 3

39.1

Our EDI business with Cedex has been fairly constant recently, but we actually have many
additional message sets planned that we want to implement. What we’ve put on the back
burner for the moment is something that involves a service that Cedex has been wanting to
offer. It’s an E-Commerce Web-based maintenance and repair service. It would help us
maintain our assets-containers. Our initiative with Cedex in this area has been stalled because
of the Cedex acquisition issue, but it has the potential of quadrupling our business with Cedex.
Leasing companies like us really have no interest in becoming development houses for this
kind of thing, and depots don’t have the wherewithal to do it. Cedex is the only player that has
demonstrated that they made a living in this field of our industry; even Gentran has given it up.
It’s Cedex’s core strength, certainly not one of our competencies. We want Cedex to provide
Web access for the customers, depots, surveyors, and the leasing companies, so everyone can
look at the total workflow. We’re hoping Cedex will provide this type of service and facilitate
everyone buying into it.

39.1

In certain regions, but we really don’t have a schedule because of the complexities of our
decision-making-committees, you know, and all that.

17 ?

39.1

Hopefully, somewhere down the road. We find it difficult to do business over the Internet; it




ID# | Q#9 | Q#10 Q# Comment
doesn’t really apply to our business.
18 1 1 39.1 Within the next 24 months, .involving all movements via EDI through Cedex in Africa and
1 Europe; now all that is done is via fax for Africa.
19 1 1 301 It is continually expanding; we must get all our 300 repair depots up and running-that’s our
% next order of business.
20 3 1 39.1 We basically plan to develop a whole host of Web-based solutions; over the next 12 months
' we will begin to ramp up and aggressively pursue them.
21 1 1 39.1 We've very heavy into the Internet with our customers; we continuously update ship schedules
¢ for example—we’ve just added that feature, and there are more enhancements in the works.
23 1 2 39.1 Market on the Website; I don’t have a timetable, but that’s one of my goals.
24 1 2 39.1 Basically it’s client-driven; unfortunately, they all want something different; all of them have
ki some non-standard messages they always need to add.
25 9 2 39.1 We're expanding internally with a WAN, and we're looking to expand EC with our customers
X over a period of time. We're also going to establish a Website soon.
5 2 1 39.2 We're about as expanded as we can gel.
9 2 392 Not in the foreseeable future; we’ll always welcome to do that as long as it benefits our
; customers.
2 2 1 39.2 We’re watching developments now in the industry; we think we’ve gone as far as we can go
" with EDI with our customers for the time being.
27 3 2 39.2 Most likely not.
1 2 1 39.3 We are continuously looking for new and better ways of doing business.
6 9 2 193 We want to keep pace with developments in the field; we don’t plan to take new initiatives or
» be a leader, but we do want to keep pace.
9 3 2 39:3 We would, but it’s really driven by our customers.
1 2 1 40 Tl]lc imponanoe of communications is getting even more important, and the Internet will play a
role in it.
2 9 1 40 I think that the success of container shipping, certainly recently, has been built on fast and
efficient electronic data transmission.
I’s going to be the number one way to do business. It's going to mean reductions in
3 2 1 40 communication costs and administrative functions. It's going to be Internet-based. It’s going
1o promote home-based business in a greater way.
4 3 1 40 Certainly in our industry, people are depending on it more and more; people are looking to get
more and more advantages from it.
5 2 1 40 In general, EC is already gone; EDI is an antique; EC has taken off, but I don’t know if XML
is going anywhere.
6 9 2 40 It will certainly allow much more ease in the transfer of information and eliminate many more
manual processes.
It’s going to increase dramatically; everybody’s going to look at things on screens and be able
7 ? 2 40 to see trends better; management and accountants can make decisions based on quick access to
data.
3 3 1 40 From my industry perspective, I think we’ll only very slowly embrace it; it'll be at least a
couple of years before our industry substantially moves away from what Cedex does.
9 3 2 40 It think it’s huge; in this industry it’s gotten a slow start, but there’s much potential for
expansion, like in the area of generating billings, reconciliation, and payments,
10 2 1 40 It’s continuing to grow and expand; more businesses are shifting to EC because it reduces
costs.
1 1 2 40 I don’t really think about it that much; it’s scary I guess I'd say because there’s such a rush to
put everything over the Internet.
12 9 2 40 Web-based, definitely-That’s cheap, quick, and reliable most of the time. The future has to do
with the economic model for the Internet, and the saving s that can be realized.
13 3 1 40 It’s clearly going to grow. We perceive that we will do more and more day-to-day logistics
transactions, not only with suppliers, but with customers as well.
14 ? 2 40 It’s just going to become bigger and bigger; as profit margins get tighter, intervention by
people is going to be replaced by electronic system like this one.
Mark knows all this; this application that we’re looking for them to develop and host for us is
15 3 1 40 more than EDI, although EDI will still exist to do things like track containers; it will involve

data back and forth between leasing companies and depots-both ways. Depots can’t invest in
that-they can’t afford it. We want maintenance and repair data so we can better manage our
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assets.

16

More and more we will be reliant on it to streamline our business processes.

17

It applies probably more to our trucking division; sales electronically for sales and leasing
services seem ideal for my counterpart there.

18

gl &

Everything will be automated, so all we have to do is study the figures.

19

L o I
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For our industry, it has to be providing value-added services for our customers so they can
have information on the containers on-line—all via the Web.

20

w

40

There is great growth opportunity within our industry; we’ve seen a 500% increase in use of
our Website, for example. Integration, not just Web-enablement, is a key issue.

21

40

I'm just not the person to answer that for our firm, but bookings and bills-of-lading, all that we
want to automate. We no longer assume what our customer needs. We ask what each
customer wants and ask ourselves what we can do to fulfill those needs?

22

Everyone is implementing more and more electronic transmission of data; everyday,
practically, I get a call from another customer saying they’re going to the network.

23

It’s going to grow in size and in depth too; we’re adding invoicing now; people are going to
rely on it more and more.

24

40

We're going to end up with real-time reporting with the elimination of the need for faxes and
phone calls. EC saves time, reduces staff, and eliminates errors. I believe that as a service
provider we become an integral part of our clients’ chain with EDL

25

40

I really feel that the Internet is going to play a big part in it; it’s going to be quite explosive in
our industry.

26

The key area is the supply side, the area already addressed by Cedex. They're going to have to
review their dial-up access strategy to update it.

27

40

Toward the Internet.

41.1

Again, it’s difficult to know without having gone yet into operation, but I know, we are
confident, that if we have a need or a problem, Cedex will help us promptly. We really have
every confidence in them. This is something perhaps you’ll survey again in a year or so. I'd
have more to say then, but I do appreciate the fact that Cedex has taken the time to have you
call me. That reassures me that they do care about he quality of our relationship, as I believe

they do.

41.1

Their customer service is very good. Our contact, Sonya, is very good. Our relationship
improved when she arrived in their San Francisco office.

10

41.1

Overall, I love them because they understand our concerns. They are a “10” ona 1 to 10 scale
of a relationship, an excellent relationship.

11

41.1

We’re really happy with them, and we fully intend to keep doing business with them.

I'd prefer that my company’s name and my name not be used in your report. Of course, they
can probably figure it out. Our EDI software-EDI Bridge, the old DOS-based version-should
have been Windows-based two years ago. Their upgrades are slow in coming. The use-by-
date on their products is passed, and perhaps that’s a reflection, too, of their entire approach to
using EDI technology that’s really outdated.

14

Judith Morton from Cedex was sent here to help us implement Odyssey. She was fabulous;
we were very impressed with her skills and her knowledge, and we are thankful that Cedex
sent her to us.

41.1

Mark hears from me regularly, but my only concern right now is over their potentially being
acquired. That potentially changes them from a small company with intimate customer
relationships to a large firm that doesn’t focus on our industry anymore. If Cedex changes that
way we’d be in deep straights in our business. We'd have to hire a squadron of developers to
do what we hope to accomplish, and our industry could be splintered by lack of an impartial
third party like Cedex.

17

41.1

Overall, Odyssey is a very pretty, good looking product, but it doesn’t fit exactly what I need.
The programmer I've dealt with at CSI has not been keen on my suggestions. My main
problem is that Odyssey won’t allow input of both chassis and container information. We
need tracking of chassis and container marriages. In the coastal markets that may not be an
issue because they don’t need to track that way, but inland, that’s the way it’s done. I also
have a problem with Odyssey’s billing cycles—it requires a lot of manual input. Sonya’s been
very helpful, following up with me and providing info and demos, but they haven’t been
proactive with regard to our suggestions.

41.1

They need more of a help desk in Europe, and they need to offer training initially and with
each upgrade. They used to offer—three or four years ago, half day training, but they don’t do




Comment

that anymore.

20

41.1

The technology model has shifted to the Internet. The cost model for networking services has
changed. They know this better than anyone else.

22

41.1

Everything’s been running smoothly, and I just want them to keep it that way. Occasionally,
in late afternoons we get disconnected because, I assume, of all the traffic on the network.

23

41.1

Please convey that I'm thoroughly grateful for the help that I've received from Danny, Erik,
and Diane. They are genuinely very nice people who have done their best to help me. I
learned EDI from them.

24

41.1

I highly commend them for their personal service. It’s refreshing to deal with a company like
Cedex. I've met their president, Mark North, a couple times and I find him approachable and
knowledgeable. It’s easy to understand why they’re such a successful business. Your call is a
reflection of that, too.

25

Their people are fine; I just think that their mode of doing business may be outdated. I say this
even though I recognize that they’ve helped us and the whole Intermodal Industry a lot. Our
industry is still behind when it comes to EC.

26

41.1

I regularly talk with Mark North, but I think their core product is very stable and their
peripherals need to be looked at from a quality process standpoint, being careful to not release
their products before they’re fully refined.

41.2

We are quite satisfied.

41.2

I only hope that Cedex gets something positive out of all this. I know already are working
diligently on virtually everything I've told you. I know Mark North has his business to look
out for and that is part of his job. I trust that he's working on each of the shortcomings I
pointed out to you.

41.2

Nothing that I haven’t already told Mark North over a beer.

41.2

I trust that the information I've given you will be kept within only your organization and that
of Cedex. If we have anything else, we'll take it up face-to-face with Cedex.
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Date:

To:

Copy:

From:

BURTON GRAD ASSOCIATES, INC.
101 PosT ROAD EAST
WESTPORT, CONNECTICUT 068880
(203) 222-8718 Fax: (203) 222-8728
E-MAIL: BURTGRAD(@AOL.COM

September 17, 1999
Morgan Crew
Ed Hafner

Burton Grad

Subject:  Cedex Services International Technical Due Diligence

Enclosed is the BGAI technical due diligence report on Cedex Services International (Cedex).

BGAI has drawn the following conclusions in this report:

I

CVG is not acquiring any software products or network operations services which will be
directly useful in the future. The current programs will only serve to retain the current
customers and provide new product and service specifications for CVG for container tracking
transactions.

The customer base is highly concentrated, with one very large customer (Transamerica),
about ten fairly large customers (all hubs) and 26 more smaller hubs along with a claimed 800
depots (spokes), almost all of which are quite small.

This is primarily a depot service transaction business, but virtually all sales are made through
obtaining major hub customers.

The current products and network services can continue to be run by Cedex for an interim
period, if SCI can retain the Infonet license for the communications and EDI server software
and if certain key Cedeg?‘mployees stay with SCL.

The quality and quantity of customer support appears to be g key to obtaining and retaining
depot spokes which, in turn, keep the hub accounts satisﬁed.gfhere are a series of questions
regarding these programs and usage licenses that need to be resolved to determine migration
costs and clarify potential operations conversion difficulties.

Cedex is supporting both DOS and Windows translation and communications programs in
multiple usage configurations.

5116

Page 1




Please let me know if there are any other questions you wish BGAI to pursue. Call Sid, Luanne or
me if you wish to explore any of the items further.

BG:5116

Enclosures
Report Letter
Appendices A-1, A-2 and A-3: Personal Profiles
Appendix B-1: Information Request List
Appendix B-2: Interview List
Appendix C:  Johnson report on development
Appendix D:  Johnson report on customer service
Appendix E:  Dunayer report on technical findings
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Distribution of Respondent Companies

SPECIFICS,

Inc. 7 Atlanta

'North Aimerican |  International ~ | Total
14 13 27

Hubs | Spokes | Hubs | Spokes Hubs | Spokes
Large 8 4 3 1 0 5 3
Medium 5 2 0 3 0 5 0
Small 6 1 1 2 2 3 3
Not Specified | 8 0 3 2 3 2 6
Total 7 7 8 5




sex /Cedex

BURTON GRAD ASSOCIATES, INC. g A
101 PoST ROAD EAST CusT SAT
WESTPORT, CONNECTICUT O88 SuRvVEY

(203) 222-8718 Fax: (203) 222-8728
E-MAIL: BURTORAD(@AOL.COM

Date: September 14, 1999
To: Doug Myers

Copy: Morgan Crew

From:  Burton Grad /@ .

Subject:  Customer Satisfaction Survey for Cedex Services International

Based on my discussions with Joe Blumberg, Brett Garrison and you and the information provided
by Mark North, I have put together the following plan for the Customer Satisfaction Survey:

_ qutl_n America i International Summary
L iMi{S iTotal {L iM|§ iToal{L M S :Total
22 8 1 4 2 7 5 6 : 4 15

- i 0 5 4 - i1 5 9 +—-11 10
212 13 o) s B 12 145156 71 S 25

Large hub customers are defined as those generating $5K revenue or more per month; medium are
between $1K and $5K per month; small are $1K or less per month. There appear to be only 37 hubs
(leasing and shipping companies) from the CSI Community of Users list. We plan to do 15 hubs
mixed between the U. S. and Europe; there are few Asian hubs in English-speaking locations.

Large spoke customers are those generating $1K or more per month; all others are considered small.
We are aiming to do ten spokes with a mixture primarily between the U. S./Canada and
Australia/New Zealand with some Singapore and U. K. depots thrown in to fill out the international
list. Attached is the spoke contact list with names, telephone numbers and priorities. The names from
Bill were primarily from non-English speaking locations.

Specifics started the hub interviews on September 14; we have resolved the initial problems with
some of the contact names and telephone numbers provided by CSI.

5117

CONSULTANTS ON SOFTWARE
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1

Fax:415-398-3610 Sep 14 '93

CEDEX SERVICES INT'L

R d| V)
CSI Hubs
Company Contact Location
Transamerica Leasing Steve Dowse Purchase, NY 914 697 2709 10
Textainer John Rhodes San Francisco, CA 415658 !63311 o 63205
Triton Nancy Hom San Francisco, CA 415 352 6631 8
Gateway Chris Lippi San Francisco, CA 415 772 3605 2
Hanjin B. Y. Chang Seoul Korea +82 2 770 6977 2
| CAl Marlin Cesmat San Francisco, CA 415788 0100 3
Cronos) JimSem) 07 | Windsor, UK +44 1244 891111 4 v44 1% 499 01 <=3
GE Seaco Steve Whittam | London, UK +44 171 805 5000 2
Contship Phil Eastell Horley, UK +44 1293 778200 4
SCL Philip Buelens Antwerp, Belgium +32 3 244 4611 2
d'NYK Line> Duncan Samwell | London, UK +44 171600 77404~} 349417/ 176 3000| <——
P&O Nedlloyd Tom Gaskell London, UK +44 171 805 2528 8’
Tasman Asia Onno Jannsen Auckland, NZ +64 9 373 6529 5
(OT Africa Ling) Steve Cameron | London, UK —% +44 171 332 5059 (. 1 +44.171.332. 605y <«
American President Line | Jim Harbuck Oakland, CA 510 272 8714 e
Florens Jim Schnepp San Bruno, CA 650 829 2800 2
Itochu Amal Baroum San Francisco, CA 415 399 3730 4
Mitsui OSK Lines Mitsuro Okuda London, UK +44 171 265 7512 5
Hapag Lloyd Lutz Otte Hamburg, Germany +48 40 30 01 3444 1
Xtra Intermodal Jordan Ayers Liberty, MO 816 792 8523 3
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Company Contact Location Fax Tel - ::‘ L}‘ NA.
Container Care Libba Swinburn | Oakland, CA 510 337 L
International 610.5Z!. IQ‘ﬂ /? J G
: . =
g;k::;:sntemoda{ Mike Baldwin Pleasanton, CA 426- 5% -M' 4 25- 54306]’” )l: :
Fast Lane Transportation | Pat Wilson Long Beach, CA .432 .43 | SbZ.435. 3000
Eng Kong Holdings . lew Singa k5. 8ol 10| | X b5. B0\ . DPA3 L ,’
CRS Peter Boyd Auckland, NZ 4210013 + b4.4.276 . 5092 E
: Roger McCallum | Auckland, NZ
Borosa CS v T Yotq. 24319 | +o4.9. 2716 4020 i
Specialized Contai Grant Tregurthur | Auckland, NZ 2
seprev?:elsl ontainer rant fregurthur uckian +ml+ Sbs +H‘4,%,15§2 5 g
Palmer Industries Frank Curreri | Newark, NJ A12445.53) | 413.589. 2200 - !
Interport Maintenance Steve Bernstein | Elizabeth, NY A3.504.1 A73.584. 2379 x ki3 - /
Savannah Intermodal Terry Morris Savannah. GA |, |92.. g 412. Q4. 2107 > L AD
Recomar ‘&m 44-2. bR-800) | +244.%. b3 1. 3522 §
Northemn Containers Patr hian | Leeds, UK 44 112.27. 267 | 144 {13. 210 89S /
Geoffrey Reyner Nl&ﬂ?&& Manchester, UK 446l 370- 0T [ 444\l 310- B224 %
Port Botany Containers | Peter Swekney | Sydney, AU Hol.2.4700.1945 | t01.2.9%16- pid | £ 2
Tyne Container Services | Mick Powell Sydney, AU [IN ..0.551.%88 1] . 2. 955 1. HB¢ 2
Owens Container Services | Ross Pavey Melbourne, A -Hg{ 1.4. 314999 +b.3- 9364 .90 11 L /
Conterm Richard Pagani | Montreal_ Canada | (4. b“l& 0 | 5% 03F. AA —
Midwest Systerrs Justin Williamson | St Lois MO 4. 264 9445 00-363.028| 2.
Atiantic Container Emie Rubadue | Savannah, GA q[ 2.96 2300 | 41290+ 0433 25
Sngapore Y5 205, G | $05 201 508 w
Avrwe
Paris, France 1%3.1.46-9b-18 18] T 231. 40 Jb-18.06 —70
Antwerp, BE ¥ 57.2.50 1451 132250 [4bD [ 8 b
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CSI Spokes
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Subj: Wrong Names/Numbers

Date:  9/14/99 11:17:22 AM Eastem Daylight Time
From: bganison@SPECIFICS.COM (Brett G. Ganison)
To: burtgrad@aol.com (Burton Grad (E-mail))

Hi Burt -
Here are a few "challenges" that we've run into so far:

Cronos — There is no Jm Cam there; there's a Mr. Campbell, but he knows
nothing about CSI, or even EDI.

NYK Line — The phone number provided is a fax line.

OT Afica Line — Phone number is for "Century Life," with no Steve Cameron.

Please help if you can.
Thanks.

Brett

—————— Headers
Retum-Path: <bgarison@SPECIFICS.COM>
Received: from rly-zb02.mx.aol.com (rly-zb02.mail.aol.com [172.31.41.2]) by air-zb02.mail.aol.com (v60.28) with ESMTP;
Tue, 14 Sep 1999 11:17:22 -0400
Received: from smtp-out.kivex.com (smtp-out.kivex.com [204.177.32.18]) by rly-zb02.mx.aol.com (v60.28) with ESMTP; Tue,
14 Sep 1999 11:17:14 -0400
Received: from specifics01.aspecifics.com ([209.193.235.34])
by smtp-out.kivex.com (8.8.8/8.8.7-KIVEX) with ESMTP id LAA07304
for <burtgrad@aol.com>; Tue, 14 Sep 1999 11:19:04 -0400 (EDT)
Received: by SPECIFICS01 with Internet Mail Senice (5.5.2448.0)
id <SANY1Y72>; Tue, 14 Sep 1999 11:12:54 -0400
Message-ID: <71DE808F6FCAD111AAS900A0CSAB9ACI03ACAD@SPECIFICS01>
From: "Brett G. Gamison" <bgarrison@SPECIFICS.COM>
To: "Burton Grad (E-mail)" <burtgrad@aol.com>
Subject: Wrong Names/Numbers
Date: Tue, 14 Sep 1999 11:12:50 -0400
MIME-Version: 1.0
XMailer: Internet Mail Senice (5.5.2448.0)
Content-Type: text/plain;
charset="is0-8859-1"

Tuesday, September 14, 1998 America Online: Burtgrad Page: 1
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Mo Transamerica Leasing Steve Dowse Purchase, NY 914 697 2709 10 L .
@| Textainer John Rhodes San Francisco, CA 415 658 8211 5 L ‘
| Triton Nancy Hom San Francisco, CA 415 352 6631 8 &5 !
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»| Hanjin B. Y. Chang Seoul Korea +82 2 770 6977 2 L o | I
w; CAl Marlin Cesmat | San Francisco, CA 415 788 0100 3 M !

/Q Cronos Qim Cam/ Windsor, UK +44 1244 891111 4 M /
—| GE Seaco Steve Whittam London, UK +44 171 805 5000 2 L {
& | Contship (¢PSips) Phil Eastell Horley, UK +44 1293 778200 4 M !
& | SCL Philip Buelens Antwerp, Belgium +32 3 244 4611 2 M !

M_ﬁYK Line Duncan Samwell | London, UK +44 171 600 7740 3 Z M /
nen P&O Nedllovd Tom Gaskell London, UK +44 171 805 2528 8 = Cz-j “
' Tasman Asia Onno Jannsen | Auckland, NZ +64 9 373 6529 5 S |
UT Africa Line Steve Cameron | London, UK +44 171 332 5059 5 S @
N, Americar, President Line | Jim Harbuck Oakland, CA 510 272 8714 B C g
* Floghs Jim Schnepp San Bruno, CA 650 829 2800 2 M
Jrochu Amal Barsonm | San Francisco, CA 415 399 3730 4 > = =
4 [.T'..'su. OSK Lines Mitsuro Okuda London, UK +44 171 265 7512 %) £S5
 Hapag Lloyd Lutz Otte Hamburg, Germany +494030 613444 | 1 € S | -X
Xtra Intermodal Jordan Ayers Liberty, MO 816 792 8523 3 =, @
=15 |5-1'
Plax 2-25)52%
£35= Heolos I-?|9-7
(0 — JM VA >5 = &
R
s RS

Not Kuown, =

P

|

o- ak 75/'"‘“‘"'( MW
Soonity 2-



BURTON GRAD ASSOCIATES, INC.
101 PosT ROAD EAsT
WESTPORT, CONNECTICUT O8880
(203) 222-8718 Fax: (203) 222-8728
E-MAIL: BURTGRAD(@AOL.COM

Date: September 9, 1999
To: Mark North
From: Burton Grad

Subject:  Customer Satisfaction Survey

1. Please make appropriate changes to the draft letter from Specifics and send a revised copy
to Brett Garrison and to me. Will you be able to e-mail this letter to the selected subset of
hubs and spokes? Or else can you fax it to the identified people? We would like the letter
to go out to the selected hubs on Friday, September 10, 1999, if possible. The spokes may
have to be covered on September 10 or 13.

2. Please review the questionnaire and give your changes to Brett Garrison. Please review these
changes with Doug Myers or Bill Knapp before sending to Garrison.

3. Attached is an initial proposed list of hubs who may be contacted. I have listed them in two
categories: primary and backup. Please have Cristina Ramirez arrange to send the following
information for each identified customer to Brett Garrison and me on September 10, if
possible:

Company Name

Contact Name (with title, if known); backup name
Telephone Number for contact and for backup
Location: City, State, Country

Hub or Spoke

How long a customer (years) - optional

Are there any other hubs we should consider? If we can't get information on all twenty right
away, then let's do as many as we can so that the interviewer can start on Monday with the
U. S. customers.

4. Iam working on the selected spoke list for later today.




Proposed Hubs for Survey

Steve Dowse U.S 40
Tony Sowry U. S 11
Triton Container Nancy Hom U.S 9
Gateway Container Chris Lippi U.S 9
Hanjin Container B. Y. Chang U. S, etc. 8
GE Seaco Steve Whittam S, UK 6
Container Applications : Marlin Cesmat U. S. 4
Cronos U.K 4
Contship Container Philip Eastell U.K 2
SCL Belgium 3
Backup
NYK Line Duncan Samwell uk/Neth
P&O Néddlloyd Tom Gaskell UK
Tasman Asia N.Z. <1
OT Africa Steve Cameron U.K. 1
American President U.S. 1
Florens U.S. 2
Itochu U.S. 1
Mitsui OSK Lines
Hapag Lloyd Lutz Otte VK
Xtra Intermodal Jordan Ayers U.S. <1
5099 Page 2




BURTON GRAD ASSOCIATES, INC,
101 PosT ROAD EAST
WESTPORT, CONNECTICUT 06880
(203) 222-8718 Fax: (203) 222-8728

E-MAIL: BURTGRAD(@AOL.COM

Date: September 9, 1999
To: Mark North
From: Burton Grad

Subject:  Customer Survey Selection

Sorry for the inconvenience, but our fax machine ran out of ink.

We received the first 13 pages of the first report. We did not receive the second report to help
identify the country. Please fax page 14 and any following pages from the first report and all of the
second report.

I have compared the first report (13 pages) with the initial list that you e-mailed on September 2 for
Hubs. Four of the names were not on the AR list: NYK Lines, P&O Containers, Mitsui OSK Lines
and Hapag Lloyd. What are their typical monthly rental fees?

Also, four other names on the AR list which you designated as hubs had AR's of $1K or more:
American President, SCL, Cronos and Florens. Are these suitable hub candidates?

I am now reviewing the spokes.




Subj:  Diligence
Date: 09/02/1999 1:52:16 AM Eastem Daylight Time
From: mnorth@cedex.com (Mark North)

To: Burtgrad@aol.com (Burt Grad)
Burt,

1. Information Request:

—

7. Dove MYSRS

Dau Miev-_s o
Li¥ 713 7092 FAX

FeoM BUAT GRAA

| looked over the information request and figured out you were right - this is better handled in a conversation. | plan to call you
and Luanne tomorrow to talk about the Section A questions.

2. Source Code:
This will be handled tomorrow.

3. Customer List:

/ - on “QJLIM

Here is a provisional list of customers we would suggest you contact. | have asked Cristina Ramirez to start collecting all the
telephone/fax information: One or two names are missing but we will sy

early next week. .
(’K. Cwrvand mo __4_‘:!-1—-

Hubs:
Transamerica Leasing SteeDowse V US e#x o : Auver- Pras d 4
Textainer Tony Sowry v us 71 Sck 2 "“"2—
Container Appiicaffhs Intemational  Mariin Cesmat 1~ 4.2 Guns 4 UK
Triton Container Intemational Nancy Hom y us Lol e 2 us
— NYK Line Duncan Samwell UK /N F loveas
GE Seaco Steve Whittam v uf é THeochy { us
Gat Chris Lippi v us ‘7' g
— ;z;“ ainers ]’:zGaskeil UK 27
ermodal an Ayers Vv
Hanjin Container Lines B.Y.Chang +~ US,<h+ g -
- Mitsui OSK Lines
OT Afiica Line Steve Cameron ¥~ ""f,m /
- Hapag Lloyd Lutz Otte ;
Tasman Asia v NZ& <
Contship Container Lines/CP Ships Philip Eastell vk 2. by e A
e N
Spokes: ’ ey ¢+
* Container Care Intemational Libba Swinbum v, 49, 4 Contmner Ehs 2
+ Global Intermodal Systems Mike Baldwin v us 2- P GCold Gostaruar
+ Fast Lane Transportation Pat Wilson v us / Lego Gus "Rk 1
» Eng Kong Holdings, Singapore v HK - / a Troms TAL |
— CRS Peter Boyd A 4 Ten wi ik
« Container Repairs and Storage N </ Avrwanp ©8T
* Specialized Container Senices AR Roland Umschl 67 2
+ Palmer Industries Frank Curreri v us ' -4 R
» Interport Maintenance Steve Bemnstein + US 2 PeL Gul— (
, Savannah Intermodal Tery Morris us . Kin oy cZMC  CHT
Recomar Spau </ T TrAZ ¢
— Northem Cortainers Patrick Coghlan Uk S i'c@ : g g
— Geoffrey Reyner Uk “3 AN
+ Port Botany Containers Peter Sweeney AUS 2 Hans: | Ko
+ Tyne Container Senices Mick Powell AU XTransaw Bilup 4S 7
» Owens Container Senices Ross Pavey 36“5 Z Fi Pt !
3 i a
Conterm Richard Pagani %) oo oy A'a 1
Thursday, September 02, 1989  America Online: Guest  Page: 1 ’



Midwest Systems Justin Williamson 4$ ¥~ </
Atlantic COntainer Senices Emie Rubadue
Rgds,
Mark
Headers

Retumn-Path: <mnorth@cedex.com>
Received: from rly-yc03.mx.aol.com (rly-yc03.mail.aol.com [172.18.149.35]) by air-yc04.mail.aol.com (v60.28) with ESMTP;
Thu, 02 Sep 1999 01:52:16 -0400
Received: from cedex.com ([207.214.26.11]) by rly-yc03.mx.aol.com (v60.28) with ESMTP; Thu, 02 Sep 1999 01:52:08 -0400
Received: from 1Cust175.tnt2.scl1.da.UU.NET (1Cust175.tnt2.scl1.da. UU.NET [63.20.184.175]) by cedex.com (NTMail
3.02.10) with ESMTP id ua107166 for <Burtgrad@aol.com>; Thu, 2 Sep 1999 06:50:48 +0100
Received: by mnorth.cedex.com with Microsoft Mail
id <01BEF4CC.10DEDFAO@mnorth.cedex.com>; Wed, 1 Sep 1999 22:48:10 -0700
Message-D: <01BEF4CC.10DEDFAO@mnorth.cedex.com>
From: Mark North <mnorth@cedex.com>
To: "Burt Grad™ <Burtgrad@aol.com>
Subject: Diligence
Date: Wed, 1 Sep 1999 22:44:31 -0700
MIME-Version: 1.0
Content-Type: text/plain; charset="us-ascii"
Content-Transfer-Encoding: quoted-printable

Thursday, September 02, 1989  America Online: Guest Page: 2
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CSI Hubs

Company Contact Location Tel Yrs
Transamerica Leasing Steve Dowse Purchase, NY 914 697 2709 10
Textainer John Rhodes San Francisco, CA 415658 8211 5
Triton Nancy Hom San Francisco, CA 415 352 6631 8
Gateway Chris Lippi San Francisco, CA 415 772 3605 2
Hanjin B. Y. Chang Seoul Korea +82 2770 6977 2
CAIl Marlin Cesmat San Francisco, CA 415 788 0100 3
Cronos Jim Cam Windsor, UK +44 1244 891111 &
GE Seaco Steve Whittam London, UK +44 171 805 5000 2
Contship Phil Eastell Horley, UK +44 1293 778200 4
SCL Philip Buelens Antwerp, Belgium +32 3 244 4611 2
NYK Line Duncan Samwell | London, UK +44 171 600 7740 3
P&O Nedlloyd Tom Gaskell London, UK +44 171 805 2528 8
Tasman Asia Auckland, NZ +64 9 373 6529 5
OT Africa Line Steve Cameron | London, UK +44 171 332 5059 5
American President Line | Jim Harbuck Qakland, CA 510272 8714 4
Florens Jim Schnepp San Bruno, CA 650 829 2800 2
Itochu San Francisco, CA 415 399 3730 4
Mitsui OSK Lines Mitsuro Okuda London, UK +44 171 265 7512 D
Hapag Lloyd Lutz Otte Hamburg, Germany +49 40 30 01 3444 1
Xtra Intermodal Jordan Ayers Liberty, MO 816 792 8523 3




Subj: Update

Date: 9/14/99 4:34:46 PM Eastem Daylight Time
From: mnorth@cedex.com (Mark North)

To: Burtgrad@aol.com (Burt Grad)

CC: cramirez@cedex.com (‘Cristina Ramirez)

Burt,
We are still working on the list of "spoke" customers. We expect to get this list to you later today.

Il the Hub customers have been notfied of the survey. Once the spoke list is completed we will begin faxing notification to
those customers also.

Mark

————— Headers
Retum-Path: <mnorth@cedex.com>
Received: from ry-za04.mx.aol.com (rly-za04.mail.aol.com [172.31.36.100]) by air-za03.mail.aol.com (v60.28) with ESMTP;
Tue, 14 Sep 1999 16:34:46 -0400
Received: from cedex.com ([209.28.121.11]) by rly-za04.mx.aol.com (v60.28) with ESMTP; Tue, 14 Sep 1999 16:34:44 -0400
Received: from MNORTH (MNORTH [207.214.26.128]) by cedex.com (NTMail 3.02.10) with ESMTP id ua109610 for
<Burtgrad@aol.com>; Tue, 14 Sep 1999 21:32:39 +0100
Received: by mnorth.cedex.com with Microsoft Mail
id <01BEFEB5.27356920@mnorth.cedex.com>; Tue, 14 Sep 1999 13:29:21 -0700
Message-D: <01BEFEBS.27356920@mnorth.cedex.com>
From: Mark North <mnorth@cedex.com>
To: "Burt Grad™ <Burtgrad@aol.com>
Cc: "Cristina Ramirez™ <cramirez@cedex.com>
Subject: Update
Date: Tue, 14 Sep 1999 13:29:19 -0700
MIME-Version: 1.0
Content-Type: text/plain; charset="us-ascii"
Content-Transfer-Encoding: quoted-printable

Tuesday, September 14, 1989  America Online: Burtgrad Page: 1
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CeDEX SERVICES INT'L Fax:415-3%8-3510 Sep 8 ‘99 18:27 F.01

s Cedex Services International

450 Sansome Street, Suite 600, San Francisco, California 94111, USA
Phone 415.398.2120, Fax 415.398.3610 Support Fax 415.398.1368
hitp://www.cedex.com sales@cedex.com

Fax Transmission

To: Mr. Burt Grad
From: Mark North
Date: September 8, 1999

Dear Burt,

Attached are two reports that should help you with your selection of customers.
The first is an accounls receivable aging that shows current and pact levels of /
billing for customers. The “H" in the left margin identifies customers as hubs.

The second report can be used to identify which country the customer is in. <

A reasonably good command of English can be expected in the following non-
English speaking countries:

Singapore
Malaysia
Netherlands
Belgium
Denmark
Sweden
India
Pakistan

Regards,

Mark North
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_s [¥G1287_Luzon Orient Cont Terminals N N Y O 60 60 80 & Wl 13
= 1C1285_Rocore B.V. _+__ £ & . : : . . > o
= lCi;:)‘IBSATmupoﬂOoUd 71 . - . . . § _.’_._*“’—E‘
g MC0001_Alcatel Infernational ; 1 — 2 : 11— : o
& [Mco012_Delmas : : . —e7a ; s e
§ MO‘OOO_TMLMMM 1,(113 - - :___ 2 : ] E— e |
RmCELWBMWLﬁ i PoSesll : ' : e -__}_ : %3% g))
g :sozsmnas oA Ww — > 5 —— R s (10| = (30)
- e = L) TR e I N 180
1
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[AR Aging sr8/% - -
|Linda Whatley b :
| 1-30 | 31-60 | 61-90 |91-120{121- 150 151- 180|181 -210 211 - 240|241-270| > 270 | TOTAL
r_:lscm?mmmm 1 - - . - < - 8 9 S 93 83
- |SC1288 AustainerServices | =0 . - - - - - - 36 | 38
SC1321_Singamas Terminals (HK) Ltd. - - - = = 3 6 385
SC1398_SAGA C - - - S e - B G GED)
o [SC1408_Greycourt Transport Services - - - - - (250) (250)
7+ [SC1413_Kentucky Container Svs - - (1,000)  (1,000))
" [SC1427_Reefercare Sl | - - -1 : (180)i & = (160)|
5C1444_Wm. Hafer Drayage Co. ! = = = E 10 10
o SC1454_Trinity Container & Warehousing -1 . - - = (26) 3 5 (26)
= [SC1507_Tianjin (TEDA)Huaxi Container Svs. - - -{ 2600 ST > S| T 2 00|
o {SC1520_Binasarana Depobahari Jakaria - - 40 - -1 5 : A 40
SC1524_Hayakawa Sealand Transportation ] - =] 1538 - - - » a - 153
& [SC1629_Segara Pacific Maju - SN - - - : 5 z S
SC1549_Nagoya Marine Service Co. -| 2353 o N s : S = = 1253
SC1550_Gestione Terminal Riuniti Livomo - 1,536 | - - - - - = - . 1,536
SC1560_Kram Tire Internatinal, Inc. - - - - - - - s - g =
|SC1562_Shanghai CIMC Container 1,600 % - - - - - - = -1 1,800
|SC1563_Container Entretien Reparation 1,536 - - - T - 1,536
S |SC1564_Goid Container Corp. 4,321 2 - 2 - : Z = a3
2 |SC1566_Tecomar S.A. 588 . - - - - -4 = 588
Z_Unidentified pmis (521) (483) £ s (473) B - g =} - | (1.482)
TOTAL 254,356 | 177,169 | 53,148 | 25438 | 16,828 . 9,056 | 4,536 3,934 | 1,373 | 24,186 | 568,301

:
:
]
g
:
g
5

chLe




~ CEDEX SERVICES INT’L

Sep 9 '99

Fax:415~-398-3610
Page 1
EC0101___|ContainerPort Group, Cleveland TUnited States _
—__|EC0142___ ContainerPort Group (Reserve Int'. Inti_Serv) _ |United States
[EC0S80 | ContainerPort Group, Saint Louis __ |United States
ST 'ContainerPort Group, Louisvilie _____|United States

___ |EC1000_|ContainerPort Group, Cincinnali_______|United States |

'EC1003 |ContainerPort Group, Codeco United States |

~_|EC1004 __[ContainerPort Group, Columbus ___ United States _|
EC1026_ _|ContainerPort Group, Indiana_______|Unit United Sta States |
o “[Cratex Container Services _ Canada __

—_ |Ec0105__[Container-Care intl, Houston United States |
EC0106 _ |Container-Care Int1, Los Angeles United States
[EC0107___|Container-Care int). New Orleans [United States
'EC0108 |Container-Care Intl. Portland United States
[ECO110 _|Container-Care Int). Alameda/Oakiand __|United States
[EC0119 | Container-Care Intl, Chicago _ United States |

C0133 __|Container-Care Intl, South Carolina |United States |
ECO184  |Container-Care Intl, Seattle [United States |
EC0407 _|Container-Care Intl, Miami —United States
[EC1002 __|Container-Care Intl, Virginia |United States
- Fast Lane Transportation P United States
- Interport Maintenance United States
- Lanpont, Inc United States

|EC0115 - {Midwest ¥ —__|United States
0id Dominion Container Repair United States
[Paimer Industries, Elizabeth United States
Paimer Industries, Newark United States |
Picorp, Inc. __|United States
Transamerica Terminal Services |United States
| Trimodal, Inc.. Minneapolis United States
Unicon Intemnational United Stales
|Miami Container Repair United Slates
Trimodal, Inc - N. Kansas City |United States _ |
Maritime Container Serv. Ply. |Australia |
Maintainer Depot Services [UK =
HCCR Container & Chassis Repair Germany
Friedrich Tiemann G
|Contrail Services ' |Beigium
M J Kramer Container Repairs Netherlands
CNS ¥ UK =
Sakoma Lid. [Hong Kong
_ | Triton Container Intemational, San Fran.  |United States
Triton Container International, APL Codeco |United States |
Triton Container Intermational, Test Mailbox |United States |
us Services United States
Textainer Services Ltd, San Francisco United States
P & O Conlainers Australia q
Sydney Haulage Containers Australia l
Conaust Lid Australia
inp( Park 3
sion Container Park_________ ‘%
'Owens Container Services, Auckland New Zealand
Westfield Container Park New Zealand
__|Brisbane Container Park Australia
Pacific Containers " |New Zealand
g — & s
Manukau Container Park iNew Zealand
Trimodal, Inc., Detroft United States |
" |Contor Terminals Canada
ECO186 + Marine Container Services Canada
EC0191 EC0181__|L-H. Boyd & Co. Uniled States

9:20
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ECO191 EC0226 _|Test Manufacturer United States
EC0191 EC0227  [Test Customer United States
RS0183 - Range Reefer Services Austraiia il
EC0184 - Intl. Reefer Services Australia
EC0185 - |EARock Container, Footscray Australia
EC0196 Aepex Containers Australia
EC0197 - E A Rock Container, Vciona Australia
ECOi88 |- [Biue Sea Containers Australia |
IC0188 - Container Reefer Services Australia
EC0200 i ~|Coulson Transport " |Australia
EC0201 - E A Rock Container, Queensiand Australia
- Associated Conlainer Services Australia
£C0203 |- . |EndevourRefrigeration Australia
EC0204 o Quality Container Management Australia |
1C0206 s Union Container Industries ____|Taiwan
EC0212 - Conaust Container Park, Wetem Aust Austraiia
€C0213 L Marco Canada |
14 2 Conrepair ‘Germany
EC0215 Sl Derrick SR.L. T [y
EC0228 - Coastal Container Services _ ~ [United States
EC0232 - Keppel Logistics Pte Lid Singapore s
EC0237 £ Shanghai Paific Intermnational Cont. China
EC0239 - Lego Consolidator & Warehouse Hong Kong
EC0241 EC0241 ' Tungya Transportation - Keelung | Taiwan
EC0241 EC0298 | Tungya Trensportation - Kaohsing Taiwan
EC0242 - Ng Teow Yhee Sons Singapore
EC0243 - Hyundia Precision America United States
EC0244 - Systematic Container Services Singapore
1C0245 I Phien Sesh Container Trans Singapore
EC0248 - —_|Kamigumi, Yokohama Japan
EC0250 - Kamigumi, Nagoya a0
EC0251 _|Kamigumi, Kobe (Harber Trans HQ) Japan N
EC0253 - Nissin, Tokyo Japan Aoy
EC0254 - _ |Niswin, Osaka Jupan
EC0255 - Nissin, Kobe Japan
EC0257 - Tranz Link Container Services New Zealand
E£C0258 - New Zealand Express Transp. New Zealand
EC0261 - _{MountStorage =~~~ New Zealand
EC0O262 |- (S. Jones Containers LS
EeRe |- [CEL (Containgr Eng. Lid) VK
) SRR d. VK. = vK
E r Kaypi Logistics Depot Malaysia
EC0269 - Inchape Shipping Services N.V. Belgium
0270 - Tyne Containers Australia
- Container Repair & Storage New Zealand
74 B ransport Systems Limited —__ |NewZealand
EC0275 - Southern Containers New Zealand
EC0282 - _ | Specialized Container Services New Zealand
EC0283 - Container Sales & Leasing New Zealand
EC0284 - . [Konrep Services Malaysia
1C0288 - Nippon Frueharf Co. Japan
EC0287 EC0287 _ |Jindo Container Corporation, Seoul Korea
EC0287 EC0393 | Jindo Container Corporation, Korea Korea
EC0288 - Samsung Van Fix Co., Ltd. ’ Korea
EC0280 |- ndai Precision & Ind., KR Korea
o o a— )
= Container Center Antwerp Belgium
E i) Condane A/S E=, Denmark
EC0296 5 Container Applications Int1 ... |Uniled Stales
EC0207 E John Joy Welding Ltd. UK i
EC0209 i CHS Container Services Germany
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0300~ |- . _[Nora Contsiner Spe LI e
1 - Interporto Rivalta Scrivia __|taly s
1C0302 - Cavalea Continental Container ‘United States
EC0303 |- |Chaimemindusties _ _ _ _ _ |Ausiaia
EC007 L. “[Hipercon Term E Cargas [dda ____ |Braazil i
EC0312 o Complete Container Services United States
EC0313 - Gulf Stales Marine United States
EC0314 s & Iniand Contsiner Depot —[United States
EC0318 - _/Antwerp Container Eng. N.V. ____ _|Belgium
EC0317 A Morcon Container Repair Netherlands |
ECO318 |-~ [Bowden Container Services UK ]
ECO3T0 {Teveco NV T peigum ]
EC0322 - Roland Umschlaggeselischaft |Germany |
EC0323 - ~ _|GK Container Service ; _|Germany |
EC0325 |- Depot 2000 Ziera & Co. e |Germeny |
E - Masaji Tatansn Container, SUB Indonesia
EC0328 - Masaji Tatanan Container, JKT —__lindonesia
ECO — Trisari T indonesia
EC0335 - PT Kumbong Containers Indonesia
EC0338 - ' |Puninar Pacific Indonesia
Lion Contsiners Malaysia
ITOCHU, SF."B° ' um';aﬂﬁ-i |
“TITOCHU, S.F. Test Mailbox_ United States
[interpool : [United States |
Trans Container Terminal |Thailand i
~[Siam Cargo Containers _ ~__~_ [Thailand
mm Terminals ~ [Hong Kong
Symon & Clark | Austraiia
G.E. SeaCo UK
Specialized Tank Service United States |
Refrigerated Container Service United States
[Port Automation Intemational Bv UK
Lundby Container Serv. Lcs Ab |Sweden
London Container Service UK
|Copenhagen Freeport and Stev. Co. Denmark
|Mitsui Warehouse Term, Serv. Japan
Utoku Express Co. Ltd Japan |
Azuma Shipping " [Japan ]
_Container Systems [Hong Kong
[Rep. Cont. T. S.1.. Italy i
Robert Amal & Cie ' |France |
Lanport. Inc. T |United States
Container Depot A.G. R |United States
Transus Intermodal L.L.C. |United States
Transportation Equipment Spec. |United States |
Container Trailer Repair g [Belgium
Consorlium Container Services Chile
"~ [Rodrimar [Brazil
Bullman Marine Container UK i
Norcon SRR UK -
Canadian Intermodal Repairers Canada
Maincare N e J Netheriands
__[Container Depot A.G. ~ oo Switzerland |
Int'] Container Reparatur i
International Cargo Equipment United States
Yard's Container Pool 'United States
EC0388 [Port Container 5vs _ [Netherlands _|
Port Container Svs Netherlands |
ckright Ltd. UK y
Houston Marine Containers, Inc. “United States |
“IGeoffrey Reyner/Royal Mil UK il
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_ | __ [FelibaPatlul. s ‘IM_""_“'_ 5 -
e aik SPC Servico Portugues De Contentores Portugal ___
Echi — T —  [PogewBbeoSA_ _ _ _ _ _ s _
ECO400 |- - 4;v_hmf°°='ﬁm_ WA
C0401 sl =4 ‘erminal S NOSRUEY SOE S | o ! RO
C0402 €Co402 [Recomar S.A,, Madrid T Gpen
:C0402 EC0787 ~|Recomar SA., Barceiona —_ _|Spain

T oherminel _________ _[Pomge _
ECD405 —t Cetem Containers B.YV. _Nethmnds i
ECO408 - ~[Mathew Bros. Coniractors Pty _+Alm!,__ i
oo . _|KyoyeCop @ __  Jepan |
EoT — JEGOAT Seouine_ —_ _ _ _ _lepan ]
EC0411 €C1204 |Sankyu, Inc. SRR I L [Jspan "~
ECO411 ~—_ [EC1326 _[Sankyu,Inc. __ _ __ _ _ o _|[dspan ]
EC0413 e Q. Nippon Container MainCo. __ __ __ __ F’_'P‘_"_._. M
EC0416 _l-_ _ __ |Aoki Trans Corporation S Japan |
ECOA17 - Sun Power Container Services Ltd _ __ [HongKong

G416 T _|FandaimematonalLid, _____ HongKond .
EC0419 " T |ConswrEnterprise Co. . Tawan

0420 :ﬁ___ﬂvmmuemm__‘_jm__ ,
coaz2 |- __ [ComminesSA. __ __ __ _ _.__ . Spain |
EC0423 J;V__,___j AT N ES.. I
EC0424 s Marine ContanerYard _______ Finland |
ECOMs | " TPoh Tiong Choon Contractors i =]
G426 - _ __|CMS intarmodal Servicas Inc. — [United States |

D427 |- Robert Amal, Le Havre France
Cois | _ _ libromcaComainersSpa @y ____ ]
EC0430 - Handico Terminais Nv Belgum |

e~ - _[CMR ConanerSenicss __ _ _[Nefedands
B0t T A o L ;
ECO433 |- Delmar & Consortium S.A. e ¥ b
ECO434 |- DICCSA |Argentina |
EC0436 EC0436 _M_mmmmauummion = imgeeen T
ECO43 _ |EC1033 _Mitsubishi Logistics Corporation Jepan
Co%9 _ |- _|SOGESE e WINN
COMD : o= = . _ig.'fﬂ-_ Gad uEEEeR S [France
ECO441 - CDH Container-Depot Hamb. Germany
§Cow3 ~ |- __NotnTeminaiSanehd _ __ _____Malaysia &
ECO444 o __D_C"'D“W__".C“ﬂ‘.'i“_“'*ﬂ"‘ﬁ"ﬂ srmany |
ECO448 - |Finnsteve Oy Ab T i . land
EC0447 L Dublin Container & Transporta —  lireland
EC0448 T |Metrans intemational Forward d Czech Republic
ECO450 |- _[Mobiele Container Services . Netherlands |
ECOA51 |- |HendicoTerminaiBv____ __ _|Netherlands _
EC04S e N CRN Container DepotRhein  _ _ _Germany
ECO4S3 |- [CTS Container Terminel Gmbh_—___~|Germany __
2C0456 - T [GotbiMcarSRL T ;_-_1‘ i
ECOS0 |- ____ |Stockhoim Coniainer Service A |Sweden
ECO481 |- intercontainers Term. & Transp. __|Brazl
ECo5 |- |CogentlogieisPre.ltd. ___ :Singapore _
O - — — auneastom Tralor & Col . [Unhed Suiss
ECO460 |- __ __|CT.Engineeringltd. Scotland
ECOS70 = ___|United Terminal Service __ __ __ Philfipines
ECO471 —__:__' Penavico (China Ocean Shipping) _ (China
C0472 AP _Chh.muuiﬂocmnlm_r'__ 22 China 1
EC0473 i, SRR China___
9474 |- __|Aboitiz Shipping Corporation _[Phillipines B
C0475 TR Sinotrans Shandong China
Ly ~[Transcontainer Terminals  _ ____ 'Brazil
RS0478 [ Line Transportes Ltd. ~ |Brazil
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TPaulista Containers Manlimos |Brazil
= [Terminsi Pozzolo SR.L. ST ey |
S “|Caledonian Containers Ltd UK =
-3 » ,'r are Distribution Service. Singa
- Comdmr Services Nv ium
B = 19109900 T 'France
- Havre Containers France
= Thai Container Center Co. Lid. |Thisland |
-~ _|Terminai ScanciaSR.L taly
- Me. Co. Ser. Spa Ttaly
= ___[|Inchape Landside Service France
- Mid Allantic Leasing Corp United States |
T~ [Raiiroad Container Service ,Koru
- " |ST.AC. Bordeaux __|France |
R [Ferrinha, Fillos - Indusirias 'Portugal
Gerico SR.L ita ]
Transpones Sardao Lda. "|Portugal
Weincont Container Terminal _|Austria
Eaglecon Oy i ~Finiand ]
Moreton Bay Container | Australia
__|Quality Container Management |Australia 5
|Eomirans BV. ~___|Netherlands
Kaypi Southem Terminal Sdn. Malaysia
" THeung Bo Enterprises Co. Korea
North Ocean Container Co. Ltd. China ie )
[TFH Freignt Agencies China
Doogm Cont. Trans. Serv. China
" Yangzhou Tongyun Container China |
| Dalian Golden ROC China
{Dalian Container Mig Co. Chine |
" |Dalian Jindo Container Co. Lid China
Massji, Medan Indonesia
lRobM Arnal & Fils France
"__|Savannah intermodal Repair Co. [United Stales
|JB District Park |Malaysia
|Robert Arnal & Filg, Fos Sur Mer 'France
L '*_A Robert Amal & Fils, Lyon-F " " |France 4
—__ |Grenco Metal Limited UK
Refrigerated Container Miami United States
Intercon Pacific Industrial Estate Indonesia
Carl Ti y Gmbh Germany
Universal Container Serv. Gmbh |Germany
Indusirial Structures Ltd. ~ |New Zealand
22 | Shanghai Pao Long inti Cont. [China
Shanghai Pao Long intl Cont. China
Singamas Cont. ind. Co, Ltd. China
___|Kwangchow SMML ont. Factory China
) SPIC (Shanghai Pacific) China
¥ "San Fo Conumor Co. Ltd. Taiwan
_|Bina Sinar Iindonesia
Progeco Esgtm SA B | Spain
V.G.C. Stomool.Tran;pon . |Netheriands |
Come Forward Deve nt |HongKong |
Nissin, Yokohama |Japan
Container Care Ab ] )
Mitaka, Kokyo K.K. 'Japan
Container-Care Servial Dk Aps Denmark
_[Container-Care Servial Dk Aps Denmark__ |
* "|Hamburger Container Service rmany
Mo-Kan Container Service, Inc. 'United States

9:22
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Lo i W Flex-Van Lea: = United States
ECO770 |- Fat Kee Stevedores Ltd. " IFiong Kong
COTI2 Salis | Dim'rampomws«v 2 United States |
ECorTs — - w Singapore
ECOT74 _ |- '—%‘m. huo-Ku, Kobe Japan |
ECOT7T7 Swle Container " IUnited States _
EC0778 - 35 Enterprises, Ltd. T Korea
iC0760 |- |Yokohama Cont Svs___ ST W e
P IHE gwum S e UK =il
EC0782 T Geaniik ey - o e Denmark
EC0783 - TN . e e ey X T
EC0787 :‘Eoom Sumitomo Warehouse, Yokohama __Japen
C0787 ~ |EC0364___|Sumitomo Warehouse, Osaka TJepan
EC0787 EC0785 _|Sumitomo Warehouse, Kobe Uapan |
ECO787 _ |ECO786 _ |Sumitomo Warehouse, TOkyo Lm0 LVjsepen |y
ECO787 _ |EC0788 _ |Sumitomo fomo Warehouse, Nagoys ~ __ _|Japan
T | A A T . L
ECO781 |- |Strick Corporation LV United )
EC0793 - Remain Gmbh Germany |
1C0794 |- |James A Gibson I (1) States |
ECo7e8 |- |LICTC.Nv " [eeigium~
EC0B01 |- _ __ |Xirainlermodal LT kU o
EC0802 - ___ |EuroCc Container HandingBv Netheriands
EC0804 pacom Specislised Container Services ___[New Zesland |
EC0804 _ |EC1041 _ Speciaiised Container Services ____ New Zealand
EC0805 - ____ _|SagaReparation de Conteneurs France j
EC0B06 _  |EC0808 _|intracon Worldwide Limited AN England
EC0806 _ [EC0809 _[iniracon Woridwide Uimited I
EC0808 |- _|Conteminc. — "[Canada i
EC0813 - Pioneer Districentre Districentre Ple Lid__ B
ECO814 [EC0814___ el Terminais, Oakiand _ United States _
EC0814 ECO112__ [ltel Terminals, Savannah :‘umd States |
ECOB14__|EC0120 _|tel Terminais, Jacksonville United States
EC0B14 _(ECO121 __[Wtel Terminals, Charleston T [United States |
EC0814 'EC0138  [itel Terminals, Memphis____—___|United Stales
EC0814 EC0185 __|ltel Terminal Services T IUnited States
ECO814 Ecoz:u ~[nel Terminals, Houston__ United States
EC0814 [EC0247 el Terminals, N-Charleston ted States
i United States |
EC0839 |- ____'Universal Conlaine aiwan
EC0B40 |- ]_c_n_ungl.iecommrsm. T
ECOB41 |- |JemesRoleTranspor Auwm "
1C0843 - T K Transport B
Fcoss - [OVTemnaild _ — s ko™ ]
EC0846 - Panamart Co. Ltd. L % M_KE_“L
EC0847 - Gold Maritime, Yokohama
Ecos48 |- [Keihin Koun Co Ltd '—__—__*"‘_‘f :j
5840 |- |HaiShan v mew o nETewan Y
EOOBA —e |5 Lk TNew World Container Servica ___ |Tawan__
Ecoss - |Contsbip Lid. VS
EC0858 "7 7 T[J&1Comtainer Depot —_|S.Afica
ECO8%6 |- _|Boomna Cargo Co.Ltd. _ _ _Thalend |
ECo8S8 |- _[Transmo Container Sevica BV, |Netherlands __
G085 - |Universal Maribme Service United States
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Independent Reefer Services Australia
Setia Putra Sejati indonesia
Tyne Vista Holdings Australia
Yau Sun Transport Co. Ltd. Hong Kong
Indra Jaya Swastika y Indonesia
" [CMR Container Maint. Repair =~ |Germany ~
[Eidapoint Limited UK
Ses-Land Service, Dallas__________ |United States _ |
Sea-Land Service, Mt. Pleasant United States
Sea-Land Service, La Porte United States
Sam Ju Transport Korea
Sealand Services, Inc Uniled States
JCM Corporation Japan
S.R.CD. France
Nantong CIMC Smooth Sail Container Co.  China o
Nantong CIMC Smooth Sail Container Co. |China
Chalmers Indusry Pte. T | Australia
Associated Industries Co. Ltd. Thaiend
PCL Container Services ~ 'Hong Kong
[ConteparSrl ey
'Container Repair Hamburg Gmbh iGermany |
;Salero Container Services Spa Titaly
Padova Container Service S.r.l. Maly
_ |Allied Container Services Austraiia
Sicom s.p.a. . 'ltalia
Weallh Fair Development Co. Ltd. __ :HongKong
Associaled industries China, inc. | Taiwan
independent Reefer Services New Zealand
Associated Industries China Tawan
international Container Bridge " “Argentina |
Shunde Shun An Da Container _ HongKong |
West Gulf Intermodal United States__ |
“TAssociated Industries ~_|China
Furuya & Company i, Japan
Moviltainer S.L. Spain
ine Services Singapore
Brigantine Services Lid. Hong Kong
Depot Rel Benlioch S.A. "~ |Spain
|Ningbo Victory Container Co. ~___|Chins
“TQuingdao Universal Container China
Eng Kong Container Agencies : Ewwu
Temple Freight _ _|Australia
'GTR Gestione Terminal Riuniti______ltaly
Port Bolany Container Park Australia
Nagoya Container Services y Japan )
Med Union Container S.A. | Turkey
Tasman Asia Shipping s New Zesland
Eng Kong Container Agencies _|Hong Kong
Thermo King |United States
DAJ Enlerprises, Inc. United States |
Twin Cities Services United States |
SRCD. " |France
Goodway PLC_ ; UK
HomhyCaNnerSoNbu Hong Kong
*SudcmhmGh _____ [France |
Express Container Service {United States
Lauritzen Reefers —|Denmark
Cronos Containers ’ _|England J
Fassina 4 Brazil oy
DeCete-Duisburg Cont. Term. Germany
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T ___[CWiDewbwonPletid __~ __ |Singapore
i ) MISC Engineering & Marine _ |Malaysia |
General Conlainers Serv. ___ !Uniled States
T [Medterranean Shipping Co. Depot_ [So.Afica |
- Raiph Morton Transport UK i
= Socotec Inspection SONBHD M
Bt o Jardine Surveying Serv. Thailand
T TSamasContind Coltd. ___ China___
e | " [Metropolis Marina Sl X Ilndomsla
“[E_ T Jardine Matheson & Co — Hawn__
"= _[Depotrans Trans e Cont. Brazd CURY V)
+-__ " _[Tianjin Jin Feng Cont. Serv. IChina
£ __ﬂJyma ColinsTerm. ___ |Indonesia
ECOO7® - — _ [OCWS _ _— __[Singapore |
T?‘_ Kila Kyushu Unyu Japen ]
1= ____ |XinHua CIMC Con Container Co. ___|China i
£ __ Sani TR A i o s L, L,
‘Shanghai Far Ea East Container China
" [Unicon Services esCo.Ltd. _ __|Thailand
~__|Container Technology, inc. ______|Uniled States
CRG.T. i
T |MitsuiSoko, Co.Ltd._ A
' Ny mpire Truck Lines, Inc. United States
]- ~ " [ContactContainer Service _ _'New Zealand
—_international Reefer Service Australia
T [Portof L. " |New Zeaiand |
Tokio Manine & Fire Ins. Japan
T |T&T Container De ~_[South Africa
Delta ContDepot & Term. ___ _ |Tawen |
independent Reefer Services _ Australia
Port of Napier " |NewZeaiand |
Securicor Omega Cont. Log. uu UK 4
“Tintermodal Cartage Co. Inc. 'United States
Roadfreighters Container Services __ New Zealand |
" |Mitsui Soko, Co. Ltd. [Japan_ ]
T T]witsui Soko.Co.Ltd__ Japen 4
— Tecon Terminal de Containers Brazil
~ 'Chunu Corporation |Korea if
\ r_a Chung Container Corp o N
“Tironbound Intermodal Service Industries_ United States _|
T T KamenXingyy " [China ]
T Geetnppng -~ [ihelnd |
~ |Coral Sea Containers [Australia |
—_ [United Depot Gmbh ____ —___|Germany |
= ?ﬁ“mho Tian Hong Container _ |China ]
g Fonce ©
a1 J—WCo 7 S O - R
T TomAT ;
D e Immd Industries United States
Tauum- Shokai — |Japan }
Kwan i _|Korea
TS AEaNYK Lino Ltd. " _United Kingdom
Koniena Nasionalsanbhd  |Malaysla |
—__ |Westem Container Service Australia ]
- Container Services Pta Ltd |South Africa
33 ]‘Ecwas MS | dal Maint. Servs. United States | )
ECI040 &WI Main(_ Servs. United States |
___ |BaimerlLaurieFreight India J
T Henred F Trailers Ltd. South Africa
¥ Transbrasa Brazil
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[Shnglm: Junde ContainarColtd __|China
NYKUneBV. Netherands __
e —— T —
—_[Sky Container Depot Services Malaysia
~ ugaColeTomn _ ____ __|indonesia |
-~ [Container-Depot Lid.Oy Finland
_MarineCont _%'“' fu)
Hanse Repai ermany
Tt — — — — ]

B — LR
37; . [CX infermodsl United Siates

'TESCO Chile
Ecise0 —JTEsc0 . jowe ]
[Coastal Cont United States
~[Multibina Trensportayon________|indonesia___ |
Kong Container Agencies 'S
T T |NVKUne (beutschiang) 15%
T |YuFungContEniColid ~~~_ Tawen |
_.C CONINeNS 5~ ==~ e Australia )
~Shanghai Huaxing Inil. Cont. ]
—__|Hopsea Container Services Intl Co i'*_o":*_w_
Kong Agencies e

S
— " [Fiens — T UniedSis
CFfaoless ' - % ey | United States
Konolke Transportation Co.___ gL T e
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Resd.
Subj:  RE: Customer Satisfaction Study Questionnaire & Lette
Date: 9/13/99 2:18:10 AM Eastem Daylight Time
From: mnorth@cedex.com (Mark North)
To: bgamison@SPECIFICS.COM (Brett G. Garmison), Burtgrad@aol.com (Burt Grad)) I

File: Hubs.doc (13312 bytes)
DL Time (50666 bps): < 1 minute

Brett/Burt:
I've reviewed the Customer Satisfaction Survey and believe some minor changes should be made:

1. Questions 17, 18, 24 and 39 refer to CSl's "network". | think the more appropriate expression would be "senice" since the
company offers more than just network solutions.

2. Question 45 refers to "4010". | believe this applies to ANSI X 12 EDI users. CSl's customers are primarily UN EDIFACT
users, so | would suggest this is removed. Most of our customers would not understand this, whereas they would be familiar
with Y2K.

Attached is name and address list for the hubs.

Best Regards,

Mark North
Cedex Senvces International

——————— Headers
Return-Path: <mnorth@cedex.com>
Received: from rly-yd01.mx.aol.com (rly-yd01.mail.aol.com [172.18.150.1]) by air-yd02.mail.aol.com (v60.28) with ESMTP;
Mon, 13 Sep 1999 02:18:10 -0400
Received: from cedex.com ([207.214.26.11]) by rly-yd01.mx.aol.com (v60.28) with ESMTP; Mon, 13 Sep 1999 02:17:58 -
0400
Received: from 1Cust69.tnt1.scl1.da. UU.NET (1Cust69.tnt1.scl1.da.UU.NET [63.20.29.69]) by cedex.com (NTMail 3.02.10)
with ESMTP id sa109062 for <Burtgrad@aol.com>; Mon, 13 Sep 1999 07:16:30 +0100
Received: by mnorth.cedex.com with Microsoft Mail

id <01BEFD74.66ED1640@mnorth.cedex.com>; Sun, 12 Sep 1999 23:13:19 -0700
Message-D: <01BEFD74.66ED1640@mnorth.cedex.com>
From: Mark North <mnorth@cedex.com>
To: "Brett G. Gamison™ <bgamison@SPECIFICS.COM>,

"Burt Grad™

<Burtgrad@aol.com>
Subject: RE: Customer Satisfaction Study Questionnaire & Letter
Date: Sun, 12 Sep 1999 23:10:51 -0700
MIME-Version: 1.0
Content-Type: multipart/mixed; boundary="— =_NextPart_000_01BEFD74.66F63E00"

Monday, September 13, 1989  America Online: Burigrad Page: 1




Subj:  onsalenow@earthlink.net
Date: 9/9/99 1:51:00 PM Eastern Daylight Time
From: bganison@SPECIFICS.COM (Brett G. Garrison)

To: mnorth@cedex.com (Mark North (E-mail))
CC: burtgrad@aol.com (Burton Grad (E-mail)), jolumberg@SPECIFICS.COM (Joe Blumberg)

File: onsaleno.mim (105000 bytes)
DL Time (48000 bps): < 1 minute

This message is a multi-part MIME message and will be saved with the default filename onsaleno.mim
Mr. North:

Burt Grad asked that | send you the attached — the questionnaire to be used
for your customer satisfaction study and a sample letter to be sent to
potential inteniewees. If at all possible, the letter should be sent out

right away, as our plan is to begin the inteniews no later than Monday
9/13).

If you have any questions please let me know.

Sincerely,

Brett Garison

Director of Research

Specifics, Inc.

Measurement for Better Management
770-391-0013
http://www.specifics.com

<<509 Questionnaire.doc>> <<Sample Customer Letter.doc>>

- Headers —M————
Retum-Path: <bgamison@SPECIFICS.COM>
Received: from rly-zb02.mx.aol.com (rly-zb02.mail.aol.com [172.31.41.2]) by air-zb02.mail.aol.com (v60.28) with ESMTP;
Thu, 09 Sep 1999 13:51:00 -0400
Received: from smtp-out.kivex.com (smtp-out.kivex.com [204.177.32.18]) by rly-zb02.mx.aol.com (v60.28) with ESMTP; Thu,
09 Sep 1999 13:50:45 -0400
Received: from specifics01.aspecifics.com ([209.193.235.34])

by smtp-out.kivex.com (8.8.8/8.8.7-KIVEX) with ESMTP id NAA18799;

Thu, 9 Sep 1999 13:52:26 -0400 (EDT)
Received: by SPECIFICSO01 with Internet Mail Senice (5.5.2448.0)

id <SANY1YXL>; Thu, 9 Sep 1999 13:46:26 -0400
Message-ID: <71DE808F6FCAD111AAS900A0C9AB3ACI03ACAO@SPECIFICS01>
From: "Brett G. Ganison" <bgarison@SPECIFICS.COM>
To: "Mark North (E-mail)* <mnorth@cedex.com>
Cc: "Burton Grad (E-mail)" <burtgrad@aol.com>,

Joe Blumberg

<jblumberg@SPECIFICS.COM>
Subject: onsalenow@earthlink.net
Date: Thu, 9 Sep 1999 13:46:25 -0400
MIME-Version: 1.0
XMailer: Internet Mail Senice (5.5.2448.0)

Thursday, September 06, 1998 Amarica Online: Burtgrad Page: 1




SAMPLE CUSTOMER LETTER
(For Software Company Studies)

Date

Name
Address

Dear

COMPANY NAME greatly values the opportunity of working with you, and it is our goal to
ensure that our software solutions help you meet your business objectives. As part of our
commitment to continuous improvement, we are asking our customers for direct feedback on our
performance through a customer satisfaction study.

To ensure the accuracy and integrity of this study, it will be conducted by an independent research
firm, Specifics, Inc., who serves the IT industry. They will be calling our customers in the next
two weeks to collect information about the way we provide solutions for your needs. The results

will be used to assess and refine the quality of our offerings and services, and take appropriate
action to better respond to your future needs.

Specifics, Inc. has been given a complete list of our customers from which they will select a
random sample. If you receive a call from a Specifics Research Associate, I would appreciate
your taking fifteen to twenty minutes to provide your candid feedback. Your input is very
important to us, and we appreciate the time you take to participate in this important activity.

Thank you for your help and for giving us the opportunity to do business with you.

Yours sincerely,

COMPANY NAME

President

C:AWPS1\DOCS\SAMPLE CUSTOMER LETTER.DOC



Respondent # Interviewer

SPSS Data Entry Interview #

V Data Entry Date of Interview

Cedex Services International
Customer Satisfaction Study — Project #509
Final Questionnaire — September 9, 1999

1. Name: 2. Title

3. Department:

5. Company: 6. Phone number:;

7. City/State/Country: 8. Industry:

9. Account Size: 1. Small 2. Medium 3. Large | 10. Account Type: 1. Hub 2. Spoke

11. Products/Releases: 1. (Release: ) 2. (Release: )

Hello, this is _____ with Specifics, Inc. in Atlanta, Georgia (USA), calling on behalf of Cedex

Services International. (Specifics is a research firm that conducts studies for companies that market
computer software products and services.) In their efforts to improve service to customers, CSI has
asked us to call you to find out how you rate their products and services. I hope you will be able to
help.

Are you the best person to talk with about your firm’s use of EDI (EC) products, services and your
company’s relationship with CSI?

1. Yes 2. No (Get new name/number):

Is this a convenient time for you to talk? (If needed: This interview should take about 15 - 20 minutes.)

1. Yes 2. No (Schedule time):

12. When did your company first enter into a relationship with CSI?

1. <6 mos. ago 2. 6 mos. to 1 year ago 3. 1-2 years ago
4. 2 -3 years ago 5. >3 years ago 6. DK
509 Questionnaire.doc 1 © 1999 Specifics, Inc. All rights reserved.



Cedex Services International Customer Satisfaction Study

13. How long have you, personally, been using the CSI service?

1. <6 mos. 2. 6 mos. to 1 year 3. 1-2years

4. 2 -3 years 5. >3 years

14. Were you involved in the vendor selection process?

1. Yes 2. No (Go to Q16)

15. And, how would you rate CSI’s sales and marketing representatives in terms of how they
described their network services compared to what you’ve experienced. Please use a scale
of 1 to 9, where 1 means “what they described is not at all what we’ve experienced” and 9
means “what they described is exactly what we’ve experienced.”

Comments (Probe for all 1, 2 and 8, 9 ratings):

16. Were you involved in the installation of the network?
1. Yes 2. No (Go to Q21)

17. When did you install the network?
1. <6 months ago 2. >6 months ago (Go to Q21)

18. Did someone from CSI assist you with the installation?
1. Yes 2. No (Go to Q21)
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Cedex Services International Customer Satisfaction Study

19. On a scale of 1 to 9, where 1 is “not at all satisfied” and 9 is “completely satisfied,” please
rate how satisfied you were with the thoroughness of the installation support you received
from CSI. By thoroughness, I mean were you able to begin trading right away?

Comments: (Probe for all 1, 2 and 8, 9 ratings):

20. And, on the same 1 to 9 scale, how satisfied were you with the responsiveness of CSI’s
installation support staff? By responsiveness, I mean did the person from CSI understand
your needs and issues and resolve problems in a timely manner?

Comments (Probe for all 1, 2 and 8, 9 ratings):

21. In addition to CSI, do you use any other vendors’ networks?
1. Yes (Which ones? Circle all that apply) 2. No (Go to Q24)

1. Sterling Commerce 4. IBM (Advantis)/AT&T Global Services
2. Harbinger 5. Kleinschmidt

3. GEIS 6. Transettlements

66. DK the name(s) 88. Other:

22. And, how does CSI’s network compare to the other vendors?
1. Better 2. About the Same 3. Not as Good 6. DK

Comments (Probe gently for Not as Good):
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Cedex Services International Customer Satisfaction Study

23. How does CSI’s network support compare with other EDI vendors you have used?
1. Better 2. About the Same 3. Not as Good 6. DK

Comments (Probe gently for Not as Good):

24. Now I'd like to ask you a few questions about help desk support. On average, how often do you
call CSI’s help desk for support?

1. Daily 2. Weekly 3. Monthly 4. Quarterly 5. Semi-annually
6. Annually 66. DK 77. NA / Never called (Probe gently for reasons, then
Go to Q27)

88. Other / It Varies:

Comments:
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Cedex Services International Customer Satisfaction Study

25. Next, I'm going to read a list of attributes for help desk support. Using the 1 to 9 scale, where 1 is
“very poor” and 9 is “excellent,” I'd like you to rate CSI’s performance in each of these areas.

Help Desk Support Attributes Pe rfozri.nnce
1. The time it takes to answer the telephone 1.
2. The time it takes to resolve the problem on the first call 2
3. I‘HT time it takes to resolve a problem that could not be answered on the first 3
4. Responsiveness to messages you leave 4.
5. Courtesy of the staff 5.
6. Technical knowledge of the staff 6.
7. Product/application knowledge of the staff 7.
8. Industry/business knowledge of the staff 8.
9. Access to current information and/or problem status 9.

10. Help Desk Support, overall 10.

Comments (Probe for all 1, 2 and 8, 9 ratings — specify attribute along with comments):

26. Can CSI do anything to improve its help desk support?

1. Yes (Probe for details) 2. No

. DK
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Cedex Services International Customer Satisfaction Study

27. Which company’s EC products are you currently using to access the CSI network? (Do not

prompt.) (Circle all that apply. If not CSI, Go to Q30)

1. CSI 2. Sterling Commerce 3. Harbinger
4. GEIS 5. St. Paul 6. Kleinschmidt
66. DK 77. NA /Don’t use the CSI network 88. Other:

28. Under which PC operating system do you run this product? (Do not prompt.)

1. DOS 2. Windows 3.x 3. Windows 95
4. Windows 98 5. Windows NT Server 6. Windows NT Client
66. DK 88. Other:

If DOS: When do you plan to migrate away from DOS?
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Cedex Services International Customer Satisfaction Study

29. Now I'd like to ask some questions about the EDI product, itself. I’'m going to read a list of
features and I’d like you to rate the performance of the CSI product you use, on the 1 to 9 scale,
where 1 is “very poor” and 9 is “excellent.”

Product Attributes Pe rfoz:x.mnce
1. Functionality (does what you want it to do) 1.
2. Quality (lack of bugs) 2;
3. Auditing facilities (record keeping) 3.
4. Performance (speed) 4.
5. Security S:
6. Ease of use (people interface) 6.
7. Ease of learning (intuitiveness of software) 7.
8. Online help 8.
9. Printed documentation (clarity and completeness) 9.
10. The Product, overall 10.

Comments (Probe for all 1, 2 and 8, 9 ratings — specify attribute along with comments. Ask:
“How could it be better? What's missing?” or “What makes it so outstanding?”’):

30. Do you have any expectations that are being exceeded by CSI?

1. Yes (Probe for details) 2. No 3. Maybe 6. DK
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31. And, do you have any expectations that are NOT being met by CSI?
1. Yes (Probe for details) 2. No 3. Maybe 6. DK

Comments:

32. On a scale of 1 to 9, where 1 is “not at all satisfied” and 9 is “completely satisfied,” please
rate how satisfied you have been with CSI’s administrative functions, and by this I mean things
like the timeliness and accuracy of invoices.

Comments: (Probe for all 1, 2 and 8, 9 ratings):

33. Would you recommend CSI’s network to a colleague?
1. Yes 2. No 3. Maybe 6. DK
34. What advice would you give to a colleague who was considering using CSI's network?

Comments:
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35. If you had a need, would you purchase additional products and/or services from CSI?

1. Yes (Probe for why) 2. No (Probe for why not)
3. Maybe (Probe for details) 6. DK
Comments:
36. On our 1 to 9 scale, where 1 is “very difficult” and 9 is “very easy,” how would you rate the

ease of doing business with CSI?

Comments (Probe for all 1, 2 and 8, 9 ratings):

37. And, on our 1 to 9 scale, where 1 is “very poor value” and 9 is “excellent value,” please rate
the value you receive from CSI’s software and services, for the money your company spends.

Comments: (Probe for all 1, 2 and 8, 9 ratings):

38. When will you be fully Y2K compliant, or implement 4010?

1. Already are/have 2. Bytheend of 1999 3. By July 1, 2000 4. By the end of 2000
5. By the end 0f 2001 6. DK 7. Never 8. Other:
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Cedex Services International Customer Satisfaction Study

39. Does your company have any plans to expand its EC program(s)?

1. Yes (Probe for what/how) 2. No 3. Maybe (Probe for what/how)
6. DK

Comments:

40. In your opinion, what is the future direction of the EC marketplace?

Comments: (Probe for “alternative directions,” etc.):

41. Finally, is there anything else about the EDI products or services you receive from CSI that you
would like me to pass on to their Management Team?

1. Yes (Probe for details) 2. No

Thank you for your time. You’ve been very helpful.
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