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1. NYK Group Update (Bill Payne) 
 

2. NYK Vessel Stowage demonstration (George Cate, 
National Marine Manager, Boise, Idaho) 
 

3. NYK Documentation Metrics (Jeanine Gabiola, Export 
Documentation Manager, Boise , Idaho) 
 

4. NYK Customer Service Metrics (Bill Payne) 
 
 
 

 
 
 
 
 
 





Business Performance (Annual Data) 



Fleet management and Investment plan 
   



NYK Group Revenue 
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How is the G6 Alliance Structured? 

Each member line  
to maintain its own  

commercial identity and  
market its services independently.   
Each line will continue to contract  

independently with customers. 

Lines jointly operate loops covering  
the trade lanes, with most loops  

being single-operator loops. 

Alliance cooperation will allow  
substantially greater efficiency  

and lower costs for  
its member lines. 



2014 Focus Areas 
 

• Continue to grow in Y2014 

• Focus on coastal business to PSW/PNW  

• Focus on IPI business via PNW gateway 

• Active review on IPI business by RV equipment match back concept 

• Focus on AWEC business to S. Atlantic area  

Transpacific Trade 



Vessel Stowage Demonstration 
(George Cate) 



Vessel Operations and Planning in a 
VSA Environment 







G6 Joint Working Procedures 



LET’S WORK A SHIP! 



 Documentation Service Center 
14  Documentation Specialist Boise Idaho 

41 Data Entry Coordinators Manila Philippines 

 



B/l of lading processing 



Group Responsibilities 

NA Documentation 

• Customer Calls 

• Customer document 
request. (shipping certs, doc 
c/offs) 

• Bill of lading release (both 
stateside and foreign) 

• Problem resolution for 
missing or invalid 
information 

Manila Doc Center 

• Bill of lading data entry 

• Customer notification of 
late revision request delays 

• Hs code inquires 

• NCM inquiries (ANS cargo) 

• Communication with on 
shore office for problem 
resolution 

 



MONTH 2013 2014 INCREASE 

JAN 10,438 11,554 1116 

FEB 11,031 11,854 823 

MARCH 12,786 13,880 1094 

APRIL 11,504 13,727 2223 

B/L Stats 

BILL OF LADING VOLUMES 

CLARIFICATION VOLUMES 

MONTH CLARIFICATIONS TOTAL VOLUME DELAYED 

JAN 3530 11,554 31% 

FEB 3618 11,854 38% 

MARCH 4275 13,880 31% 

APRIL 4302 13,727 31% 



 ADVANCED MANIFEST COUNTRIES 
6/17/2014 



Japan 24 Advance Manifest 



China 24 Advance Manifest 



Common Challenges 

 

 

Required Data Elements 

1. Vessel 6.Shipper (complete address and phone) 12. Piece Count 

2. BL# 7. Consignee (complete address and phone) 13. Gross Weight 

3. Load Port 8. Notify (complete address and phone) 14. Measure 

4. Discharge Port 9. Precise Commodity Description 15. Container Number 

5. Place of Delivery 10. HS Code (min 6 digits provided on SI) 16. Seal Number * 

  11. UN/IMDG/ Class if hazardous 17. Container Size/Type 

Hs codes • Invalid hs codes provided.   
• Japan has specific hs codes. 

Container Number • Equipment release in time for doc 
c/off and avoiding  detention and 
demurrage charges. 

Seal • Getting cargo loaded and sealed in 
time for doc c/off.  



Customer Service and 
eCommerce  

 

 

 



eBook 

• Benefits to customers 
• Manage booking request and bookings at your convenience 
• Central location of information 
• Create, modify, manage booking requests electronically (Avoid phone hold times) 

• Higher data accuracy 
• NYK has a dedicated eBook Team 

• Scalable staff as volumes increase in a global center 
• eBook Team working same shift as U.S. teams and do not leave until all requests are 

answered for the day 
• NYK for the past year is averaging 2hr 37 minutes turnaround 
 

• Benefits to carriers 
• Frees up resources to do other tasks  
• Carrier is able to provide more service and quality to the customer  
• Reduction of touches by internal staff 

 
• Options: 

• Online (www.nykline.com) 
• EDI (Direct)  
• Portal  
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http://www.nykline.com/


• May 2013 thru May 2014 - eBook average turn time is 2:37 (hh:mm). 
• May 2013 thru May 2014 – 46% increase on eBook Volume   

eBook Volume and Turn Time 
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eBook Percentage 
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• For NYK NA -  55% of bookings are handled by our Customer Service Center; 45% via eBook 
 
• May 2013 thru May 2014 - eBook percentage has increased due to Customer Service, Sales and eCommerce Bus Dev 

dedicated to sell and teach NYK’s eCommerce product to customers. 

Breakdown of eCommerce Percentage by Method: 
• Online (www.nykline.com)  - 80% 
• EDI (Direct) – 6%  
• Portal  - 14% 

http://www.nykline.com/


Book Online  
www.nykline.com 
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A booking can be made four different ways: 
• Booking Application  

• New booking form 
• Templates 
• Copy from previous eBookings  

• Vessel Schedules 

 Upon registering on the 
website and obtaining a 
password, log in to submit 
booking requests 

http://www.nykline.com/
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• All fields with a red asterisk are mandatory 
• Upon filling out the application, click on 

“Proceed” button at the bottom of the page to 
be taken to the Booking Summary Form  

• Review the request 
• If any changes are to be made, click on the 

“Back” button  
• If no changes, click on “Submit” button  
• A confirmation message will appear on the 

screen and an email sent to you 

• Create and manage Templates  
• Use Templates to create booking requests 
• Reduces re-entry of repetitive info 
• Up to 200 templates can be saved 

 

New Booking Form Templates 

Book Online  
www.nykline.com 

http://www.nykline.com/


Book Online  
www.nykline.com 
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Previous Booking Vessel Schedules 

http://www.nykline.com/


Book Online  
www.nykline.com 
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Confirmation message will appear on the screen and an email sent to you 

http://www.nykline.com/


Operating Services - Customer Service – Call Volumes 
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CSVC Goals: 

 
Max Delay: 5 minutes  Rate of Answer: 1:15  Answer Ratio: 98% 

 

Operating Services - Customer Service – KPI 



 


