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“Logistics providers and 3PLs are spending 
millions of dollars on IT to provide firms

with order and shipment visibility as well 
as accurate and timely performance 

measurement... In terms of performance,
we’re getting to the point where the bytes

are more important than the atoms.” 
– Evan Armstrong, 

Armstrong & Associates
(LQ’s May 16, 2007 Symposium)
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LQ: How do you structure opera-
tion supply chain in order to deliver
flexibility to your customer’s needs?
(Kurt Ritcey)

Cameron Joyce: We rely heavily
on operations planning. We look at
budgets and projections to plan for
peaks and valleys collaboratively
with our clients. This ensures we’re
well informed on where they might
expect peaks in their business, and
we make allowances for the unex-
pected in our swing analysis. We’re
also able to draw on multiple facili-
ties to pull resources together in
order to balance all of those needs.

LQ: Could you elaborate on what
the swing analysis encompasses?

Cameron Joyce: Generally our
clients provide us with the average
amounts of activity that they fore-
cast for each month,as well as infor-
mation on what constitutes a high-
average day and a light-average day.
We develop a map to show what the
bookends of the activity might be
on any given day and then we conduct an analysis on the his-
tory of what has actually occurred. By continually tracking
the actual levels of business we smooth out potential spikes
to run the business efficiently.The client or market ultimately
controls the actual activity,but we do our best to plan for and
absorb the bumps.

LQ: What are the characteristics of your most successful
customer relationships? (Kurt Ritcey)

Cameron Joyce: In a single word it’s “partnership.” In those
types of relationships we’re fully integrated with the client,

and in regard to the supply chain,
the line where they end and we
begin becomes invisible in all
aspects. The best relationships are
where we can collaborate, share
data both ways and effectively plan.
We’re helping our client be success-
ful,which helps us to be successful.

LQ: In terms of governance in
the relationship would you say that
it’s characterized by C-level man-
agement getting together on a
monthly basis from your side and
the client’s? 

Cameron Joyce: It’s probably less
frequent than a monthly meeting in
terms of C-level management,
assuming it is a mature relationship
that’s past implementation.We have
a structure of communication
through our Client Solutions Man-
agers, at an operating level and at a
customer service level that is much
more frequent. There is an escala-
tion information process to ensure
C-level executives are well aware of

what’s going on,and we generally meet quarterly with a strate-
gic focus at our meetings.

LQ: What are the biggest challenges to cross-border logis-
tics activity? (John Langley)

Cameron Joyce: When it comes to cross-border activity, the
first challenge is time and the second is unpredictability.The
primary factors that cause unpredictability pertain to securi-
ty and compliance or the lack of compliance by a carrier or
a shipper and anybody along the supply chain can intro-
duce delay and uncertainty. Managing all of the variables to
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ensure there isn’t any delay is probably the biggest challenge.
LQ: What are the advantages and potential disadvantages

of one-stop logistics, where the customer counts on the 3PL
to provide a range of integrated supply chain solutions?
(John Langley)

Cameron Joyce: With a single source you have a known
partner and one contract to manage a bundle of services.
Operationally and administratively there are significant
benefits. The principal disadvantage is that it may be diffi-
cult for one provider to be world class throughout their
portfolio of services. If this is a client requirement, they may
be hard pressed to find that level of expertise from a single
source.A client should look at their priorities and ask them-
selves if they prefer a service provider capable of meeting
all of their requirements completely versus some services
at world class levels.

LQ: My concern is that the consolidated 3PLs will
become less flexible with service offerings and less agile.
(David Faoro) 

Cameron Joyce: We see evidence of this as specialized and
smaller 3PLs are consolidated into larger ones.They lose their
identity and some of the things that made them unique. In
some cases key people and their knowledge are lost with the
centralization of management, particularly as the larger enti-
ty begins to set the strategy and direction. We think it’s an
advantage to maintain focus and maintain an identity within
your target market. In a consolidation the resources dedicat-
ed to the smaller divisions within the larger companies can
become restricted, losing flexibility, which was probably a
hallmark of the smaller 3PL to begin with.

LQ: As compliance challenges continue to grow for ship-
pers,do you see adjustments in 3PL fee structures based on
compliance capabilities? And if a customer has invested in
compliance and training and technology and had few
cross-border problems, will this customer be rewarded with
a low fee structure based on your lower cost to serve?
(David Faoro)

Cameron Joyce: Yes.If it’s a cross-border inbound shipment
to us for domestic distribution, it’s going to arrive on time and
won’t require overtime, special handling or outbound expe-
diting, our cost to serve is lower and therefore our fees are
lower. Our costs are lower when our client has good invento-
ry management, good EDI [electronic data interchange]
compliance and data integrity.The shippers that are late,non-
compliant, don’t manage their inbound supply chain or their
raw materials for their manufacturing operations will contin-
ually require excessive management, which is a lot more
expensive than having a predictable operation.

LQ: Given consolidation in the 3PL industry, what can a
small 3PL do to enhance its long term sustainability?
(David Closs)

Cameron Joyce: We see two schools of thought in our field.
In some cases a company wants to do business with a global
provider and have a single source supplier, in others they

want to select a regional or niche best-of-breed 3PL. It’s a
philosophical matter on the client’s end. An advantage of a
niche player is they develop expertise in a specific market
and specialize in being world class in that area.
Consolidations can create the opportunities for smaller 3PLs
to stand out as being more flexible, having faster decision
making capabilities and being strong regional players.

LQ: What are the primary requirements regarding visibility
that firms expect from their 3PLs, particularly those involved
in international movement? (David Closs)

Cameron Joyce: Even on domestic movements supply
chain visibility has become more critical — and beyond
just EDI or data integration. I think there is an expectation
of good web visibility tools to enable logisticians to make
ad hoc enquiries on a number of different status levels,
whether it’s on the operational side of the supply chain or
on inventory management.

LQ: How have your customers increased their demands
regarding security and sustainability? (David Closs)

Cameron Joyce: Certainly Sarbanes Oxley (SOX) compli-
ance,SAS-70 reporting and this type of corporate compliance
have increased demands on our business.Since we’re also in
health care and deal with controlled substances, this is espe-
cially important. There are many audits required by our
clients as well as internal audits, and audits by external regu-
latory agencies are the norm.We just expect that to happen
on a daily basis across our client base.Disaster-recovery plans
have become kind of table stakes for any new clients. They
expect to see robust and functional disaster-recovery and
business contingency plans everywhere, in systems and in
operations, including pandemic planning.

LQ: In what ways has your firm changed its business devel-
opment efforts when approaching potential clients? How has
the value proposition changed in recent years?

Cameron Joyce: Our company has transitioned itself and
moved away from being a service offerings provider to being
a solutions provider and a supply chain integrator.

LQ: How has the value proposition changed in recent years?
Cameron Joyce: We’ve really become integrated with our

client’s businesses and take pride of ownership in this
approach, becoming an extension of their business, even in
terms of our appearance to their customers. We are very
aware that we cannot just be selling a service from a menu
of services; we have to really understand their business and
play an important role in it.We’ve also recast our company
to become a provider of technology and infrastructure
services. Our system is built specifically for supply chain
execution for our clients and then they gain many benefits
by using it, accessing this technology and infrastructure at
a much lower cost through us than it would be for them to
do it develop it themselves.That’s been one of our differen-
tiators and a key part of our value proposition.We’ve been
a technology leader all along.We develop our own web vis-
ibility tools and several of our data integration tools.
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Trust McKesson Logistics to ease your 3PL and your mind

McKesson Logistics Solutions is Canada’s leading third

party logistics provider dedicated to serving the healthcare

manufacturing industry. From order fulfillment, customer

service, quality assurance and financial services through to

warehousing, transportation and the management of

specialty products; we adhere to Health Canada guidelines

to manage and distribute healthcare products.

We work in partnership with your company to provide a

customized solution to manage your supply chain today and

in the future as your needs change. Our state-of-the-art

information technology gives you the ability to view your

supply chain in real-time.

If you are a healthcare manufacturer looking for

distribution to, from and within Canada, McKesson Logistics

Solutions can customize a 3PL solution for you. Our

technology innovation, healthcare logistics focus, flexibility,

service excellence and client relationship management

define our – and your – success.
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Because a lot can happen from A to B

You need McKesson Logistics Solutions

> YOUR DETAILS ARE OUR BUSINESS.

1-866-356-6830 ext. 2262 marketing@logistics.ca www.logistics.ca

2181_McKesson_Logis_QrtlyAd_2:Layout 1  10/30/07  1:29 PM  Page 1


