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Disaster Recovery
Read about our hurricane 
relief efforts during last 
year's hurricane season. 
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Market Corner 
Learn more about the  
space market, one of our  
specialty markets. 

Temperature-
Controlled Nework: 
Customer Example 
Read about a Temperature-
Controlled Network customer. 

The delivery of the BMW 
Championship Edition M760i was 
made possible with a customized 
solution by Air Services. Read 
about it on page 9.
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Editor: Nicole Zahn Layout: Nicole Zahn and Greg Gore. Thanks 
to the following people who contributed to this edition: Daria 
Gaither, Dave Hill, Jennifer Newhouser and Sarah Heber. The 
Expediter is published for team members of FedEx Custom 
Critical. Please send suggestions to Jennifer Newhouser or 
Dave Hill in Marketing. White Glove Services, Air Expedite and 
Temp-Assure are registered trademarks of FedEx, Inc. FedEx 
Custom Critical is proud to be an equal opportunity employer. 

©2018 FedEx Custom Critical, Inc. No portion of this 
newsletter may be copied, distributed or reproduced without 
written permission of FedEx Custom Critical, Inc.

Dress for Your Day!
The new dress policy allows you to regularly wear 
jeans to work. While the new dress policy is more 
relaxed, employees are expected to be neat, well 
groomed and appropriately dressed while at work. 

For more information on the new guidelines, 
please see the Working Together Manual, available 
on the intranet. 
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Portfolio Name Change

FedEx Temp-Assure (revised)

FedEx Temp-Assure®

FedEx Custom Critical®	

Healthcare Shared 
Network

Temperature-
Controlled Network

Temp-Assure

Temperature-
Controlled

Temp-Assure 
Validated

Temperature-
Controlled Validated

Temp-Assure Air

Temperature-
Controlled Air

Temp-Assure Air 
Validated

Temperature-
Controlled Air 

Validated

Previous Changed to

FedEx has made changes to its  
temperature-controlled portfolio.  
 
Any FedEx temperature-controlled product,  
service or packaging will now fall under the  
FedEx Temp-Assure® name. This includes services 
offered by FedEx Custom Critical, FedEx Freight and 
FedEx Express.  
 
Solutions within the temperature-controlled portfolio 
include container and packaging items that must 
maintain a specific temperature range. Also included 
is recovery from any potential transit delay.  
 
 
 
 
 
 
 
 
 
 
 

Temp-Assure used to be a FedEx Custom Critical 
service name, but to align with the new naming 
structure, FedEx Custom Critical has made changes 
to the names of our temperature-controlled solutions.  
 
Customer-facing documents and the FedEx Custom 
Critical website have been updated to reflect these 
changes. The diagram below provides a complete list 
of name revisions. 
 
If you have any questions, please contact  
Brooke Hershberger in the Marketing department: 
brooke.hershberger@fedex.com.
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Disaster Recovery

During last year's hurricane season, we unfortunately 
saw many parts of the United States severely affected by 
hurricanes and other natural disasters.  
 
Hurricanes Harvey, Irma, Maria and Nate caused 
significant damage to the homes and belongings of 
many people and their families.   
        
In these emergency situations, FedEx Custom Critical 
provided service to customers in need. Our team 
members worked quickly and with precision to provide 
transportation solutions. 
 
As a team, we completed a number of disaster recovery 
and relief supply shipments for customers who were 
affected. Under these challenging circumstances, FedEx 
Custom Critical was able to provide a number of ground 
solutions. In addition to ground solutions, Air Services 
accessed on-demand chartered aircrafts to expedite  
life-saving equipment and supplies.

Puerto Rico:
Over the course of two weeks, FedEx Custom Critical 
collaborated with a multinational medical device and 
pharmaceutical packaged goods company to provide a 
number of services.  

Hurricane Harvey:
A FedEx Custom Critical straight truck delivered parts  
for an electric grid repair from Albemarle, NC to 
Houston, TX. The route conditions were not ideal with 
flooding and downed trees, but still putting safety first, 
we were able to complete the 1,080 mile shipment 
within six and a half hours.

Hurricane Irma:
Temperature-Controlled Network (TCN) informed its 
largest diagnostic customer that they were willing to 
work outside of normal operating hours to pick up 
shipments during non-scheduled pick up days.  

TCN customers then shipped supplies to TCN cross 
docks where they would be prepared ahead of time. 
This was done in advance so that once the affected  
areas of Florida opened for trucks again, the  
shipments would be ready for immediate  
transportation into the Houston, TX area.

“It was difficult to watch the devastation left by the 
multiple hurricanes. Puerto Rico was facing the worst of 
it, due to the difficulty of quickly getting relief aid to the 
island. I felt defeated going home and watching  
the news fly over the island. It was difficult to watch,  
but it was a reminder of why we [FCC] do what we  
do in transportation.  

FedEx Custom Critical is more than a transportation 
company. Every day the work our team members do 
saves lives or helps to create the next technology. I 
am proud to work with a team of relentless people in 
Air Services, like Tony Leporis and Ja’Neal Baker, who 
remember we refuse to give up until we find a solution. 
I am also proud to work for a company who puts their 
employees first. FedEx Express and FedEx Cares  
worked hard to help our FedEx colleagues and their 
families in Puerto Rico.”

- Hollie Kroon,  Air Services

“I was overwhelmed with the number of contractors 
who reached out to FedEx Custom Critical willing  
to assist with relief efforts. The fleet and the  
FedEx Custom Critical operations team involved 
with disaster relief truly demonstrated a high level of 
commitment. It proved to me that all involved wanted to 
help in any way possible. I have never been more proud 
to be a employee of FedEx Custom Critical!”

- Bill Adams, Healthcare Solutions
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Fedex Cares Efforts
• Donated a total of $3 million in disaster  

relief efforts.

• Sent two or more relief flights a day to San Juan 
for Hurricane Maria survivors.

• Delivered water treatment systems, generators, 
medical supplies, baby formula, food and more to 
all hurricane locations.

• Donated a MD-11 cargo jet to deliver aid in  
Puerto Rico.

• More than 1,900 tons of relief supplies were 
delivered via 32 flights to Puerto Rico.

• Supplies included 121,000 pounds of infant 
formula, generators, medicine for children, and 
2,500 pounds of medicine and medical supplies on 
behalf of St. Jude Children’s Research Hospital to 
help supply a children’s medical clinic in San Juan. 

• Singer and Puerto Rico native Ricky Martin 
partnered with FedEx.

• Rev. Jessie L. Jackson helped distribute the FedEx 
supplies in Puerto Rico.

• The Pittsburgh Pirates baseball team collected 
150,000 pounds of bottled water, baby formula, 
diapers, batteries, pet food, and generators to ship 
to Puerto Rico. 

• Former New York Yankees catcher Jorge Posada 
and wife personally delivered goods to four towns 
affected by Hurricane Maria.

If you would like to learn more about FedEx Hurricane 
Relief efforts, please visit the FedEx Cares intranet page.
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Market Corner
The space industry has seen rapid growth and 
transformation over the past six years from strictly 
government entities into the private sector.  
 
For years, and dating back to the early days of White 
Glove, FedEx Custom Critical has always seen the 
benefits of being in the space and aerospace market. 
Space is an emerging and changing industry filled  
with opportunities. 
 
The space market focuses on several key areas in 
transportation giving space customers shipment 
and environment control.
 
Important features include: 

• Monitoring.

• Real-time tracking.

• Development of customized solutions.

• Temperature control.

• Care in handling for delicate shipments.
 

Due to industry needs, FedEx Custom Critical has 
been well suited to provide core competencies, 
and value to government programs and privatized 
companies now entering the industry. 
 
Much like the art and museum markets, the 
space industry has tight-knit communities. These 
communities are built on relationships and they look 
to count on a transportation specific or specialized 
team as a point of contact that understands their 
unique needs. 



For Internal Use Only 7For Internal Use Only

When thinking about the types of space shipments 
the industry needs, think of transportation solutions 
provided by FedEx Custom Critical as: 

• Helping customers make it to launches on time. 

• Working on shipments that make space 
programs successful.

• Shipping healthcare experiments. 

• Returning materials or experiments when a trip 
to space is over.

• Transporting space-bound satellites.

• Providing logistic support for technology and 
other space assets.

“Every company working in the space industry is 
doing something different,” said Managing Director 
of Sales Forrest Medley. “With our unique solutions 
and core competencies, we knew we had to be 
a company with the abilities to deliver on their 
expectations with services well-suited to meet  
their needs.”
 
If you have any questions about the space market, 
please contact Michael Ely in the Marketing 
department: michael.ely@fedex.com.
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Temperature-Controlled Network:

For Internal Use Only

Temperature-Controlled Network (TCN) is a monitored 
delivery network that provides secure, cost-effective, 
co-mingled transportation for its customers’ sensitive 
products, providing life changing solutions for patients.

TCN team members work to ensure their customer 
shipments are handled with two key elements: quality 
and communication.  

With these key elements, TCN is able to provide services 
to customers with commodities like pharmaceuticals, 
biologics and medical devices that require a 
temperature-controlled environment.

Because every shipment in the healthcare industry has 
the potential to change a life, it is important that they are 
handled with an appropriate level of precision and care. 

For example, a healthcare customer, focused on making 
high quality medicines, contacted FedEx Custom Critical 
for a temperature-controlled solution. The customer had 
a portfolio of more than 7,500 products worldwide, and 
was working on a new product release for an injection 
that treats patients with relapsing forms of multiple 
sclerosis (MS).

The first release of the injection was shipped through 
FedEx Express small package service, but the customer 
needed a temperature-controlled solution for its larger 
product moves. The customer needed a network that 
could regularly handle their shipments.

“It is an honor to work with our healthcare customers 
to provide life-changing products to people throughout 
the world,” said FedEx Custom Critical Vice President of 
Operations Jason Frederick. "TCN fills an important role 
in our temperature-controlled portfolio and allows us to 
deliver the Purple Promise to our customers.”

“We are working magic  
every day to help those  
in need.
Our team members in the  
network are really good  
at what they do.”
– Dan Duggan, 
 Market Development 
 Manager, Sales

TCN Quick Facts:
• TCN is a LTL network for temperature-  
 controlled shipments.

• TCN customers have regulary scheduled   
 pick up and deliveries.

• TCN measures success based on tonnage  
 and not run count.

Customer Example 
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The Ultimate Rush. Delivered.
One special car. One very special delivery. 
 
BMW and FedEx partnered together to bring one  
lucky owner the BMW Championship Edition M760i 
xDrive, made possible by a FedEx Custom Critical 
customized solution.  
 
This special edition BMW M760i was exclusively 
delivered to the penultimate event of the FedExCup 
Playoffs, the BMW Championship, where the owner and 
their guest received an all-expense paid VIP trip.    
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The Air Services team, led by Operations Supervisor 
Ashanti Grace, engineered a solution to safely deliver 
the car to its destination. Manufactured in Munich, 
Germany, the special edition BMW M760i was delivered 
to Paris, France, where it was then flown to Newark, N.J.   

Once in the U.S., FedEx Custom Critical safely delivered 
the 600 horsepower twin-turbocharged V12 engine 
to Conway Farms Golf Club in Lake Forest, IL., 
home of the 2017 BMW Championship. 

The ultimate delivery was completed by professional 
golfer Rory McIlroy, as he drove the BMW M760i to the 
first tee of the BMW Championship, and handed the 
keys to the new owner.

This shipment is just one example of how FedEx 
Custom Critical can customize shipments to meet 
customer’s needs, whether it is in the air, on the  
ground or both.
 
Have an interesting shipment story or shipment example 
where we delivered the Purple Promise in a unique way? 
Contact Dave Hill in Marketing with your story:  
dhhill@fedex.com

If your story is selected, you will receive $15 in company 
store credit.

“We are working magic  
every day to help those  
in need.
Our team members in the  
network are really good  
at what they do.”
– Dan Duggan, 
 Market Development 
 Manager, Sales

For Internal Use Only

Pictured: The 2018 BMW M760i xDrive
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Shout Outs

FedEx places great importance on its culture  
with our People, Service, Profit (PSP) approach. 
The following FedEx Custom Critical team 
members received high praises from either a 
customer, another team member or leadership 
for their commitment to exemplifying the 
meaning of PSP.

Shout outs were collected throughout the 
fiscal year.

People 
Great job by Carl Kiser, Dave Nester, Paula   
Cadle, the Work Force Planning team and all  
the supervisors for providing support on the  
implementation of Cisco. 

Heidi Wilhelm acknowledges Rich Summers and 
Tasha Jones for their teamwork attitudes. She 
asked both team members if they could stay past 
their scheduled shifts to help cover a third shift 
team meeting. “Thanks to Tasha Jones and Rich 
Summers for being so understanding and willing to 
adjust their schedules. I don’t know what I would’ve 
done without them!” 

Sherry Harstine recognizes Jen Miller, Mike Herchek 
and Jason Hoff for their diligence in monitoring 
a number of Mexico shipments. These shipments 
were complicated by issues with customs, FDA 
clearance and broken down Mexican carriers.
 
Service
Theresa Dennard recognizes Carolyn Alexander. “I 
would like to commend Carolyn for the fantastic 
work she does at FedEx Custom Critical. Recently, 
we had a shipment that was held at the gate 
with minor issues. Carolyn was the security 
representative I spoke with to help handle the 
issues. She addressed all the obstacles and made 
sure the shipment could enter the facility in a timely 
manner. I appreciated all of Carolyn’s help with this 
critical shipment and I love how easily she solved 
this problem.” 

Sales Executive, FedEx Services, Alex Martinez 
gives Mike Herchek customer applause for his 
assistance with a rescue. 

Tiffany Beal’s work outside of the office receives 
praise. "Recently, we had only one person in 
general C/S taking phone calls due to numerous 
issues. I called Tiffany Beal at home to ask if she 
would log on for one hour to help handle calls  
until third shift came in. She stopped cooking 
dinner and within five minutes was logged on 
taking calls. Thanks, Tiffany for helping the team  
on such short notice!” 

Heather recognizes Tasha Jones for going above 
and beyond. Heather appreciated her efforts to 
follow through with a customer on a shipment. 
“Examples like this are what bring happy 
customers back to FedEx Custom Critical. ELT 
panels stressed the importance of providing  
utmost customer service and Tasha brought it!” 

Barb Huth is recognized for ensuring the success 
of the Smithsonian Astrophysical project. This 
project was part of a seven to 10 year build of 
highly sensitive equipment that will identify 
previously unknown galaxies. The project called for 
Barb to interpret technical drawings and support 
the customer with packaging recommendations. 
She also had to partner with our fleet to identify 
contractors with the proper equipment and skills 
that could support the special requirements of  
the shipment.  The customer insisted on having 
Barb review any recommendations their project 
team made. 

Gavin Copcutt thanks Richard Summers for the help 
with shipment 29173820. “Thank you Richard! Your 
help is exactly the standard of communication I was 
hoping for from FedEx Custom Critical. You owned 
this situation and this level of service is what we 
like to pay for.” 
 
Gretchen Murphy visited FedEx Express Desk 
(FESD) and was complimentary of FESD and 
their efforts in supporting her customer. "Donald 
Rounsifer and Susan Burrison provided excellent 
feedback and really provided the Purple Promise."
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Profit
Tina Shaw was presented with a Purple  
Promise Award for her work on the Keryx 
Biopharmaceutical account. Tina has shown 
relentless achievement and has delivered an 
outstanding customer experience. This has resulted 
in Keryx Biopharmaceutical keeping its business 
with FedEx Custom Critical for nearly nine months 
longer than originally anticipated. 

 

Malisa Mowbray with Stauton Foods praises  
Brenna Jackson, Gina White and Denise Budimlic 
for their help on a potentially problematic situation. 
“This was a stressful problem for our company to 
solve and while some carriers would have been  
less than helpful in a similar situation, that was 
not the case with the FedEx Custom Critical staff. 
Everyone I spoke with made this situation much 
easier for our company.”
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 Diversity Council

FedEx Custom Critical has an open and engaging 
work environment that promotes inclusion and 
diversity, as well as the personal and professional 
development of its team members.  
 
Our company also provides a respectful work 
environment that supports people, ideas, and 
perspectives by focusing on the spirit of belonging. 
 
As a team, we continue to uphold the values  
of integrity, accountability and excellence in  
our workplace. 
 
To embrace diversity as an embedded and important 
part of our business culture, FedEx Custom Critical 
has its own Diversity Council. 

The Diversity Council initiatives include  
celebrating and highlighting national awareness 
initiatives, cultural heritages, contributing to  
non-profit organizations, and recognizing  
many different holidays.
 
Other initiatives and involvements include Blessings 
in a Backpack, National Autism Awareness Month, 
the Spirit of Belonging Wall, Day of Pink, Passover 
recognition, LGBT highlights and much more.
 
If you are interested in learning more about the 
Diversity Council, please contact Lynn Pedulla in  
the Human Resources department: 
lynn.pedulla@fedex.com.

FY18 Diversity Council Members
First row: Rachel Edmunds, Felicia Mastaso and Nina 
Reynolds Second row: Lysa Byham, Jerred Brown 
and Le She' Bell Third row: Emily Grnach, Lamice 
Jasser, Kaitlin Adkins, Monica Winn and Xander 
Golightley Fourth row: Frederick Ferrell, Lynn Pedulla, 
Allan Brown, Kelli Thomas and Pat Wallace 
Not pictured: Ellen Berisha, Jessica Boarts  
and Diane Wisner 

For Internal Use Only
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    Decades of Safe Driving

Ron and Margaret-Mary Shellito have been FedEx 
Custom Critical independent contractors for over 33 
years and were one of the first teams to be a part of 
the White Glove Services fleet. 

Ron has logged six million miles and Margaret-Mary 
has logged four million – all accident free. They 
attribute this impressive record to their patience and 
commitment to safe driving.

Ron and Margaret-Mary’s Keys to Safe Driving:

• Aim high in steering

• Get the big picture

• Keep your eyes moving 

• Leave yourself an out

• Make sure others see you

More Safe Driving Keys from the Shellitos:

Don’t have distractions – how you react and adjust 
your actions is so important. 

Don’t have tunnel vision – anticipate what is 
going to happen around you and recognize when 
a dangerous situation is developing before an  
accident happens. 

Practice preventative maintenance as an 
important component to overall safety – be mindful 
of things that could potentially break on a long drive.

The truck pictured is the specially branded trailer owned 
by the Shellito for the turtle egg shipments in 2010. They 
transported hundreds of nests containing thousands of eggs 
to Florida's Atlantic Coast. The nests were used to protect 
the hatchlings from potential impacts of the oil spill in the 
northern Gulf of Mexico.

For more information about the Gulf Turtle Rescue,  
visit: bit.ly/2DoDc9K.

Learn more about the new incentive FedEx Custom 
Critical is offering fleet owners for safe service:  
http://bit.ly/2COeZV4.
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Akron MarathonAkron Marathon

Over the years, FedEx Custom Critical has 
participated in a wide range of community service 
initiatives to help the local Akron/Canton area.   
 
One of these community service opportunities 
includes the Akron Children’s Hospital Akron 
Marathon. FedEx Custom Critical has participated in 
the marathon’s mission since 2003 to promote health 
and fitness.

In September 2017, FedEx Custom Critical team 
members ran in the marathon and volunteered  
their time to donate Gear Bag Services during the 
two-day event. Gear Bag Service allows runners to 
store personal items, free of charge, during the race. 
 
In return for our volunteered service, FedEx Custom 
Critical received free runner sign-up slots. 

Participation in the Akron Marathon encourages 
our team members to focus on the importance of 
exercise and wellness.

Within the company, FedEx Custom Critical 
continues to encourage healthy lifestyles through  
a number of wellness events.

 

In addition to races, we encourage team members  
to join forces and participate in our Annual  
Fall Fitness Challenge. 
 
This challenge encourages team members to form 
teams of four where each team member completes 
150 minutes of physical activity per week for  
ten weeks. 

Each team logs their hours of physical activity, and 
submits the information to be entered into grand 
prize drawings.  

Other FedEx Custom Critical wellness initiatives 
include breast cancer screenings via an on-site 
mammogram truck, free on-site flu shots and other 
wellness actions. 

For more information on our wellness initiatives, 
please contact Lynn Pedulla in the Human Resources 
department: lynn.pedulla@fedex.com. 

Special thanks to Lisa French and Kevin Oldaker 
for their efforts in leading the Gear Bag Service 
and volunteers. 
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“I volunteered for the Akron Marathon to support the 
runners, like my wife, whose contributions benefit 
Akron Children’s Hospital. Plus my wife wouldn’t be 
happy if she’s running and I’m at home sleeping!”
- Patrick Winslow, Marketing, Volunteer 

“I enjoyed meeting people at the Akron Marathon 
Expo. We received many compliments and thanks on 
how organized we were in handing out the gear bags 
and assisting with the event.”
- Ellen Berisha, Safety, Volunteer

“I have always wanted to run the Akron Marathon. 
Once I started working out, losing weight and 
running a little, I felt I would give it a try. The 
atmosphere of the marathon is like nothing  
I have ever been a part of and it makes me  
excited to do it all again next year! I love the fact that 
FedEx Custom Critical is a large part part of such an 
awesome event. “
- Tiffany Beal, Expedite and Specialized Services, Runner

“The past three years I’ve ran the Akron Half 
Marathon and always saw FedEx Custom Critical at 
the gear check. Since I didn't run this year, I wanted 
to give back to the Akron Marathon because they 
have provided such a great experience for me. I am 
running next year though!”
- Matt Fortney, Air Services, Volunteer

“Running is a passion for me. I feel stronger and 
more at peace when I can’t take another step but I 
continue on. This year, I decided not to take part in 
running in the Akron Marathon, but I still wanted to 
support the runners. I love the energy that comes 
with this race series, and I loved being able to 
congratulate the runners as they came to the tent to 
retrieve their gear bag.”
- Tina Shaw, Air Services, Volunteer

“I love the initiative of FedEx Cares and our 
organization’s commitment to serve our community. 
I believe FedEx Custom Critical has made an 
impact on the Akron Marathon over the years by 
leveraging our resources, employees, contractors 
and equipment to offer a free service to those who 
participate in the race. “
- Daria Gaither, Marketing, Volunteer

“The Akron Marathon was the first race I ever ran, 
and it is one I will always return to. The marathon 
is well organized with a great crowd of support. 
As someone who runs multiple big races a year, 
I always take advantage of the gear bag check 
option, and FedEx Custom Critical does a great job 
coordinating this effort for the Akron Marathon, 
which is no small feat.”
- Jorie Justice, Contractor Relations, Runner
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"FedEx is honored to have been recognized again among the 

world's most amired companies. This honor reflects the outstanding 

dedication and performance of our more than 400,000 FedEx team 

members worldwide. I am proud of this accomplishment and 

working with the best team in the industry."

- Fred Smith, Chairman of the Board


