Managers: The contents of this update should be shared with employees as appropriate.
SERVICE UPDATE #5
SERVICE IMPACT DUE TO EASTERN JAPAN EARTHQUAKE
March 14, 2011 – APAC Legally Approved
-For internal use only-
Background

A massive earthquake of magnitude 9 struck the northeast of Japan 250 miles from Tokyo on Friday March 11, 2011 at 14:46 local time. The earthquake has triggered numerous tsunamis and large aftershocks have struck since then. 
There has been widespread damage, including the collapse of buildings and roads. Planned power outages are occurring throughout Japan, but the schedule is difficult to tie down and subject to change. Phone lines remain unstable and some highways and roads remain closed. In many areas, drinking water and fuel is in short supply. Public transport has resumed in some areas, but the infrastructure is unstable and the situation continues to change.
Service Update
We are monitoring the situation on the ground closely. Updates are as follows:  

· We continue to verify the well-being of all our employees.  

· Pick-up and delivery in eastern Japan will continue to be suspended, to allow further assessment of the situation.
· Effective immediately all shipments to eastern Japan are embargoed. 

· Narita Airport has reopened and is now fully operational.  Passenger and cargo flights have resumed. 

· The Makuhari call center has re-opened, but is experiencing disruptions to service due to the power outages and availability of staff.
· The Company’s “Money-Back Guarantee” does not apply to shipments in the earthquake affected areas.
· Further updates will be provided as the situation evolves.
Actions

Please ensure all APAC employees, especially in Ops, Customer Service and Sales are informed of these developments.
For all media inquiries contact Julia Khong, Corporate Communications Manager, APAC at jkhong@fedex.com +852 2514 0207.
Customer/Media Reactive Messaging

The latest customer/media reactive messaging is below and can be used to help you respond verbally to questions from customers. 
Verbal Reactive Statement – Update #5
We are saddened by the loss of lives and the widespread destruction caused by the 9.0 magnitude earthquake that struck eastern Japan on Friday, March 11. 
The health and well-being of our employees remains our first concern. We are keeping our employees and their families in our thoughts at this difficult time.
Due to the instability of critical infrastructure including transportation, power and fuel, pick-up and delivery services in eastern Japan remain suspended. All shipments to eastern Japan are also embargoed, effective immediately. Nonetheless, we are working with humanitarian organizations to provide critical shipments including medical and urgent supplies required for the recovery effort. 

We are monitoring the situation closely and will update our customers of any changes on fedex.com.
We urge our customers to go to fedex.com or contact the local Customer Service team for the status of their shipments.

Frequently Asked Questions

1. Are FedEx services affected by the Tokyo earthquake? 

Yes. Our operations in eastern Japan have been impacted. All pick-up and deliveries in eastern Japan are suspended at this stage. We are also embargoing all inbound shipments to eastern Japan from any location, until further notice. We will monitor the situation closely and update our customers of any changes to the situation on fedex.com. 

2. How can I get the most up-to-date information on my shipments? 
We will update our customers about any changes to the situation on fedex.com. 

3.         Am I eligible for Money Back Guarantee on shipments affected by the Tokyo earthquake?     

As the earthquake was an event outside FedEx control, our Money-Back Guarantee will not be applicable for shipments impacted by this service disruption.   

4.         When do you expect normal services to resume?

We will resume services as soon as it is safe to do so. We regret any inconvenience you may experience.

5.         Are you still accepting shipments to Japan?

No, we are embargoing all inbound shipments to eastern Japan from any location until further notice. We regret any inconvenience you may experience.

6.
Is your customer call center in Japan still operating?

Yes, the customer call center in Japan is operational. However, due to power outages, our Customer Service operations in Japan may experience some disruptions. We regret any inconvenience you may experience. We urge our customers to go to fedex.com to check the status of their shipments.

7. Is FedEx supporting any non-profit organizations to provide medical and other supplies to Japan?

We are currently assessing the situation to provide an immediate response in Japan and are working with humanitarian organizations with which we have long-standing relationships: American Red Cross, Heart to Heart International, Water Missions and Direct Relief International. We rely on our partner agencies to let us know what is needed and then we work with our operational divisions to determine our transportation capacity. 
8. 
How are your operations in Japan and the Asia-Pacific region being affected by the earthquake? How will this impact my [supply chain/healthcare/cold chain etc] shipments in and out of Japan?  


At this stage, all pick up and deliveries in eastern Japan are suspended. We are also embargoing all inbound shipments destined for eastern Japan from any location until further notice. However, our services in western Japan and other parts of the Asia-Pacific region are operating as normal. We are striving to support our customers in the best possible way in the affected areas as conditions allow.  

9.
Is there any impact to shipments destined to and from other markets in the Asia-Pacific region? 


No. Our services in western Japan and other parts of the Asia-Pacific region are operating as normal. 

10.
What is your contingency plan to manage this situation? 


As the situation remains fluid, we will continue to monitor the situation closely and will provide our customers with updates on fedex.com.
11.
Will there be any delays for my shipments to and from Japan in the next week? 


We are continuing to assess and monitor the situation closely as the situation remains fluid. We will provide our customers with updates on fedex.com. 

12.
Are there any regulatory changes related to customs clearance in Japan as a result of the earthquake?  

At this stage, we are not aware of any regulatory changes related to customs clearance in Japan. We will continue to monitor the situation closely and will update our customers about any changes to the situation on fedex.com. 
13. We hear that there are power outages in Japan, may I know more about this and how this will impact your services within Japan? 


A power ration program has been implemented in the Kanto areas including Tokyo, Chiba, Ibaraki, Kanagawa, Shizuoka, Saitama, Yamanashi Tochigi and Gunma. As power outages are sporadic and unstable, our Customer Service operations in Japan may experience some disruptions. We regret any inconvenience you may experience. 


You can find out more details about at http://www.tepco.co.jp/index-j.html or http://www.tepco.co.jp/en/index-e.html (only in Japanese). 

Please ensure that all employees, especially those in Ops, GTS, Customer Service and Sales are informed.
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