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Always in business

Her name is Birna Ragnarsdéttir and she has been with
Samskip for almost 24 years. She left her home town to
go to school in Reykjavik when she was 17 and after

graduation she joined Hafskip, a small shipping company.
In1986 she joined the Samskip family. She is now director

of Customer Services.

“I have seen a lot of changes in these past
24 years, people come and go,
departments merge and split up, tasks and
projects move around and constant

"o

development, constant challenge”.

Samskip Customer Services team

Personal Service

“My department has also changed a lot
over the years. We are taking over more
and more challenging projects. The
technology has improved tremendously
and therefore enabled more and more
automation. Some people might think
automation and personal service
contradict each other but it is not so. The
automation has given us time and space to
serve our customers better and better
instead of handling various tasks so easily
done online. | would like to see more of
this in the future. It is important to create
an environment for our staff to further
improve their service capabilities.”

What are the main tasks of Customer
Services?

“To simplify, you can say we are here to
provide information and give counselling
on often very complicated transportation
matters plus sending out bills. We instruct

on customs rules, insurance, originals,
payment, price, trucking etc. etc. We have
repeat customers, one-off customers, big
and small companies and individuals alike.
We try our utmost to serve all. If a company
has signed a contract with Samskip, it gets
their very own personal contact here in
Customers Service who looks after its
transportation needs. Today there are nine
people working in Customer Service, doing
what 16 people did before”.

How do you measure CS performance?

We have many criteria we measure. We issue
service standards and we measure how well
we do on all of them. In weekly meetings, we
go over the measurements, talk about how
we are doing and what we need to do better.
My staff is very competitive and ambitious
and is constantly working on improving their
performance. Some of this our customers
never see, like improving internal processes.
My staff is so dedicated to constant
improvement and value added services.

Low staff turnover

| have been blessed with high quality
personnel, who are willing to walk the extra
mile needed for success. Many of them have
been with Samskip for years. They are
flexible, proactive and appreciate challenge.
| enjoy working with people like that. It is so
rewarding to be a leader in a group like that. |
have always embraced challenge and to
create a dynamic group in CS who work on
their strengths to improve themselves and
Samskip is my big reward.

I have heard you are constantly going to
school working full time?

Yes, for the past ten years | have been going
to school after work. | graduated with MBA
this spring and prior to that | had completed
studies in business, management and HR.
This is my passion.

You do not have much free time | take
it?

“Well | do not enjoy being idle. | enjoy
travelling, both in Iceland and abroad and my
husband and | do quite a lot of that. Plus

Birna in Hornstrandir, Iceland 2009

fishing and hiking, we also enjoy and
always manage to find time for. People
tell me | need a lot of oxygen”, Birna
says laughing.

Birna and Kristinn in USA

“I have been married to the same guy
since | was twenty. He is an engineer
and together we have two grown
children and two grand children. My
kids are successful, with good
education and jobs and | am very proud
of them.

Birna with her grandchild in Thingvellir

Samskip and the future
How do you see the future Birna?

| have ambitious hopes for my
department and Samskip. | believe we
will continue on our path toward being
a successful and profitable company
creating value for our customers and
staff. | have a lot of ideas about my
department | am working on or will be
working on in due time. The flexibility,
ambition and challenge we have
managed to build into our company
culture, is what makes us winners. |
want to be a part of that team.






