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Islandwide’s cutting-edge IT department optimizes customer service 
BY RICARDO IMBERT FERNÁNDEZIslandwide’s key customer service tool, however, is its 

information ith more than 300,000 square feet technology (IT) department, 
which of warehouse space—including a provides customized, intelligent central 
shipping hub in Guaynabo’s In-solutions that ensure effi ciency for dustrial Park, four 
strategically placed each client. Running on 18 servers terminals and a task force of 450 

employ-housed at Islandwide’s headquarters, ees managing distribution that can exceed IT is 
capable of merging with clients’ 10,000 packages daily—Islandwide is software, so computer 
systems are the largest Puerto Rico distribution and completely integrated. Furthermore, 
third-party logistics company.a task force of programmers design  

It isn’t Islandwide’s sprawling infra-specifi c software for clients, providstructure, 

however, that gives the com-ing completely customized services pany a competitive edge, 

but rather the The team that makes Islandwide the largest Puerto Rico distribution and for 

those requiring it. 

rare commitment to providing quality customer 
service, an intense passion for obtaining results 
and the fl exibility to adapt to each client’s 
needs, along with superb logistics and advanced 
information systems technologies that ensure 
effi ciency and customer satisfaction. 

“Optimal customer service has become a niche 
in Puerto Rico,” Islandwide CEO Pedro J. 
Rosaly said. “Why? Frankly, because it has 
become a rare commodity. It is also the 
backbone of our success.” 

Although key performance indicators are 
excellent, with 99% delivery effectiveness and 
annual  

third-party logistics company. 

inventories at 99.9%, Islandwide still strives to 
further minimize error and guarantee optimum 
customer service. The company’s IWE Track & 
Transport technologies update distribution 
supervisors and customers on shipments’ status. 
If packages are delayed or lost throughout 
Islandwide’s more than 80 routes, inquiries are 
launched to resolve the error and customers 
compensated accordingly. 

Monthly meetings are set up with clients to 
discuss performance and to ensure Islandwide is 
providing optimum customer service. 

Clients log in to Extranet to fi nd 
“live stock” of the products designed 

specifi cally for each customer. 
Using  

the site, clients can make, track and manage 
orders, as well as download spreadsheets and 
reports. Some clients have improved sales by 
more than 25%, without increasing inventory, 
because of the effi ciency that Extranet fosters.  

“We design, develop and implement new 
software products to meet our customers’ 
demands,” said Jason Torres, the IT director. 
“Our systems are designed to permit the precise 
fl ow of information/tracking throughout our 
customers’ supply chains.”  

BY B.G. DOYLE 

erving a broad range of clients, including 
professionals, businessowners, corporations 
and individuals, the insurance experts at 

MassMutual Puerto Rico offer a wide range of 
products to meet both business and personal 
needs. This includes a variety of whole and 
universal life policies, term policies, variable 
life products, disability and longterm care 
policies, as well as annuities and investments. 
“With all these products, we feel we are able to 
service all our clients and prospects, from the 
most basic needs to the most sophisticated, 
which includes business insurance,” said 

Edward Acuña, assistant general agent & 
brokerage director of MassMutual Puerto Rico. 

Grounded in the MassMutual traditions that 
have been in place since the original company 
was founded in 1851, the local fi rm has been 
serving clients on the island since 1988. To date, 
77 career agents help companies and individuals 
determine the right products for their unique 
needs. MassMutual Puerto Rico currently serves 
around 10,000 clients. 

Acuña said many businessowners face the 
challenges of planning for business succession. 
“If you are a businessowner, you need to ask 
questions, such as: ‘Do I want my spouse to own 
the business when I am gone? Do I want my 
spouse to be bought out? Will any of my 

children get involved in the business? What if 
my business partner dies or becomes disabled?’” 
he said. “These are some of the concerns 
businessowners need to face, consider and 
discuss in advance to avoid a disaster for the 
business and the family.” 

He added that the earlier this transition 
planning is done, the better it will be for 
everyone involved. “Remember, we are all 
exposed to accidents or illnesses daily, and that 
could have a negative effect on planning,” he 
said. “This is why you need to start the process 
early.” 

For example, Acuña said that if one partner of 
a given business should pass away without a 
proper plan in place, the other partners would 

 

MassMutual helps businesses deal with the ‘what if’ before it’s too late 
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have to face a number of considerations. “They 
would have to decide if they want to sell out, buy 
out, take the deceased partner’s heirs as partners 
or liquidate the business entirely,” he said. 
“However, with the proper plan in place, the 
surviving family members have the advantage 
that the business price has already been 
determined by a prearranged method.” 

In other words, with the right MassMutual life 
and disability income policies,  the 
businessowner is able to protect his or her 
interest in the business, as well as the interests 
of family members and partners. 

Given that MassMutual Puerto Rico is a 
company owned by policyholders, the 
company’s top priorities include customer 
service and systematic training of the fi rm’s 
agents. Continual review of each client’s policy 
and products is also a mainstay of the 
MassMutual service paradigm, to ensure 
policyholders continue to be covered in ways 
that meet their ever-changing business and/ or 
personal circumstances. “When you work with a 
client base of primarily small-business owners, 
self-employed professionals and those looking 
for quality insurance and fi nancial planning 
options, it is important to offer them the quality 
insurance and fi nancial-planning options they 
deserve,”  
Acuña added.   


