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At A Glance

Challenge

Establish a customer service

infrastructure to import,

store and ship Pilot Pen

products to all customers

in Mexico.

Solution

A multi-client warehouse,

transportation and distribu-

tion network tailored to

succeed in Mexico's complex

business environment.

Benefits

A complete and efficient

customer service and

distribution operation

without the investment

of corporate assets.

To dis tribu t e its qualit y writing ins trumen ts in Me xico,

Pilo t Corpor ation of America relies on Ryder not just for

stor age a n d  t r a n s p o r tat i o n ,  b u t  a l s o  i n s p i r at i o n .  R y d e r

h a n d l e s  t h e  distribution of Pilot Pen writing instruments

to re tail stores in Me xico Cit y and o ther m ajor Me xican m ar-

k e ts.  More th an th at,  howe ver, Ryder is honing a compe titi v e

edge th at could help Pilo t Pen slice off a bigger sh are of

the m ark e t sou th of the U.S. border.

Rewriting  
Distribution

PilotPen
“Ryder suggests ideas for improvements.

They don’t just sit there and get a paycheck from

us,” says Juan Estrella, director of supply chain

for Pilot Corporation of America. He oversees

Mexico operations from the company’s manufac-

turing and distribution facility in Jacksonville,

Fla., and he likes what he sees in Ryder. 

“They have an established network.

They’re very reliable. Their cost structure is

very compatible with ours,” Estrella says. “We

wouldn’t be able to do what they’re doing.”

Trumbull, Conn.-based Pilot Corporation

of America is the U.S. subsidiary of Tokyo,

Japan-based Pilot Pen. The Japanese parent

company, founded in 1918, has had a U.S. opera-

tion since 1970. Privately held, the parent com-

pany also has subsidiaries in Canada, the United

Kingdom, France, Germany, Hong Kong,

Indonesia, Italy, Malaysia, Singapore, Taiwan,

Brazil and Russia.

Pilot Corporation of America is author-

ized by its parent company to sell in the United

States and in Mexico. Pilot Pen Mexico, a business

unit of Pilot Corporation of America, has been

purchasing products made by Pilot Pen in

Jacksonville and arranging for their distribution

in Mexico since 2000. Pilot Pen’s Mexico

Operations are based in Guadalajara, Mexico.

“We sell pens to that entity and they sell it and

make their own profit,” Estrella explains.



At A Glance

Challenge

Establish a customer service

infrastructure to import,

store and ship Pilot Pen

products to all customers

in Mexico.

Solution

A multi-client warehouse,

transportation and distribu-

tion network tailored to

succeed in Mexico's complex

business environment.

Benefits

A complete and efficient

customer service and

distribution operation

without the investment

of corporate assets.

To dis tribu t e its qualit y writing ins trumen ts in Me xico,

Pilo t Corpor ation of America relies on Ryder not just for

stor age a n d  t r a n s p o r tat i o n ,  b u t  a l s o  i n s p i r at i o n .  R y d e r

h a n d l e s  t h e  distribution of Pilot Pen writing instruments

to re tail stores in Me xico Cit y and o ther m ajor Me xican m ar-

k e ts.  More th an th at,  howe ver, Ryder is honing a compe titi v e

edge th at could help Pilo t Pen slice off a bigger sh are of

the m ark e t sou th of the U.S. border.

Rewriting  
Distribution

PilotPen
“Ryder suggests ideas for improvements.

They don’t just sit there and get a paycheck from

us,” says Juan Estrella, director of supply chain

for Pilot Corporation of America. He oversees

Mexico operations from the company’s manufac-

turing and distribution facility in Jacksonville,

Fla., and he likes what he sees in Ryder. 

“They have an established network.

They’re very reliable. Their cost structure is

very compatible with ours,” Estrella says. “We

wouldn’t be able to do what they’re doing.”

Trumbull, Conn.-based Pilot Corporation

of America is the U.S. subsidiary of Tokyo,

Japan-based Pilot Pen. The Japanese parent

company, founded in 1918, has had a U.S. opera-

tion since 1970. Privately held, the parent com-

pany also has subsidiaries in Canada, the United

Kingdom, France, Germany, Hong Kong,

Indonesia, Italy, Malaysia, Singapore, Taiwan,

Brazil and Russia.

Pilot Corporation of America is author-

ized by its parent company to sell in the United

States and in Mexico. Pilot Pen Mexico, a business

unit of Pilot Corporation of America, has been

purchasing products made by Pilot Pen in

Jacksonville and arranging for their distribution

in Mexico since 2000. Pilot Pen’s Mexico

Operations are based in Guadalajara, Mexico.

“We sell pens to that entity and they sell it and

make their own profit,” Estrella explains.



Pilot Pen does business in Mexico without dedicating

major corporate assets to the market by relying on Ryder

to distribute its Florida-made goods there. “It all comes

from Jacksonville, Florida,” Estrella says. “We try not to

carry any Mexican inventory here in Jacksonville.” 

Pilot Corporation of America prides itself on being

a leading manufacturer and marketer of quality writing

instruments in the United States and Mexico. The full

line of Pilot Pen writing instruments spans 12 different

categories: gel ink pens, rolling ball pens, ball point pens,

mechanical pencils, marker pens, permanent markers,

permanent ink ball pens, creative markers, highlighters,

fountain pens, multi-function markers, and a mixed bag

of supplies including refills, lead and erasers. 

In Mexico, a limited portion of the Pilot Pen line is

distributed. For example, Estrella explains, “we don’t have

number 2 pencils. It’s mainly refillable pens and markers.”

“Markers, for some reason, do very well in Mexico.”

Equally focused is the geographic concentration of

Pilot Pen in Mexico. While it directs distribution operations

throughout Mexico, the company’s “bread and butter

market” is the capital city. “We cover the whole country,”

Estrella says, “but our main market is Mexico City.” Other

major markets for Pilot Pen products include

Guadalajara and Monterrey. 

The pen manufacturer contracts with Ryder to select

Mexican ground transportation carriers and to provide

other operational support. Indeed, one of the most important

services that Ryder provides Pilot Pen is its expertise in

screening, selecting and monitoring Mexican motor freight

carriers serving Mexico City. Pilot Pen depends on motor

freight carriers “who can consistently make it to Mexico

City within a certain time window,” Estrella says.  

The Pilot Pen relationship with Ryder in Mexico

began about three years ago. Pilot Pen had relied on another

logistics company to handle its product distribution in

Mexico until they filed for Chapter 11. Ryder took over

the lease on an inventory-handling facility in Guadalajara

signing new contracts with most of the former customers

who moved merchandise through the facility, including

Pilot Pen Mexico. 

“Ryder wanted us to stay with them as a customer”

in Mexico, Estrella recalls. And Pilot Pen is glad it did.

Before their relationship blossomed, “we didn’t know

Ryder that well,” Estrella says. “We have been pleasantly

surprised by Ryder. The staff they have is totally professional.”

The transition to Ryder was so smooth it seemed

Pilot Pen had written the script. “We didn’t want to

diminish customer service,” Estrella notes. “That’s always

the scary part: How long are you going to be down?

Well, we weren’t down at all.”

In making its transition to Ryder, Pilot Pen protected

the short-term stability of its operations and the long-term

viability in its distribution cost structure in Mexico,

Estrella says. Ryder maintained smooth shipping to key

markets and melded its management information system

and Pilot Pen’s with minimal disruption. “It was pretty

much seamless,” Estrella recalls. 

Ryder handles order processing, customer service

functions, inventory storage and management, motor carrier

selection and billing, and shipment tracking for Pilot Pen in
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Mexico. Ivan Gonzalez and Gela Salguero, Ryder opera-

tions supervisors, have been instrumental in the Pilot Pen

relationship. In addition, Ryder also provides services

related to importation of U.S.-made Pilot Pen goods in

Mexico. “We have our own import broker,” Estrella says,

“but Ryder does the follow-up” such as ensuring that extra

import documents are provided, if necessary, and that

import duties are paid promptly so that Pilot Pen products

can pass quickly through Mexican customs processing.

All of the Pilot Pen products sold in Mexico pass

through Ryder’s warehousing and distribution facility in

Guadalajara, where security is a top priority. “There’s no

pilfering in Ryder’s facility. Ryder does the best job we’ve

seen in securing the inventory,” Estrella says.

In addition, weekly meetings are held by employees of

Pilot Pen and Ryder to fine-tune the distribution of Pilot

Pen products in Mexico. Ryder works so closely with Pilot

Pen in Mexico that customers tend to see them as one

company. The Ryder manager who supervises its facility

in Guadalajara responds to calls from Pilot Pen customers

as if he were a Pilot Pen employee, Estrella says. “When

he picks up the phone, he answers, ‘Pilot Pen.’ ”   

Ensuring order execution is critical to keeping

Weekly meetings

are held by the

Ryder and Pilot

Pen team to fine-

tune distribution.

Shown below

from Ryder 

(Left to Right)

Gela Salguero,

Ernesto

Donnadieu,

Ivan Gonzalez

and Leopoldo

Delgado.

“
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customers before executing orders.

But as Pilot Pen has become more comfortable

working with Ryder, the pen manufacturer has begun

to consider funneling customer orders in Mexico directly

to Ryder. 

That step would allow Pilot Pen to further delegate

its distribution work in Mexico, freeing the company to

devote more internal attention to other operations.

“The main challenge is to provide excellent service.

Doing business in Mexico is very complex compared to

the United States,” says Ryder's Ernesto Donnadieu, citing

the regulatory environment in particular. Fortunately, he

adds with a smile, “we understand all the rules we Mexicans

have made.”

major customers and attracting new ones in Mexico.

“When Pilot went into Mexico, we guaranteed our service.

We always do,” Estrella notes. “Our culture is: we’re going

to get the merchandise there, wherever the customer

wants it.”

One of the biggest Pilot Pen customers in Mexico,

Office Depot, is a demanding retailer that insists on timely

order execution, which Ryder has delivered. “Office Depot

does not accept back orders,” Estrella says.

With Ryder at its side, Pilot Pen hopes to capture

the business of another U.S.-based retailer in Mexico:

department store operator Wal-Mart. “We’ve been

approaching them for a couple of years, and we recently

got some very positive feedback from them,” Estrella says. 

Pilot Pen may have nowhere to go but up in

Mexico, given its relatively short five-year presence in the

market. “We’re essentially still in the infancy stage there,”

Estrella notes.

Holding down distribution costs in Mexico is critical

to accelerating its growth there, so Pilot Pen works closely

with Ryder to develop more efficient ways to do business.

One potentially money-saving idea under consideration

would let Ryder handle Pilot Pen order-taking in Mexico,

replacing a current two-step process in which Pilot Pen takes

orders and then forwards them to Ryder for processing.

Although the companies have maintained separate

management information systems, Pilot Pen Mexico and

Ryder may combine them to boost efficiency. Pilot Pen

Mexico inputs customer orders into its own IBM server,

an AS400 system, and the orders are then transmitted

in a transfer protocol designed specifically for Ryder’s

management information system.

“We look at every order to make sure it's correct

before we send it to Ryder,” says Estrella, adding that

the process includes running credit checks on certain

(Above)

Ryder operates 

the Pilot Pen 

operations within

its Guadal ajara

multi-client facility.

(Left) Leopoldo

Delgado leads

the team of people

who support 

Pilot Pen Mexico.

Pilot Pen Mexico

relies on Ryder to

handle all import,

warehousing and

distribution of its

products in Mexico.
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