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Special points of
interest:

e 2013 Roundtable
schedule

e Atlanta& Scotland
Roundtables

o 2014 Summit dates
March 30, 31, April
1, 2014 at Mirage
LasVegas.
Complete program
on website. A few
sponsorships still
available

e New Members
e S|A Board actions

The Mission of SIAis to
serve as a forum where
every member can en-
hance their business and
to take collective action
for the betterment of the
industry whenever nec-

essary.

SIA Member Growth &
Global Footprint

Publication sent to members electronically & on
website By: Claudia J.. Betzner

The Membership in SIA continues to grow on an escalated
basis and our Global footprint now has new membersin North
America, Europe, South America (Zion just joined from S&o
Paulo, Brazil) and The Asian Pacific, where we will host our
inaugural APAC roundtable in Singapore 26 September. The
roundtables are so successful we have had to change the
rooms where they are held to larger ones when the hotel can
accommodate. We are at capacity in San Francisco, and Sin-
gapore even though we increased the invitation list. Thefor-
mat is meant to be interactive and when the number exceeds
35—40 it makes it very hard for those sitting around the table
to provide comments and follow the discussion. The board
and | will be discussing how we can still accomplish the goals
of the roundtables but not turn those away that want to attend
since we now have more that want to attend than we have
room for. We currently have threein the U.S., onein Europe
and one in APAC with the annual summit each year held in
LasVegas. South Americawill be our next roundtable goal
when we have developed enough members to make it atrue
networking event.

ATLANTA, site of Summer US Roundtable
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One option for the
roundtable growth may be
to have more frequent and
in different locations, or
limit number of participants
from the same company or
just start planning for alarg-
er room with the under-
standing we would need
more structure for com-
ments and discussion.

We started the roundtables
as afree event for members
holding meetings closer to
their locations and to pro-
vide a benefit of member-
ship since partnerships
through increased network-
ing is the best way to grow
your company. That was
over ten yearsago! Much
has changed since then so it
istimewe rethink how we
can make them even more
productive and a greater
benefit. We know increas-
ing membersisthe way to
add partners but we need for
you to take advantage of the
network by participating in
these events and the sum-
mit. Sponsoring is a added
benefit for you with in-
creased exposure. Several
members have SIA astheir
primary growth strategy.

GET ONBOARD!




SIA welcomes 18
new members for
2013 including 6

fromoutside U S

with 9 global, our

biggest growth
segment

2013 New Members
Legacy Integration & Technologies
Plymouth, MN

PC SOS
Arlington, TX

Technogroup I T Service GmbH
Hockheim, Germany

Choice Logistics
NY, NY

ServRight
Alexandria, VA

Field Nation
Minneapolis, MN

Top Ten USA
Hackettestown NJ

M axwell Paper
Ontario, CANADA

Daikon Electronics 800 801 6081
Mt. Freedom, NJ

POST SUMMIT

ABA Moriah

David Carillo, V P Bus Dev
Warrenville, VA

540 349 3166 x 12
dcarrillo@abamoriah.com

ASVIDA AsiaPtelLtd
Kow Ya, CEO
Singapore

65 6818 1722
siva@asvidaasia.com

Econocom—L es Richarde
Gilles Auchere, Director

Noisy Le Gi, FRANCE

33671 604 327

Gilles.aucher e@econocom.com

Technical Services & Deploynet
Larry Fox, C.0O.0.

Brea, CA

817 320 3361

Ifox@tdinc.net

ENETWORK NEWS

CBE

Christina van Oostrum, President

31 30 698 2698

CB Bunnik Ehe Netherlands
C.vanoostr um@che-inter national.com

Procurri

JJ Jeanguenat, Co President
678 343 1664

Norcross, GA
jjeanguenat @pr ocurri.com

IFSWorld North America
Tom DeVroy, V.P.262 717 6655
tom.devroy@ifsworld.com
Waukesha Wi

Zion Tech Group

kleber @ziontechgroup.com
Kleber Garcia Alcatrao
Séo Paulo, Brazil

Mojo SystemsLLC

Steve Oono, Partner 206 576 1755
steveo@gotomojo.com

Seattle, WA

Singapore, site of September 26 Roundtable,
hosted by Solid Systems, welcome reception

hosted by ASVIDA
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SIA Summer Roundtable—HOT lanta

The Atlanta roundtable was filled to capacity with very positive results from the high level information sharing discussions of
some 40 Presidents, C-Level executives invited to this event. Michael Blumberg, Principal and Owner of Blumberg Advisory
Group, aspeciaized aftermarket and reverse logistics market research and strategic business consulting firm, and Ray Miller,
National Sales Director of Customer Service Delivery Platform (CSDP), aleading provider of Service Relationship Management
(SRM®) solutions, both experts in service operations, led the thought provoking discussions.

According to one of the participants who was invited “I found this event both informative and productive with the networking of
other company’ s top level executives extremely useful. | am already in discussions with some to partner both on contracts and
for useful information to run my company.”

The roundtable discussed KPIs (key performance indicators) involved in achieving operational excellence
within depot repair, service parts, and onsite maintenance businesses. Michael Blumberg, President of
Blumberg Advisory Group led this discussion. “Key Performance Indicators (KPIs) have always been
integral to how service managers have managed and monitored their operations,” commented Randy Parks,
SIA President and Vice President of Logistical Maintenance Solutions (LMS), an onsite I T service
provider in North America. “Interestingly, we' ve used the same KPIs year after year, without questioning
their validity. Michael revealed some important considerations about which KPIswe should be considering

based on our individual business requirements.” .
2014 summit will

The second discussion provided afollow up from the SIA Keynote at the 2013 Summit. This session be held at Mirage
discussed how to make your leads “ Sales Ready” and provided much information on using social media as Mar‘ ch 30, 31 and
tools to increase your business and was led by Ray Miller, Sales Director CSDP. The final discussion - April 1,2014
Virtual Business Process Outsourcing - |RS reclassification requirements for independent contractors

“1099" vs. employee status was added extemporaneously.

Special thanksto our Sponsors of the Atlanta Roundtable: CDE Services, Lexicon,

Renova and Team One.

SIA Roundtable schedule for remainder of 2013

September 12 roundtablein San Francisco, the next roundtable in the U.S. Topics: “Virtual Business Process Outsourcing,
“will be presented by George Kostakos of OnForce. “Trends in Managed Services Business Model; diagnostics, pricing, billing
of managed services,” will be presented by Charles Weaver, MSP Alliance Thefinal U.S. roundtable for the year will be held
in Ft. Lauderdale, Florida on December 5. Belmont Technology will host the break for the San Francisco roundtable and
Medequip Biomedical is teaming with a mega office suite company for the Florida roundtable

The Singapore Roundtable September 26 will be hosted by Solid Systems with James Lim, COO for Solid Systems APAC
presenting: (1) Breaking into the Asiamarket; U. S. Market — challenges and opportunities. (2) Logistical challengesin Asia—
Parts/goods in and out - Customs requirements. The welcome reception Wednesday September 25 will be hosted by ASVIDA.

SI A Board meeting and actions

At the summer board meeting an additional session was added and the President, Randy Parks ask Tom Y ork to lead that session.
The session discussed the strategic direction of SIA. Some of those actions have already been implemented. Discussions
included the dual role our members have with the Digital equipment manufacturers. Part of the role of SIA isto build bridges
and offer acommunications link between 1SO’s and OEM’ s since many members do partner with the OEM’s. On the other hand
that does not mean our members or SIA approves of OEM’s policies but that activity is better led by efforts of the Right to
Repair organizations such as Righttorepair.org (automotive segment) and digitalrighttorepair.org (all digital equipment).

The board discussed our global presence and growth expansion of SIA in Europe and Asiato provide our members a broader
network of companies to partner with. We are looking at more Alliance partners to enhance member opportunities Aswe add
new members, the board discussed adding additional board seats, which currently stands at 12 but we have several very
qualified potential board members that would add much to the growth of SIA.




The new SIA
Marketing
committee

welcomes your
guest blog.
Special thanksto
all volunteerson

the committee.

M ar keting Committee off

foa ar eat start

By Michael R. Blumberg, Marketing
Committee Chairman

The SIA Marketing committee was
established to develop and oversee the
implementation of aMarketing Plan. The
committee is comprised of me, Stephanie
Williams (Ignite Marketing), Ed Butler
(ISS Solutions), Jennifer Jakubowicz (1SS
Solutions), and SIA’ s president, Randy
Parks (LMS). We welcome other SIA
membersto join us.

Our first conference call was held on June
25" and since then we have been very
productive. Our first order of business
involved recommendations for a monthly
feature to the blog section of SIA’s
website. Each month we will examine
how two (2) members have been able to
partner with each other to develop new
business and/or better serve an existing
customer. If you are interested in being
highlighted in an upcoming blog post,
please do not hesitate to contact me. We
also strongly encourage al membersto
participate in our online conversation and
social media efforts by responding to blog
posts and contributing content of their
owntoapost. To ensurethe contentis
appropriate, we have drafted a“ Guest
Blog Post Submission Guideline Policy”
which has been submitted to Claudia and
the board for review.

The committee has al so been hard at work
in developing a Marketing Plan for our
organization. To that end, we have
completed a SWOT Analysis and
reviewed afirst draft developed by
Jennifer Jakubowicz. We are continuing
to develop and fine tune this document by
prioritizing opportunitiesidentified in the
SWOT analysis, defining our target
market, and compl eting a competitive
analysis. We welcome other member to
join our committee. Please email at

mi chael b@blumberg-advisor.com if you
are interested in working with us.

ENETWORK NEWS

SIA Guest Blog Post Guidelines

If you would like to submit a guest post to this blog,
follow the instructions below for consideration.
Only guest posts that meet these criteriawill be
considered for publishing.

The post must be useful to the readers of this
blog and deal with issuesthat are relevant
to Independent Service Organizations
(1SOs)

The post must not criticize or condemn OEM
service policies

The post must be grammatically correct and
well-written.

The post must not include marketing-rel ated
links and must not be self-promational or
sales oriented

The post may include links to your website and
blog in abrief author’ s bio (approximately 3
sentences), which will be published at the end of the
guest post.

Guest posts must be original and may not have been
published elsewhere online already. All
submissions will be verified for originality using a
tool such as Copyscape.com or Plagium.com.

Guest posts may not be longer than 500 words and
may include images. Guest posts must be submitted
to Claudia Betzner, Executive Director of SIA
(cbetzner@servicenetwork.org) for approval. Guest
Posts that are approved for publishing will be
published without notice. Please check the blog
periodically to seeif your post has been published.
Due to the high volume of guest posts this blog
receives, messages following up on the status of a
guest post submission will not be responded to.
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Europe Roundtablein Scotland
By Gay Gordon-Byrne, President, TekTrakker®

g Special thanks to Efficient Client
&8 Services, Jonty Marnoth and Simon
& Grey for hosting the meeting at their

1 The Touch House where we began the
-! meeting originated in the 15th century and
- = the Business Centre
| (shown here) was added
2 in 1745, where we
= held the roundtable
discussions. Not
~ often, if ever dowe
| get to witness so
much history at one
of our roundtables.
Special thanksto all of ECS for hosting our roundtable and the cocktail hour later in the day back in
Edinburgh. We had participants from Scotland, Ireland, England, Denmark, The Netherlands, France,
Germany and the U.S.

The Scotland
roundtable held
in 15th century

The first session discussed partnerships, how members in Europe work together, their concerns and Estate_—wa_ls
challenges. The second session focused on IBM and the challenges the European 1SO’ s are facing with truly historic!
delivering the service to their end-users. It was a spirited discussion and Co-Opetition with many

competitors in the room that sometimes partner and sometimes compete was evident in the conversations.

Much information was shared with the group by individual companies that put the good of the whole ahead

of their own self interests. SIA, asthe | SO advocacy association, appreciates that kind of responseand €0 e —  —
operation for together great things can happen to solve the problems for all. Thank you to all our European members and those
that participated. “ The SIA is an important organization for service companies like ours delivering lifecycle support., said Jonty
Marnoch, CEO, Efficient Client Services. “It gives us the occasion to share trends that we are facing, and to secure partnerships
that extend our footprint with our customers. We will continue to support the SIA, hosting events and dedicating our time, to help
the association expand.” (Roundtable sponsor ships available for 2014)

The next Europe Roundtable will be summer of 2014 in Dublin, Ireland at the Original headquarters, our sponsor for the 2014
roundtable. 2014 EU President will be Ireland so we will plan on increased visibility and possible EU involvement of commerce

committees. Edinburgh Castle
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Everything you wanted to know about Revenue Leakage but were afraidto ask
Is your service organization leaking revenue? Do you know where and how to fix it? We invite you to read our blog How to
Stop Aeld Service Revenue Leakage where we've outlined 10 critical questions to determine if you have a leaky field service
revenue pipe and recommendations forwaysyou can fix it: http://www.csdpcorp.com/Revenueleakag e.aspx

About CustomerService Delivery Platform (CSDP)

CSDP is the only service relationship management solutions provider that

employs a process-driven approach to software delivery. We offer scalable, Customer
flexible solutionsthat can be implemented on-premise orin a cloud-based SI.IW
SaaSmaodel and easily integrate into existing systems infrastructures. ’

Our software includes solutions to manage:

Field Service

Reverse Logistics

Customer Service

Service Warranty, Contracts &
Entitlements Manag ement

+ 4 ¢ 9+

Reverse
CSDP's clients have realized increasesin service profitability exceeding Loglsﬂ(s
10% and improved customer satisfaction by up to 15 points.

For more details, visit our website www.csdpcorp.corm and
contact Ray Miller at {888) 741-2737 ext. 107 or ray.miller@ csdpcorp.com.

Choose Maintech as your IT Service Partner to
consolidate service delivery and improve
your bottom line.

Single Source. toch today fo learm
Contact ma ay earn now we can:
G IObal ReaCh . -Optimize IT Servica Delivery across multiple platiorms
Supporting Your IT Infrastructure. -Peiver enhanced sscalation managament and reporting
-improve client/vendor communication

-Reduce account administration costs

Maintech. Servicing IT since IT first needed servicing.

MAINTECH

www.maintech.com 1-800-426-TECH
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13875 Cerritos Corporate Drive, Suite A
ﬂ PEx Cerritos, CA 90703

Toll Free: (800) 969-APEX
Computer Systems, Inc. Phone: }562) 926-6820

Email: nfo@acsi2000.com

Website: www.acsi2000.com

b

A 1 4.

Specializing in:

Field Service Microsoft Dynamics NAV ERP Professional Service
o IT Lifecycle Support « Specialization in FSM ¢ Business Continuity
» Parts Logistics ¢ Supply Chain Management e Security & Privacy
e Equipment Disposition ¢ Manufacturing « Desktop Managed Services
« Maintenance Support Services * MIRP
o Overall asset management processes e Forecasting

surrounding the IT asset lifecycle « EDI

« SaaS/Hosting model available

Your Nationwide Field Service Management Provider
IS0 9001:2000 Certified

We offer a wide array of services, crossing
many industry lines including, but not limited to:

* Information Technology

Service Productivity * Energy and Automation

Evaluation & 1 i

Improvement * Telecommunications & Networks
* Office Automation

* Healthcare Technology

* Building & Plant Systems

* Logistics & Physical Distribution

Cr— Regrfrdless t')f your company’s size, geographic
Acquisition location, or industry focus,
We can tailor a program to meet your needs

For More Information Contact:
Michael Blumberg, Pres. & Chief Executive Officer

N
u 500 Office Center Dr. Ste 400 Ft Wash., PA 19034
'lg‘”mma Phone 215.643.9060 FAX 215.643.9066

Advisory Group E-mail Michaelb@blumberg-advisor.com

Ingreasing Prolits through Stategic Service




Providing enterprise data center maintenance
and support services since 1981.

Systems Maintenance Services

Enterprise Data Center Computer Maintenance Data Center Relocation
Global support « All staff are trained Technicians, not general
Flexible service level agreements (SLAs) purpose movers
Remote monitoring and analysis Engineers are platform neutral and support all
Phone-home and error notification support major OEM brands
Response options: 2-hr, 4-hr, 8-hr, and Next Business Day Strategy & consolidation planning
100% parts sparing locally stocked Asset swap or swing equipment
Fix-It-First™ policy eliminates administrative delays Migration timelines & budget planning
Hot Spares™ maintained at local SMS service center Application checklists & data synchronization
Complete stand-by systems available locally Communication plans & command centers
All Field Engineers are W2 employees

: IT Lifecycle Management
Supported Manufacturers (not all manufacturers listed) Asset retirement

*« |BM * Cisco * DELL Data erasure (certified) - DOD 3 pass/7 pass
« EMC * NetApp * Fujitsu Data destruction (secure)
Hewlett Packard ¢ Sun * Hitachi Asset redeployment
Asset purchase

Contact Us For More Information Asset recycling

Sales: 800-505-4365 | Service: 877-405-0330 | info@sysmaint.com

g IT Lifecycle Management
www.sysmaint.com

Physical tracking

Firmware & patch tracking

Support tracking

Support personnel & contact information

(CRYA Contract Holder Engineering specifications

Contract GS-35F-5082H New features continually being added

Latest New Global corporate sponsor member IFS World

With customers located in more than 65 countries, IFS employees face many exciting and
challenging opportunities. And being a global player means that people have the opportunity to
experience diverse cultures and to look at things differently.

As a global company we know the value of local knowledge and how reassured customers are by
having the full support of IF'S virtually on their doorstep. So we often blend skills and knowledge
from different regions to better provide our customers with a truly panoramic view of the world.

We have local sites in 22 different languages. Check out the one that suits you best to find out
why a global player like IFS feels equally at home in New Zealand and Norway, in Sweden and
South Africa. For more info go to www.ifsworld.com.




Service Industry Association

2164 Historic Decatur Road, Villa 19
San Diego, CA92106

Service Industry Association is a non-profit organization made up of

Phone: 619 221 9200
Fax: 619 221 8201
Email: cbetzner@aol.com
Chetzner@servicenetwork.org

high technology service companies promoting partnerships & cus-

tomer choices.

THE NETWORK FOR
HIGH TECHNOLOGY
SERVICE PROMOTING
CUSTOMER CHOICES

WWW.SERVICENETW

ORK.ORG

Sponsors

Essintial Enterprise Solutions
Tom York, President & CEO

POSDATA, A Control Solutions Co.
William McCubbins, President & COO

Blumberg Advisory Group
Michael Blumberg, President

SM S System Maintenance Services
Bill Pershin, E.P.V.
Don Doctor, CEO

Paladin Consulting Inc.
Sam Timothy, CFO
Enoch Timothy, CEO

IFSNorth America
Tom DeVroy, V.P

L exicon Technologies
Dave Wiedman, C.O.0.

Apex Computer Systems, Inc.
Dr. Phil Chen, President
DennisRice, Sr. V.P.

Sponsors & Board

Customer Service Delivery Platform
Jerry Edinger, Chairman
jerry.edinger@csdpcorp.com

Maintech
Frank D’Alessio, Pres.
fdalessio@maintech.com

Board of Directors:

Chairman: Rich Guglielmo C.O0.0.
AMCOR
Richg@amcorss.com

President: Randy Parks, V.PLMS
RandyParks@Ilmsser vice.com

Sec-Treas: Michael Lipson, Vice
President & Principal MedEquip
Biomedical;

mikel @medequi pbiomedical.com

Exec. Dir. ClaudiaJ. Betzner

Cbetzner @aol.com_or cbet-
Zner @ser vicenetwork.org

Executive Vice President

Tom York, CEO & President Essintial
Enterprise Solutions
tyork@essintial.com

Medical Service Group VP

Peter Brooks, Pres. & CEO, ISS Solutions

Phbrooks@I SSsol utions.com

Chairman Marketing Committee Michael Blumberg,
President Blumberg Advisory Group

Membersat large

Bill McCubbins, Pres.. POSDATA, A Control Solutions Co.
bill.mccubbins@csi-posdata.com

Craig Youngblood, President & CEO LMS Service
cyoungbl ood@I msservice.com;

Bernd Appleby, President & CEO Terix Computer Service
Bappleby @terix.com (EVP)

Joe Barna, President CDE Services
joebarna@cdeinc.com

Dave Wiedman, C. O. O. Lexicon Technologies
dwiedman@I exicontech.com

Bernd Appleby, President & CEO Terix Computer Service
Bappleby @terix.com (EVP)

Chairman Strategic Communications Committee
Jerry Edinger, President & CEO

Customer Service Delivery Platform
jerry.edinger@csdpcorp.com
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