
The 2008 SIA Summit was 
a big success according to 
the  profiles completed by 
the Leaders attending this 
year’s summit.  Overall, 
how do you rate this confer-
ence?  4.5 with 5 being 
excellent.  What partici-
pants hoped to accomplish? 
Networking, finding new 
partners, growth, new 
ideas.  Top three priorities 
of the SIA board of direc-
tors? More members, 
More Vendors, More 
Partners, continue round-
tables, Service Industry 
PR, Benchmarking & 
Metrics.  Attendees also 
said they wanted to con-
tinue to hold the  Summit in 
Las Vegas since it is easy to 
get to and from and you 
have the most options for 
entertainment and leisure.  
Florida and New Orleans 
were also listed and came in 
second and third. The key-
notes, the brainstorming 
sessions and the industry 
leader panel were some of 
the favorite sessions.  
Enoch Timothy received 
the highest marks for his 
presentation on workforce 
issues. Other feedback we 
received from participants 
was to start later, have more 
Q&A time for speakers and  
bring in a motivational 

speaker or Economist.    Ses-
sions suggested for the 2009 
program were Software Sup-
port issues and Technology 
Tools, which will  be added to 
the 2009 summit. We are also 
working with Al Hahn for an 
add-on training event for your 
sales personnel on Sunday.  
The board will begin the plan-
ning process at the June meet-
ing and has already adopted 
the suggestions of the partici-
pants.                                    
 
John Rinas of Northrop 
Grumman,  former President 
of SIA, chose to become a 
Board Member at Large as a 
result of his strenuous sched-
ule in his new assignment at 

NGC. He was awarded a  
Clock and a Waterman Pen. 
Rich Guglielmo was named 

as the interim President of 
SIA.  Rich is Chief Operat-
ing Officer of AMCOR and 
has over 35 years experi-
ence in the computer service 
industry holding many tech-
nical, sales and managerial 
positions since 1969 with 
IBM, StroageTek and 
Magnuson Computer.  Tom 
York, Vice President Tech-
nical Support Americas for 
IBM was appointed to the 
SIA Board.  Tom has re-
sponsibility for IBM’s hard-
ware and software technical 
support sales for the Ameri-
cas market across all indus-
tries and channels as well as 
other business management 
functions.  Tom  has the 
executive responsibility for 
the Cisco service alliance in 
the Americas. Bernd Ap-
pleby, President and CEO 
Terix Computer Com-
pany, Inc. was also ap-
pointed to the SIA Interim 
Board of Directors.  Bernd 
is founder and principal of 
Terix Computer Company, 
a nationwide provider of 
Data center support and 
maintenance services since 
1997.  Prior to his founding 
Terix, Bernd held positions 
with Pinnacle Data Systems 
where he sold Pinnacle’s 
largest ever multi-year de-
pot repair contract to Sun 
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The Mission of SIA is to 
serve as a forum where 
every member can en-
hance their business and 
to take collective action for 
the betterment of the in-
dustry whenever neces-
sary. 



Past 10 months: 
Ex pressPointTechnology 
Srvs. Inc. 
InStock, Inc. 
CDE Services, Inc. 
Washburn Computer Group 
Keystone Memory Gp LLC 
Wellington Technologies, Inc. 
Ingenico 
Cilicon Solutions 
Midrange Repair & Parts 
Prism Pointe Technologies 
Sonora Medical Systems 
Hyper MicroSystems 
Competitive Support Op-
tions 
Anacomp Multi-Vendor 
Srvs.  
 
March & April 
Apex Computer 
Phil Chen, President 
Cerritos, CA 
562-926-6820 
pchen@acsi2000.com 
 
Assurant Solutions 
(Canada) 
Jim Hamilton, Dir. 
Strategic Products & Serv 
Solutions 

Toronto, Canada 
416-733-3360 
Jim.hamilton@assurant.com 
 
Networking Technologies & 
Support Inc. 
Bernard Robinson, President 
Midlothian, VA 
804-379-1800 
brobin-
son@networkingtech.com 
 
Liberty Parts Team, Inc.,  
David K. Reinke, CEO 
Madison, WI 
608-268-7611 
 
IBM 
Tom York 
V.P. Technical Services  
Americas IT Srvs. 
Union, KY 
877-202-9653 
Tyork@us.ibm.com 
 
Alexander Strategies 
Dr. Jim Alexander, President 
St. James City, FL 
239-671-0740 
Alex@alexanderstrategies.co
m 

Have you hot linked to SIA  
on your website?  You can 
get our logo at  
http://
www.servicenetwork.org/
sia_logo_buttons.html 
 
A Special thanks to the Con-
sultants who help make our 
2008 Summit a success by 
donating their time (SIA 
endorses these companies 
and encourages your sup-
port of these companies) 
Al Hahn, Hahn Consulting 
Ahahn@hahnconsulting.co
m 
 
Dr. Jim Alexander 
Alexander Strategies 
Alex@alexanderstrategies.c
om 
 
Michael Blumberg 
Blumberg Advisors 
Michaelb@blumberg-
advisor.com 
 
Warren Winterbottom 
Gtm Advisors 
War-
ren.winterbottom@gtmadvi

focusing on new members. 
20 New Company Members in less than a year  
ExpressPointTechnology Srvs. Inc. 
InStock, Inc. CDE Services, Inc.; Washburn 
Computer Group; Keystone Memory Gp LLC; 
Wellington Technologies, Inc. Ingenico; Cilicon 
Solutions; Midrange Repair & Parts; Prism 
Pointe Technologies; Sonora Medical Systems; 
Hyper Microsystems; Competitive Support Op-
tions;  Anacomp Multi-Vendor Srvs.; Apex 
Computer; Assurant Solutions (Canada) 
Networking Technologies & Support Inc.; Lib-
erty Parts Team, Inc., IBM, Alexander Strategies. 
Special recognition and thank you awards have 
been presented to Ray Zambuto and Jon Scott, 
who both retired from the Board of Directors. 

John Rinas, Outgoing President of SIA 
delivered the SIA State of the Association 
address to the membership at the SIA 
Summit in Las Vegas on April 1, 2008.   
 
The quarterly Roundtables are very suc-
cessful - filled to capacity every meeting.   
We have a New Canada Group headed by 
Kevin Brady; We grew revenue by 13% 
over previous year and had a net income 
of +437%. We had 15% more attendees 
registered for the summit than last year;  
We have more  new members in the past 
year  since first year back in the 80's, a lot 
of this is due to our work on the web site, 
changing the search engines, having a 
Membership Chairman and the Board, 
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SIA welcomes   
20 new member 
companies since 

last May 30 

President’s State of the Association 
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SIA Board meeting actions & Roundtable schedules 
Roundtables for 2008 and topics 

Roundtable Topics for June 12 in Boston: 
Service Management Software next 3 - 5 years, where is it going.  
Bottom Line - re-inventing your company  
U.S. - Canada Bridge to create growth between the two countries. 
Develop plan for benchmark survey with already established criteria  

 
Roundtable Topics for September 11 in Minneapolis: 

Logistics, Parts, Depot Repair oriented 
 
Roundtable Topics for December 4 in San Diego: 

Topics will come from Members input—your input is vital to this session.  Please contact the head-
quarters for topic suggestions that are important to you 
 

If you are interested in obtaining an invitation to one of these events contact the SIA headquarters. 

Other Board Actions: 

Appointments of Rich Guglielmo as the Interim Board President; Tom York, IBM to the SIA Board of 
Directors; Appointment of Bernd Appleby, Terix to the SIA Board. 

Review of all Summit Evaluation forms and appropriate actions from their comments; a complete wrap 
up of the entire event is always a primary part of the follow up Board meeting 

A Review of proposals to SIA for joint meetings with other associations and add-on training events.  
The planning and final decision for these proposals will be made at the June Board meeting. 

The Board schedule and Roundtable schedule with topics were also developed during the meeting.  The Board schedule for 
the year is: June 11, 12 in Boston;  September 10, 11 in Minneapolis; and December 3 & 4 in San Diego 

Winners of Prizes from Summit announced 
Michael Lipson won the raffle of the latest version Garmon GPS—tickets were sold for this event and the drawing was con-
ducted by a non-board member. 

 Ed Garcia, New England Systems brought in the most new members as a non-board member and was awarded a free atten-
dance for a second person to attend the 2009 Summit. 

Michael Lipson won the final door prize of a free summit attendance for 2009—yes he won two things and the drawing was 
conducted by a non-board member.   

Golf Tournament:  First prize foursome was Allen Wentland, Washburn Computer Group; John Hamilton, Service Strategies; 
Barry Cummins, Northrop Grumman; Nathan Stilwell, Paladin.  Kas Schafer of Liberty Parts won longest drive and Jack 
Akers of Networking Technologies & Support won closest to pin. 

 
Special Thanks to our summit sponsors:  AMCOR, 
SERVICE STRATEGIES, LIBERTY PARTS TEAM,  
HYPER MICROSYSTEMS 

P a g e  3  

Next  Board 
meeting and 
Roundtable 
June 12 in 
Historic Boston 



The theme this year was Growing the Business & Challenges in a Demanding Market. 8:.  
The Keynote address “Growing the Business in a demanding Market” was delivered by Warren M. 
Winterbottom, Principal, gtmAdvisors, LLC. He began with a quote from Coach John Wooden" 
Success is a peace of mind which is a direct result of self-satisfaction in knowing you made the 
effort to become the best of which you are capable.”  Mr. Winterbottom’s dynamic and informative 
presentation is available on the web site along with suggested reading for top level executives.9:40 
a.m.  
 
The State of the Industry was presented by Martin Wolf, President & Founder Martin Wolf Securities.  He 
discussed M & A activity in the IT sector,  growth, consolidations, an analysis of what they mean to the Ser-
vice Industry.  Marty’s PowerPoint is on the SIA website. SIA is partnering with Marty on his M&A web-
based forum.  If you are interested in buying a company or selling your company contact headquarters. 

:30 a.m. 11:00 a.m.  
The SIA Roundtable – SIA Board members discussed Perspectives on Market Changes & dynamics of the 
marketplace. The roundtable was made up of SIA Board members and presented a bird’s eye view and review 
of the three SIA Executive Roundtables held in 2007.  John Rinas facilitated the discussion and provided the 
audience a choice of the subjects discussed with Service management, Growth, Business Development, and 
Costs containment topics selected by the group.  
 
The afternoon Keynote was Presented by Tom Esposito, CEO The Insight Group 
  —Launching New High Growth Consulting & Services Offerings to Rapidly Grow your Services Business—
He also presented Best in Class practical approaches and proven methods adopted by leading firms.  His pres-
entation is also included on the SIA web site. 
 
Over the past few years SIA has engineered a new way of getting Participants to Network and solve issues 
important to the group.  With a combination of structured presentations, roundtable or panel discussions and 
brainstorming sessions, it keeps the audience involved.  We continued and expanded the approach this year to 
two Brainstorming sessions.  The first afternoon was led by Al Hahn, President Hahn Consulting and dealt 
with Growth issues.  Mr. Hahn broke the groups down by Organic Growth (existing customers), Inorganic 
Growth (new customers).  The group then had to decide if they wanted top-line growth (sales revenues) or 
bottom line (net profit).  Further decisions were made on End users or Channel partners as well as OEM part-
nerships.  From that process the group’s were divided based on what they wanted to work on and they then 
was to provide three new ideas and present back to the entire group. Here are the results of the process: 

•IT Organic Growth:  
First Group led by Bill Green (1) Find other Divisions, locations, departments and expand offer-
ings; attempt partnerships) Find customers pain by going onsite, find a solution, could be software 
solution (3) Analysis of customer base.  Review current offering and determine additional services.  

 
Second Group led by Michael Blumberg: (1) Know thy customer; train channel partners, joint 
selling, compensation models, marketing – stay in front, use thought leadership and be flexible – 
people and progress (2) Add services; software, new hardware platforms, new sales models (3) Sys-
temic Integration; Interface; Profit Value enhancing service 

 
Medical Organic Growth   

       The Medical group was led by Wayne Moore. (1) More personalized approach to customer vs. the 
OEM Oligopoly behavior (2) Increase value NOT simply reducing cost to customer (3) Creating 
New products to solve technological& process holes within the hospital. 

•Medical Inorganic Growth   
(1) Make acquisition that fills current offering gap (2) Make a Strategic Alliance “virtual” acquisition 
(3) Expand International or new vertical or horizontal market space. 
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The 2008 Summit 

has concluded but 

the presentations 

are available to 

members on the SIA 

web site 



S 
Summit Review Continued 
Tuesday’s Keynote by Sanford Kahn included a review of The U.S. Economic Machine: How to 
Thrive Amidst Turbulence.  The future belongs to those individuals who can quickly discern, adapt to, and 
exploit the unpredictable movements in the turbulent flow of life. The future does not belong to the big or the 
small, but to the swift.  He also discussed how the current policy of the US hurts the value of the dollar and the 
way out of a recession is to rebuild liquidity by saving money.  He then discussed how the last recession in 2001 
came after the second “Founders Economy of the century” created by extreme growth with the PC & the Inter-
net boom combination.  Back in the 20’s the first “Founders Economy of the century” came from the invention 
of the Automobile and Electricity, followed by a depression.  He went on to discuss how we are now in a price 
base driven economy not costs driven.  His 5 way to create wealth: Fishing industry, agriculture industry, min-
ing industry, manufacturing industry and the construction industry.  He also predicted another “Founders Econ-
omy” in the 2020’s as a result of Nano technology, Biotechnology and we are now entering into the knowledge 
based—technology based period of time. He suggested you focus your core business to create free cash flow 
which will allow you to be swift. 
 
Michael Blumberg delivered a PowerPoint presentation on New Service Realities and their impact on the Ser-
vice Economics, Benchmarks and Best Practices.  He examined how the High Technology Services Industry has 
evolved.  His complete presentation is available on the SIA web site. 
  
The Panel discussion on Growing your business through Profitable Parts Planning was led by Craig 
Youngblood, President & CEO of LMS Service.  Participants on the panel included:  David K. Reinke, Founder 
and CEO of Liberty Parts Team and Felix Shalit, Owner of Hyper Microsystems. Craig developed a series of 
questions posed to each of the participants with questions from the audience also addressed by the panel. 
                    
Staffing and Workforce issues were presented by Enoch Timothy, CEO Paladin, who reviewed the staff needs, 
training,  the culture differences with charts, developing mentors for staff development and what to do about 
The aging population of technical expertise in Medical and IT. His complete PowerPoint is also available. 
2:00 p.m.  
The second day Brainstorming Session  was facilitated by Dr. Jim Alexander, President, Alexander Strategists 
Group. The instructions for this group was to select group: (a) Costs savings (b) Infrastructure or (c) Re-
structuring.  The group was to then select a leader; complete the force field analysis provided; develop 5 action 
steps;  come up with 3 metrics.  Action Plan: Analysis of current fixed costs, Define Strategic Functions 
Complete business plan, Implement help factors, Minimize hindrance factors, Continuous Review and improve-
ment. Here are the results (complete presentations on the website, only final metrics presented here): 
Group One: Cost Base – Price Based – Bill Green  &  Dana Collins, Group Leaders 
1. Customer Retention 
2. Margin, Bottom Line 
3. References 
Group Two:  Infrastructure—New Technology Adoption—Dr. Malcolm Ridgway, Group Leader 
1. Financial Performance 
2. Customer Satisfaction 
3. Market Share 
Group Three: Costs Savings—Marc Schiavone, The Buying Group, Group Leader 
Costs Containment Five Action Steps: Vendor analysis; Buy-In Employees; Outsource when possible/cost con-
tainment; P/L Communications; Monitor – Re-Communicate 
Three Metrics 
1. P/L Monthly Review 
2. Employee Turnover 
3. Customer Satisfaction Scores 
 
Final Panel of Industry Leaders  
This Discussion on what the leaders are doing to Grow the Business was facilitated by  Randy Parks.  It in-
cluded a discussion of their actual experience.  The participants included: Tom York, V P Technical Services 
Americas IT IBM; Joe Barna, President & CEO CDE;  Peter Brooks, President & CEO ISS Solutions; John 
Hamilton, President Service Strategies. Some of the ways they grew their business included: New training pro-
grams, New Retail products, helping service providers meet their goals, moving one business operation to 
China, hiring a turnaround specialist which resulted in outsourcing part of the functions including accounting 
cutting 40% of the work force, moving sales commission to “after customer pays” instead of paying upfront, 
getting rid of unprofitable customers—firing customers, one leader focused on selling existing services to cli-
ents in Medical he learned from his IT side and changed sales commission to all New business but did provide a 
9-month guarantee and raised sales compensation base.                                                                                                      
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We offer a wide array of services, crossing 
many industry lines including, but not limited to:

• Information Technology
• Energy and Automation
• Telecommunications & Networks
• Office Automation
• Healthcare Technology
• Building & Plant Systems
• Logistics & Physical Distribution

Regardless of  the client’s size, geographic 
location, or industry focus, 
We can tailor a program to meet their needs

Regardless of  the client’s size, geographic 
location, or industry focus, 
We can tailor a program to meet their needs

1300 Virginia Drive, Ft. Washington, PA 19034  
Phone  215.643.9060  FAX 215.643.9066
E-mail MichelB@blumberg-advisor.com

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

Blumberg Advisory Group
Increasing profits through strategic service
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Roundtable Review 
Notes November 29, 2008 San Jose CA 

Session One 1:00 – 2:30 P.M.  Work Force – Staffing Issues 
 
Discussions included: What are the staff needs; training, etc. –What are the culture differences, 
Different countries – develop mentors for staff development; what do you do about 
The aging population of technical expertise in Medical and IT – how will you replace 
Your existing staff when they retire?   Questions by sector included: Technical, Geo/Political, and Geo/Cultural. 

Zip code matters in low skill, high need environments
Middleware – Project mgmt. Is a big demand
Tight-market high skills matter more

Geo Political Immigration is major issue - what is underlying cause of need for labor from other countries? Cheaper la-
bor; sometimes too bottom-line oriented; device to drive votes for Congress and elected officials.  
Geo Cultural -  

In China and India education issues with high qualified; 
US more productive due to high technology opportunities those that live in US can afford – in US citizens work 
everywhere with their laptops, cell phones.  Laptops more productive than computers at work since employees 
can take them home and work  
What WE citizens need is a dashboard to help us focus.  This is a result of automation – Cell phones, PC’s, 
GPS, etc. everyone carries with them all the time.
Workforce motivation – entitlement an issue with younger generation
Some successes – show employees results of company, profit sharing, involve them in decisions
One action is to filter during interview process – some will be more motivated than others – general US work-
force is maturing later in life – responsibility later
Mentoring important to bring others up
Job sharing a good motivator
Some in US do not have strong work ethic, however in Medical less than 5% turnover rate due to technology in 
Healthcare
Social network different as result of multi media communications – PC, text messages, etc.
Work ethic – some feel entitled, lack responsibility, pay higher rates, bigger responsibility pays bigger salaries 
– must put your vision in front of people
Only 25% in room had live receptionist – younger generation would rather get info from system than live per-
son at their convenient time and location
Products are cheaper more reliable
Products cheaper more reliable have become commodities – revenue less, costs of living higher
Now have a worldwide labor market with equilibrium pressure 
Quality of life more important today than money – workers must be inspired
Best Characteristics of mentors – use your best people with right frame – we can-do attitude

 

Proactive Changes 

Need social team sports to develop teamwork spirit 
More training, more education, flextime, job sharing, work from home 
Vistage great organization for CEO’s 
Book recommended:  Your not the person I hired 
People are vital to success 
Technology is advancing faster than training for people 
More people working at home 
Congestion in America a huge problem going forward – one solution work from home 
Use creative solutions 
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Service Industry Association is a non-profit organization made up of 

high technology service companies promoting customer choices. 

2164 Historic Decatur Road, Villa 19 
San Diego, CA 92106 

S e rvi c e  I nd u stry  A ssoc i a ti on  

Oracle Corporation 
Denise Harms-Campbell, Director 
Board of Directors: 
Chairman:  John Walker, Director 
Gov. Sales, Diebold—I.S.S.  
John.Walker@Diebold-ISS.com 
 
President:: Rich Guglielmo C.O.O. 
AMCOR 
Richg@amcorss.com 
 
Sec-Treas: Chuck McNew, Pres. & 
CEO Halifax Corporation 
cmcnew@hxcorp.com 
 
Exec. Dir.  Claudia J. Betzner 
Cbetzner@aol.com  or 
cbetzner@servicenetwork.org 
 
IT Service Group 
E. V.P. Bill McCubbins, V.P. POS-
DATA, A Control Solutions Co. 
mccubbinsb@csi-posdata.com 
Medical Service Group EVP open 

Sponsors 
Masterplan 
Malcolm Ridgway, Sr.V.P.  
Maintech 
Frank D’Alessio, Pres. 
Northrop Grumman IT CSLG 
John Rinas,  Dir.  
Mat Mannix, Dir. 
Diebold—I.S.S. 
John Walker Dir Gov. Sales 
Randy Parks, Retail & IT  
POSDATA 
William McCubbins, Vice President 
Blumberg Advisory Group 
Michael Blumberg, President  
CSI Computer Specialists, Inc. 
Bill Pershin, President 
Service Strategies 
John Hamilton, President 
Paladin Consulting Inc. 
Sam Timothy, CFO 
Runzheimer Int’l 
Greg Harper, President 

Chairman Membership Open  
Members at large— Randy Parks,  Diebold  Retail & IT  
Randall.Parks@Diebold.com 
  
Dr. Malcolm Ridgway, Sr. V.P.& CTO Masterplan 
malcolm@masterplan-inc.com;  
 
Craig Youngblood, President & CEO LMS Service           
cyoungblood@lmsservice.com; 
 
Peter Brooks, Pres. & CEO ISS Solutions 
Phbrooks@ISSsolutions.com;  
 
Michael Lipson, Vice President & Principal  MedEquip Bio-
medical; mikel@medequipbiomedical.com  
 
John Rinas, Dir. Service Del. Vita Program 
john.rinas@ngc.com 
Northrop Grumman  Corporation 
 
Tom York, V. P. Technical Support Americas IT  
IBM tyork@us.ibm.com 
 
Bernd Appleby, President & CEO Terix Computer Srv. 
Bappleby@terix.com 

                                     Sponsors & Board 

Phone: 619 221 9200 
Fax: 619 221 8201 

Email: cbetzner@aol.com 
Cbetzner@servicenetwork.org 

T h e  N e t w o r k  f o r  

H i g h  T e c h n o l o g y  

S e r v i c e  

P r o m o t i n g  

C u s t o m e r  C h o i c e s  
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