
At the June Board meeting 
held in Boston Rich Gug-
lielmo, SIA President,  an-
nounced that Claudia Betzner 
has been appointed Chairman 
of the Membership Commit-
tee. Claudia will be leading the 
single most important commit-
tee in the SIA. Last year we 
exceeded our goal by increas-
ing our membership from 93 to 
110 companies. Our goal this 
year is to have 125 member 
companies by the 2009 Sum-
mit. 
The President is challenging 
each of you to help Claudia 
meet her objectives. Please 
provide the committee with a 
prospective company name 
and contact during the year. 
Let us ALL help her meet and 
exceed the goal. As we grow 
more member companies we 
have more Partnerships and 
Networking Opportunities for 
each of us.  The committee 
includes: Michael Lipson, Jose 
Bernal, John Hlinka, Michael 
Blumberg, Kevin Brady, Craig 
Youngblood and Bill McCub-
bins. 
 
The Summit Committee in-
cludes Tom York for IT, Peter 
Brooks for Medical and Clau-
dia Betzner. We will hold the 
2009 back in Las Vegas In 
March of 2009.  Exact dates 
and location will be named 
soon. The focus for 2009: 
“Reinventing your company 
for Smart Survival; learn 
from the past, manage for 

the present and plan for the 
future.”  We will  look at how the 
new administration will affect the 
service industry; workforce mo-
bility management; The effect of 
an ever increasing global econ-
omy; and how the fuel costs & 
supply will change how we run 
our companies.  We will  look at 
Succession Planning— develop-
ing future leaders as  your re-
placement.  As our industry Lead-
ers age we will  discuss exit 
strategies, financial retirement 
strategies and green strategies. We 
are seeing many of our members 

involved in recycling parts, com-
ponents, etc.  
 
 
We will be offering greater dis-
counts for additional participants 
from the same company with most 
other rates remaining the same. 
We are asking for input from our 
members on what is important to 
you for 2009.  We have  noticed a 
change in the industry form Cus-
tomer Centric of Customers get-
ting anything they ask for to look-
ing at them as a profit center.  A 
shift from Top Line Revenue 
focus to Bottom Line Profit focus.  

These are all topics that will be 
discussed during the 2009 
Summit.  
 
We have  formed a Bench-
marking Committee headed 
up by Marc Melkerson of 
Renova for the purpose of de-
fining Benchmarks for our 
industry.  The Survey will be 
conducted prior to the 2009 
Summit with Michael Blum-
berg of Blumberg Advisors 
completing the analysis and 
comparing our members to a 
large database of the industry.  
Both will present the results to 
the 2009 Summit attendees.  
We are breaking the survey 
down into two groups:  Field 
Service and Depot Repair.  The 
Field Service committee in-
cludes: Craig Youngblood, 
David Yarborough, Tom York, 
Peter Brooks.  The Depot Re-
pair Survey Committee in-
cludes:  Rich Guglielmo, Mi-
chael Lipson, Bill McCubbins 
and Marc Melkerson.  Some of 
the FS criteria will include 
Revenue per call; costs per call 
(direct labor, G&A, internal 
tech support); call close ratio. 
Please advise a committee 
member what info you would 
like to compare to the industry.  
General Metrics will be seg-
mented with  incentives for 
completion, personalization,  
third-party collection, it can be 
anonymous, and this time the 
questions are developed by the 
SIA committees so the infor-
mation will be more friendly. 
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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. 



 
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.  
Apex Computer 
 
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 
 
How would you like to re-
ceive a free 2009 Summit 
atttendance?  Just bring in 
the most new members and 
you will receive a free atten-
dance.  The New Member-
ship recruitment program 
will also put dollars in your 
pocket.  Call the Executive 

Impact on service industry ______ 
(d) software issues________  
(e) aging workforce_______  
(f) Mobility management____  
(g) Green strategies______  
(h) Developing your replacement Leader  
       __________ 
6. What would you like to see in future  
    summits?________ 
7. Who would you like to meet in SIA?  
      “ facilitated networking improvement” 

In July you will be ask to take a short 
survey that will define goals and objec-
tives of the Board and help up with our 
Summit planning for 2009.  We are defin-
ing the questions but here is a sample: 

1. What value do you receive from 
your participation in SIA?  

2. What value would you like to 
see in the future in SIA?  

3. What is the most important value 
going forward?  

4. What makes you come to the 
summit?  

5. Topics for Summit  
       (a) Financial Exit Strategies___  
       (b) Planning for Retirement____ 
       (c) New government & admin. 
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June Executive Roundtable Review                   
 
 
Session One Service Management Software was led by Peter Brooks, President & CEO ISS Solutions 
Software Platform: 
·        3rd party product 
·        Developed in-house 
Where is it going? What workforce tools are available?  Some buy off shelf then customize (most responded to this option).  Others total home-
grown.  Important to remember to stay costs competitive with virtual workforce.  Workforce – seeing more standardization global. Microsoft 
Solomon used by some, Oracle by some.  SAS used by Depot Repair companies.  Should design system for complex changes – hire a program-
mer for that job by demand.  ServicePlus application and or Goldmine mentioned. Use Open Source Platform. Was backend 
now direct onsite.  Salesforce Lightening for Open Source; salesforce.com; Great Plains was starting point for some but 
quickly evolved to 90% homegrown. One example:  Proprietary evolved into developing from scratch and will package it 
to sell to ISOs. Look at long-term investment for future savings when developing your software platform.  Need is the 
father of invention.  Use web-access, CRM package.  Make technology centerpiece of strategy.  Laptop – Lenox server; 
open source web-based.  One participant discussed a horror story of hiring a programmer and after development over 3 
years pulled plug.  Advice was set specs with completion dates and goals for completion look at completion history re-
sume of potential programmer. 
 Purpose: 
·        Field Service 
·        Depot Repair 
·        Reverse Logistics 
·        Internal Support 
·        Call Center 
·        Dispatch 
·        Clinical Engineering Specific 
Integration: 
·        Financial Systems 
·        CRM 
·        ERP 
·        Mobile Devices 
·        Email                                                              
·        Pager 
·        WEB Forms and Reports                          
Database: 
·        Proprietary 
·        Oracle 
·        Sequel 
·        Other 
 Customization: 
·        Proprietary (3rd party controlled) 
·        Standard development interface (VB, etc.) 
·        Product-specific development toolkit 
 Costs  
Example (Depot Repair): 
Requests: 
Product Information:  Model, serial number, software loads, revision level 
Location Info: store number, type of store, in-store or in-transit, by what carrier, carrier tracking number 
Repair Information: date repaired, what was repaired, fees associated with any repair, no fault founds 
Date Information:  actual date received, actual date repaired, actual date in pool, actual date shipped, actual date ship and by what carrier, carrier 
tracking number 
Inventory Information: for each product how many on hand, how many in transit, how many in repair 
Daily totals 
order or RA Request:  on-line order entry, on-line RA request, if RA on-line generate shipping label by specific carrier    
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Session Two Re-Inventing your Company; Chairman Bernd Appleby, Presi-
dent & CEO Terix; Facilitator Craig Youngblood, President & CEO LMS 

 
Companies evolve and change over time.  Sometimes, the evolution follows a well thought out and 

superbly executed plan.  Other times, the change is chaotic and driven by short-term opportunities.  In any 
case, your organization today probably looks and feels different now than in the past. 
 What are some of the drivers of change? 
 What elements of your organization have changed? Fuels supply & demand globally; more change 
is bottom up customer driven.  Evolution based on customer demand or competition driven.  Technology 
change now measured in weeks or months not years. 
 Is all change good?  Is all change necessary? Smaller companies can react to change quicker; two 
examples of type people – those that like change and those that resist change. Soldier change – bottom 20% of 
low performers – get rid of over six months.  Do major overhaul and change every 2 – 4 years.                 Are 
you Pro-active or Re-active?  An example of reactive was a medical device OEM went to new module; exam-
ple pro-active was software developed for future growth 
 
Book recommended:  The Innovators Dilemma 
 
Elements that change: 
Culture – evolving from tribal knowledge to scalable processes; Culture change due to aging workforce today.  
Younger generation has motivation of mobility and flexibility from workforce in past of entitlement culture.  
Today’s work culture going away from older workers to newer generation since they are cheaper and do not 
expect lifetime employment nor do they want it.  Make work fun.  Out of the box teambuilding exercises.  
More empowerment to employees today.  Use Green initiatives. 

 
a. Initially all information is in the heads of a few capable people.  Formal business rules are 

non-existent and are made up as you go along.  The company relies heavily on the judg-
ment of a handful of key personnel.  When key people leave, they take knowledge with 
them exposing significant knowledge gaps. 

b. Business rules and knowledge are formalized and institutionalized.  New people are 
trained on structured processes that remove operational judgments.  When key people 
leave, the knowledge stays. 

2. Products or services – as the times change, demand changes 
a. Services have a life cycle, from birth to maturity to obsolescence.  Customers have new 

demands for services that were non—existent a couple years ago (no one wants monitors 
repaired anymore, but they do want them disposed of properly). 

3. Infrastructure – from spreadsheets to databases, telephones to VOIP 
a. Quotes, personnel data, finances and all other data are managed using the simplest tools 

possible, Excel spreadsheets, Quickbooks, etc).  Heavy dependence of people inputting 
data from paper into computer files. Culture changes are re-inventing infrastructure. 

b. Databases and automation replace spreadsheets.  Spreadsheets and other similar limited 
tools take a back seat to automated tools for quoting, billing, etc. 

4. Management – new skills are required as the business becomes more complex 
a. The founders effectively run their company as a small department with many disciplines – 

sales, operations, shipping, finance, etc.  Complex business issues are not understood well 
or are ignored (low risk). 

b. Management must delegate many of their responsibilities and learn new aspects of the 
business including tax implications, nexus, licensing and other compliance responsibili-
ties. 

5. Engineering services – from maintaining equipment to creative design (patents) 
a. Engineering services maintain phone systems, desktops and a few simple servers initially.  

Perhaps a part time job for one person. 
b. Engineering now adds value to the market place by creating applications and programs 

used by the company and customers as a differentiator in the market.  This brings in addi-
tional revenue and raises the profile of the company.  Patents are applied for where crea-
tive work is unique. 
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June Executive Roundtable Review 
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Would you like an 

invitation to the 

Minneapolis 

Roundtable 

September 11? How 

about San Diego 

December 4? 



6. Control (by the principals) – from complete decision making to delegated 
a. The founders exercise complete decision-making and financial control.  They interview  
 and approve every new applicant.  The directly oversee accounts receivable and 

deposits. 
b. The business is too complex and varied for the founders to spend time on what is 

now considered “routine”.  Trusted managers assume the tasks the founders once 
held dearly. 

7. Markets – from subcontractor to prime contractor.  Small business to Fortune 500. 
a. Start-up companies often are removed several times from the end-user through 

intermediary companies.  They are subcontractors to subcontractors in some cases.  
They take a secondary position because they have yet to build their reputation.  It’s 
difficult to do business directly with the end-user, and if an end-user is willing to 
do business directly with the start-up, it is usually another small end-user company 
with a limited budget. 

b. With success and integrity in the market, start-ups evolve from a secondary posi-
tion to dealing with large sophisticated end-users and/or a preferred service pro-
vider to a global services company.   

While the company re-invents itself and your personal control and visibility of the thousands of busi-
ness details, customers meetings, accounts payable and receivable, sales opportunities, etc is greatly 
diminished, is your organization representing itself to the business community the same way you 
would?   
 
Go to meetings – go to web-based; example “scipe” 
 
Biggest Change Impact Past or Future: 

Too many eggs in one basket – diversity important – customers & services 
Retail – look at logistics & supply chain in whole new way 
Labor model has changed dramatically, more variable labor 
Get rid of unprofitable customers – fire unprofitable customers 
One company changed the incentive from gross revenue to net profit – implemented profit 
sharing 
Look at G&A as the enemy 
Use Service management tools 
Variable workforce – skills needed to do job; don’t pay for skills don’t need in job 
Workforce motivation has changed for younger workers 
Biggrst going forwaqrd is to go from o fales force to a sales force 
Embrace a low-costs reapir model – moved operation to Mexico 
Printers – went to measured clicks 
Costs of infrastructure changed dramatically as a result of technology available 

 
 Elements that shouldn’t change: 

1. Your organization’s business ethics 
2. Your organization’s integrity 

 
September 11 Roundtable in Minneapolis topics: 
1. Parts—how to get them, price considerations, supply, Parts Pooling,  get them off the books 
2. Depot Repair  
3. Logistics 
December 4 Roundtable in San Diego topics: 

Succession Planning – motivation to bring in next level Sr. Management that would replace 
you; Developing Future Leaders for your position 
Exit Strategies - Financial Planning 
Mobility – How to manage remotely – gas prices effect on decisions today 
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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 

 

  e N e t w o r k  N e w s  
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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 
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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 
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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 
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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  

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 Peter Brooks, Pres. & CEO, ISS 

Sponsors 
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 
Enoch Timothy, CEO 
Runzheimer Int’l 
Greg Harper, President 
Oracle Corporation 

Solutions  
Phbrooks@ISSsolutions.com;  
 
Chairman Membership Claudia J. Betzner  
Members at large— Randy Parks,  Diebold  Retail & IT  
Randall.Parks@Diebold.com 
  
Craig Youngblood, President & CEO LMS Service           
cyoungblood@lmsservice.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 
 
Dr. Malcolm Ridgway, Sr. V.P.& CTO Masterplan 
malcolm@masterplan-inc.com—consultant to board  

                                     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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