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Roundtable Roast in Dallas

This publication will be sent to members electronically and on the website By: Claudia J.. Betzner
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SIA

Special points of interest:

¢ Recap Roundtable
from Dallas June

¢ New Members

e Preview 2012 Sum-
mit; dates March
11,12,13

. Board Meeting—

. Roundtable Toronto
9/22

. Roundtable Europe
10/25

. Roundtable San
Francisco 12/8

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
industry whenever nec-

essary.

Those that attended the Dallas roundtable the end of June
were treated to a fantastic facility at Paladin. It might have
been aroasting heat wave outside but inside it was a cool 72
degrees. You can see most of the points of discussion later
in this newsletter along with the schedule for the next three
this year to be held in Canada, Europe and the West Coast.
If you have not attended one of the roundtables you might
want to make the time. They are dynamic interactions with
other top industry leaders and the face-to-face discussions
are priceless.

During the next three roundtables we will be hearing from
selected top CEO’sin major service companies who will

share their vision of Service 2015. A compilation of this
datawill be presented at the 2012 SIA Summit with atheme
of Service 2015. Over the next few years we will continue to
report on the Megatrends with whites papers and presenta-
tions through SIA.

The next 3—5 yearswe will continue to see a digital tsunami
with Cloud Computing being the next innovative wave creat-
ing an invasive megatrend in I'T service. Our workforceis
becoming more multicultural, more female and more His-
panic with more jobs going offshore to be globally competi-
tive. The Medical service industry will be driven by
nanotech, neurotech, ge-
nomics, leading to longer
and healthier lives. Global-
ization will continue to radi-
cally alter how we do busi-
ness. These were discus-
sions at the SIA Board
meeting held in Dallas that
led to our decision of creat-
ing afocus over the next
few yearsin SIA of Service
2015. Special thanksto
Tom Y ork for fueling the discussion and Dave Wiedman for
agreeing to Chair the committee on 2015. We have also ask
Stephanie Williams of Atlanta’s Ignite Marketing to be a part
of the committee and provide her Consulting expertise.
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Another decision of the
Board was to go back to
Mirage for the 2012 summit
which will be held March
11, 12 and 13, 2012. We
have decided to hold the
rates to attend the Summit
the same as 2011 and Mi-
rage rates will be $159 per
night. A preliminary pro-
gram isincluded in this
newsletter and registration
will be on the SIA website
beginning August 1 with a
$200 discount per person
for early registration.

With emerging technologies
traveling at warp speed this
will be the most important
Summit we have ever had
since we will have a 3 year
program kicking off on Ser-
vice 2015.




New Membersthisyear

Brainsll, Inc.
905-283-3417

Bell ATM
303740 8370

CESS-DANMARK A/S
Denmark
459-950-5000

Delta Computer Group
631-845-0400

Eastman Kodak Company
585-722-4118

Instock
1.877.STOCKED

Mosaic Technology
603-898-5966

SIA welcomes

16 new members

this year, 7

Olympic Support
Birmingham, United Kingdom
441-212-515151

Virtual Technology
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New thisquarter

RC Electronics International
800-682-2052

Magnext LTD
614-433-0011

tekservePOS
847-805-9050

Nordic Computer A/S
Noerresundby, Denmark
45-96338633

Outsource International Ltd
Newbury, Berkshire, United Kingdom
+447739826671

Abtech Support

Dana Collins

Carlsbad, CA
dcollins@abtechsys.com

XS International
Mr. T Bone
Atlanta, GA
tbone@xsnet.com

since the summit  sas-5o4-0952

According to the Wall Street Journal “Top U.S. companies cut their work forcesin the

U.S. by 2.9 million during the 2000s while increasing employment overseas by 2.4 mil-
lion, new data from the U.S. Commerce Department show. That's a big switch from the 1990s, when
they added jobs everywhere: 4.4 millionin the U.S. and 2.7 million abroad.” Topping the list of those
moving offshore were Oracle who cut U.S. workers by 39,000 and increased workers abroad by
66,000 and Cisco who cut U. S. workers by 38,350 adding abroad 32,350.

Corporate Globalization
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SI A Roundtablesthrough 2011

The next
roundtable is
September 22 in
. . . . . . Toronto, Canada.
The networking dinner isan important part of theroundtables. Itiswhereserious e oniy have a
business meets Networ king Fun. few spaces left
so for invite call
today.

September 22, 2011 — Toronto, Canada hosted by Brains |
Topics:
(1) International Global Services Marketing; U.S. Canada Bridge - Led by Brains||
(2) Renewa Business Tom Y ork with Service Source participating
(3) Service 2015: Two CEQ’sinvited to discuss what they seein 2015: CharlesHanna,
President Brains||; Don Barry Canada |BM

Europe Roundtable
We are planning one in Europe later this year titled “Hands across the Water” where we would hold a roundtable between U.S.
Companies and European Companies, how they work better together, partner more together and support each other’ sinterests
such as anticompetitive movementsby OEM’s. The date is October 25 on a Tuesday. ASCDI isholding an event later that
same week in Germany so those companiesthat attend one can attend both if they choose.
1. Handsacross the water: How U.S. Companies and European companies can increase partnering
opportunities and work more closely on key issues— Exec. Dir. to lead this discussion along with
Rich Guglielmo
Open — European companies working on this— Olympic of the U.K. taking lead on this discussion
which will focus on the needs of EU service companies.
Service 2015 —two CEO’swill be ask to provide 15 minutes of what they see (get collaboration
from CEQ'’S)

December 8, 2011 San Francisco ( tentative)
(1) Fleet/People Mohility led by Runzheimer
(2) Open
(3) Service 2015—two final CEO’sinvited to provide their vision of service the next 3—5 years.
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2012 Service Industry Executive Summit for Service Leaders
“FutureTrends Service 2015”

The Summit where Serious Business meets Networking Fun

I" ! Sunday, March 11, 2012
S Welcome Networking Reception (All events in Bermuda, one half is
General Session, other is Exhibits, food functions)
Speed Networking tables set up with bell ringing every ten minutesto

changetables; Continental Breakfast in Bermuda and General Ses-
sionsin Bermuda A& B

~ Monday, March 12 , 2012 (day one Strategic )
2012 Summit

will kick off a
three year

research Welcome SIA Exec. Dir., Claudia Betzner, Summit Moderator
program!

Keynote Future Trends Service 2015 — A Service Industry Futurist will discuss his perspective of where
service will bein the next 3 to 5 years. Technology, Staffing, Customer Expectations.

IDC — Complete analysis of Future Trends based on statistics of what the Service Industry will look like
in 2015. Service, Parts, Depot

Industry Leader Panel — 2015 Service

Over the past year in the roundtables we have been interviewing CEO’ s to get an outside perspective on
where they see Service in 2015. This session will be the Summary and Conclusions of al their input in-
cluding IT, Medical, Parts, Depot Repair from U.S. Canada and Europe.

Technology Trendsin 2015 — This session will discuss such things as smart meters, what technology
devices/tools service providers will be using in 2015 and what Invasive Technology Changeswill drive
the market.

Cloud Computing What isthe new normal? Transformation, Methodol ogies; Outcome based
selling using Cloud. Technology has changed societal interaction and business processes. Adapting
your business model must be outcome based selling; not maintaining the old product based selling
strategy. Aligning with MSP and cloud computing. Offering utility/cloud computing as one of your
solutions!

Break

Managed Print Services (MPS) involve managing hardcopy device fleets (copiers, printers, multi-
function devices, and fax machines) in aunified fashion. Hear from an expert what the savings advan-
tages are and the future trends in MPS.
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Tuesday, March 13, 2012 ( operational )

Continental Breakfast P

—_—
—_—
—_—
—_—
—_—
—

—

State of the Association — Randy Parks, President
Special Recognition of each Board member — C Betzner, Executive Director & President

Customer forum —How “Service Industry Customers’ expectations are changing today and what
they are looking for in their Service provider, depot repair provider, parts provider.

What arethe
) . ) ) M egatrends?
How to Make Green Strategies Profitable; how to be compliant and profitable at the How will they
sametime affect your
business?
Break Questions that
will be answered

Labor & Staffing Session What are the future trends in staffing? Direct vs. indirect; com- g’z)lséA summit

pensation systems. Total rewards programs.
Quality Session

B2B Social Media This session will look at how we are using social mediatoday in our business.
How it playsin our business, how services like yelp can work for you and against you in business
and your careers. Real world examples.

Breakouts— Invasive Business Model changes
IT, Medical, Parts, Depot Repair will break out and discuss invasive business model changes
in their segment of the Service Industry.

Break Summary review of Breakouts reviewed in General Session.

|CCC Update and How towork in an environment Overcoming Barriersto Service & OEM
Restrictions

A review of Current actions by OEM’s such as Oracle/Sun, Cisco, HP; SIA actions
Gay Gordon-Byrne, President TekTrakker and ICCC Chairperson

Wayne Maore, Pres. Acetara (Medical OEM actions)

Bernd Appleby, President & CEO Terix Computer Service (IT OEM actionsin U.S.)
Dr. Paul Lalli, CEO Solid Systems Computer Services Ltd. (Actionsin the UK)
Tony Director Brains|l, Inc. (Canada)

Dennis Neilson, Director CESS (Denmark)

Alan D Graca, President KT International (The Netherlands)

Mal Fraser, Director MV SS (Australia)

Wrap Up—-4:00PM to4:30PM

Grand Finale — Cocktail Reception (no host)
Full seated dinner at 7:30 P M; SIA Paid attendees only; tickets available for spouses $100
each, seeregistration desk
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Special thanks
to Paladin for
hosting the
SIA
roundtablein
Dallas.
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Sculpting Employee Compensation Paladin Consulting
Enoch Timothy, President; Tonyia Williams, Dir.HR; Doug Roark, Dir. Recruiting

Objectives of atotal rewards system

Aligned with mission and strategy
Compatible with corporate culture
Appropriatefor the workforce
Externally and internally equitable
e Effectivefor recruiting and retention

External Equity
Compares an organization to other organizationsthat shareitsindustry, occupation, or location.

Organizations may decideto: (1) Lag (2) Match (3) Lead

e Benchmark to othersin your industry by business model, location
e 25-30% in audience knew wherethey fit

e Employeeretention isagreat benchmark to use

e Whereareyou today? Lagging, matching or leading?
www.radford.com to measure your company, whereyou fit
Indirect isimportant component but harder to measure

Internal Equity Meets employees needsfor a fair wage and adequate benefits. Recognizes employees
contributionsto the organization. Rewards equal work with equal pay. Deoes my plan support what the
customer iswilling to pay? Does anyone in room have a good or bad experience to share post raise or pay
change? One cited situation where they went to more recognition after a pay increase and the employee

quit.; Baby boomers and younger employees have more demands.

e Knowledge base now readily available on Internet and publications for comparisons so most
companiesin line on pay scale so indirect becomes moreimportant.

e Another question: If you woke up tomorrow and the economy was much better, would your
employees still want to come to work?

e Employeeswant more control.

Somein room thought the new reality for normal for the economy iswhat it istoday and where it
will stay for awhile, partially dueto the global economy and lower labor ratesin placeslike China,
Taiwan, India so many jobs moving out of U.S. economy ther efore unemployment rate will remain
high. Articlein thewall street journal: “ Companies cut their work forcesin the U.S. by 2.9 million
during the 2000s while increasing employment over seas by 2.4 million, new data from the U.S.
Commer ce Department show.

How does your customer and market restraints affect your compensation
plan?

e How many lock down systems from youtube, other email systems, social media, etc? Most in
room about 75% did not but most thought larger companies are higher percentage that do.

e Employee benefits— changein thinking; wantsto betreated individually not one sizefitsall;
process driven organizations must have some consistency to avoid lawsuits and moral issues.

® Perception in 100 or less employeesis*ownersget richer, employeeswork harder.”

e Monthly meetingsimportant to communicate costs of benefits so employees see value.

e Hold open meetings of measurement of employee productivity very important, see comparison
between employees, important for measuring profit —some percent of profit should go back to em-
ployees.

Bonusissues. Can they contribute to bottom line?

(Aboveisonly a sampling of what was reviewed; all types pay and reward systems)
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Data— Information — Knowledge: Cloud Computing Tony Merendino, President ServIT
Tony began with a review of who and what is ServI T and what they are accomplishing today. Why
hereto understand the change to our work environment. The Cloud/M SP and build arecurring
revenue stream.

® Bound the problem

®  Blueprinting and outcomes versus product selling

Dash boarding and measurement about half in room do dashboard measurements

What is“The Cloud?” Cloud computing refersto the logical computational resour ces (data, softwar ) accessible via a computer
network (through WAN or Internet etc), rather than from alocal computer. The on-line service can be offered from a cloud provider
or it could be private organization’s own. I n this case these technologies are regarded by some analysts as a technological evolution,
or are seen asamarketing trap by otherslike Richard Stallman. — Wikipedia

The New Normal

®  Post-industrial society; everything, everywhere, at any time.

® Madepossible by the Internet.

Referenceto book: TheWorld isFlat by Thomas Friedman

The Transformation: What isit?

It isa societal change. Wher e have its effects been felt?

®  Asset ownership isno longer key to accessto and availability of knowledge .

IT knowledge has become ubiquitous, Computing isfast becoming a utility SpeC|aI thanks
Who isleading the char ge? to Mainstreet
Business or Individuals? for hosting the

e Technological push vs. market demand; Browse vs. study and research Agility, mobility, lack of cocktail
professional stability recw“on in
M ethodologies Dallas

| hear and | forget, | seeand | remember, | do and | understand...Confusius
Product Selling

Outcome, Product, Process Benefit; Moving from product based to needs based

Tony provided several examples of each but the Outcome was Nike, Harley Davidson and
Gatorade most significant.

Outcome Based Selling

The person who listensisin control of the conver sation.
Outcome (Needs) Based Selling

® How? How much? What bottlenecks? Do | have a solution?
®  Website hitsvs. traditional prospecting.

®  Find, CreateInspire: Organizationswith business problems; Awareness of your expertise asa solution to
business problems; Prospect’s decision to solve the problem; prospect desiresthe credible, cost-justified solution
proposed by salesrep. Resultsarethat salesoccur, your solution isdeployed. The business problem is solved.
® Realign yourself to your model; find a flowchart that matches your business model
Recommended book: Concentric Selling

What to do?

Crossthe chasm from early adopter to mainstream provider.

* Embrace the outcome based sales strategy; « Change your solution offerings:

« Utility computing; « Hybrid

» Ongoing asset-based solutions; you offer the choicesor alternatives, thereby setting the limits.

Size of company important; concentrate on mid market considered to be $20 million to $500 million.

Expected results
®  |mproved cash flow

®  Recurring revenue base development
Profitability

Summary “Tell 'em what you told 'em.”
Technology has changed societal interaction and business processes
You must adapt your business model
That adaptation must be outcome based selling, not maintaining the old product based selling strategy

You must align with M SP and cloud computing
Y ou must offer utility/cloud computing as one of your solutions!
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Computer
&= Specialists, Inc.

Celebrating 20 Years of Excellence in the Computer Services Industry

CSI Computer Specialists, Inc. provides computer maintenance, repair, and support service for everything from open
systems and networks to mainframes. Our guaranteed two hour on-site response, efficient staff, and solid
infrastructure allow you and your organization to spend less time dealing with computer hardware failures and more
time growing your business.

Maintenance Service Highlights

Nationwide support

Flexible service level agreements (SLAs)

24 x 7 x 365 for all equipment

Guaranteed technician callback within 30 minutes of
service call initiation

Guaranteed two hour on-site technician response
On-site and local parts stocking

Remote monitoring and analysis

Phone-home and error notification support

OEM certified engineers

Warranty support

Supported Manufacturers

-

IBM = DELL = EPSON

EMC + Gateway -+ CISCO

Sun Microsystems - Toshiba «  Most Major Mfr.
HP/Compag/DEC « Lexmark

Backline Support Highlights

» Formal training classes on IBM, EMC, and Sun product lines
+ Remote and on-site technical support available 24x7x365

» On-site, local, and national parts support

« Sales support

Infrastructure Investments

Regional service facilities, logistics facilities, and technical labs
National support centers

Redundant call center and dispatch functions

Phone-home and dial-in support facilities (RSF)

Online nationwide accessible parts and logistics inventory
Online nationwide equipment support manuals

Continuously trained and certified technical staff

Contact Us For More Information
Main: 800-505-4365 | Service: 800-462-6996 | corpinfo@csi-csi.com

www.csi-csi.com

Cut Business

Vehicle Costs
8% to 16%

Whether you reimburse employees for vehicle use or own corporate cars, you probably pay too much.
Since 1933 Runzheimer International has helped companies measurably reduce costs
associated with employee mobility. Find out how we can help you cut costs.

Visit www.runzheimer.com.
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13875 Cerritos Corporate Drive, Suite A

APEX s
Gl Freed g
r ms, Inc. Phone: fSJEZ 926-6820
Email: niof@acsi2000.com
Website: wwwl.acsi2000.com

Your Nationwide Field Service Management Provider

ISO 9001:2000 Certified
Specializing in:

Field Service Microsoft Dynamics NAV ERP Professional Service
« [T Lifecycle Support » Specialization in FSM « Business Continuity
« Parts Logistics » Supply Chain Management « Security & Privacy
» Equipment Disposition » Manufacturing » Desktop Managed 5ervices
» Maintenance Support Services « MRFP
« Overall asset management processes « Forecasting
surrounding the IT asset lifecycle = EDI

» 53a5/Hosting model available

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

* Information Technology
g:mﬁigaogucuvitv * Energy and Automation
Improvement * Telecommunications & Networks
» Office Automation

» Healthcare Technology

* Building & Plant Systems

* Logistics & Physical Distribution

— R eg(frd!ess {Jf your company’s size, geographic
Acquisition location, or industry focus,
We can tailor a program to meet your needs

For More Information Contact:
Michael Binmberg, Prew. & Chiel Executive C0Ticer

@ SO0 Office Center D Ste 400 Fr Wash,, PA 19034
~as mﬂﬁfa Phane 2156439060 FAX 215.643.9066
Advisory Group E-mail Michaelbi@ blumberg-advisor.com




Service Industry Association

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

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

SIA

The Network for
High Technology
Service
Promoting
Customer Choices
Www.servicenetw

ork.org

Sponsors

Essintial Enterprise Solutions
TomYork, Sr. V. P. Sdes & Marketing

Diebold Strategic Services Group
Randy Parks, Dir. Retail & IT

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

Blumberg Advisory Group
Michael Blumberg, President

SM S System Maintenance Services
(Csl)

Bill Pershin

Don Doctor

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

Runzheimer Int’l
Greg Harper, President

Lexicon Technologies
Dave Wiedman, C.O.0.

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

high technology service companies promoting customer choices.

Sponsors & Board

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

Moduslink
JoeKing, Sr. V. P. Sales & Marketing

Board of Directors:
Chairman: Rich Guglielmo C.0.0.
AMCOR

Richg@amcorss.com

President: Randy Parks, Director
Strategic IT Srvs Diebold Retail & IT
Randall.Parks@Diebold.com

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

mikel @medequi pbiomedical.com

Exec. Dir. ClaudiaJ. Betzner

Cbetzner @aol.com or
cbetzner @ser vicenetwork.orq

I T Service Group

E.V.P.

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

Medical Service Group
E.V.P. Peter Brooks, Pres. & CEO, ISS Solutions
Phbrooks@I| SSsol utions.com

Chairman Member ship Claudia J. Betzner

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

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

Tom York, Ex. V.P. Sales & Marketing Essintial Enterprise
Solutions  tyork@essintial.com

G. Wayne Moore, Pres. Unisyn Medical, Advanced Dev.
Group Chief Strategy Officer

gwmoore@unisynmedical.com

Joe Barna, President CDE Services
joebarna@cdeinc.com

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

Jose Bernal, Sr. V. P. Sales & Marketing Flextronics RTS
j.bernal @flextronics.com




