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_SpeC|aI points of The 2014 summit already has surpassed the 2013 with one month to go. The content for

Interest: 2014 is outstanding and we are adding networking events such as the largest golf outing in

e 2014 roundtable recent history on Sunday at Angel Park and an outside lunch sponsored by CSDP. We have

added two dynamic keynotes, one to begin and one to end the summit program. As usual we

have the final event on Tuesday evening and this year by popular demand it will be back in

= 2014 Summit dates the Opium room at TAO in the Venetian. Registered guests with badges only but spouse
March 30, 31, April badges available for purchase at the registration desk#1 and opens at 5:00 P M on Sunday for

schedule

1, 2014 at Mirage early registration. Monday and Tuesday the registration desk will open at 8:00 AM.
IC_:?)Sm\r/)(IaethSbrogram The SIA Summit will also have the largest gathering of global members from Singapore,
o North America, U.S. Canada. and all over Europe. Over one third of the new members the
with @lmes on past year have been from outside the U.S. which increases the networking opportunity for all
website, modified our members. U.S. members now have partners in other countries and our international
version included members can expand into new geographic areas or product lines. The importance of the
here. Summit, Roundtables are promoting partnerships worldwide and providing a forum for net-

e New Members working, which is one of the primary goals of SIA to help our members thrive and grow.
s 2014 Pacific Global If you want to meet an industry leader attending one of the events please let me or one of the
board members
know and we we
will be more than
happy to make
that happen.
Networking is a
key component

= of the summit

= 4 along with valua-
| ble information
sharing and a
little fun along
the way.

event

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 welcomed 27
new members for
2013 including 9
from outside U S

with 11 global, our
biggest growth

segment. 7 since last
update 2 more

international

2013 New Members

We had 27 new company members; most ever

In one year

Legacy Integration & Technologies
PC SOS

Technogroup IT Service GmbH Germany
Choice Logistics

ServRight

Field Nation

Top Ten USA

Maxwell Paper CANADA
Daikon Electronics 800 801 6081
TSL Deploynet

ABA Moriah

ASVIDA Asia Pte Ltd
Econocom—Les Richarde
Technical Services & Deploynet
CBE

Procurri

IFS World North America

Zion Tech Group BRAZIL
Mojo Systems LLC

Acal Enterprise solutions UK
R& R Solutions

Peak Ryzex

Basis Bay Malaysia

Blue Ribbon Techs

2013 but late December

MidCom Group

Ken Feinstein, G.M.

Farmington, Ml

248 860 3487

kfeinstein@midcomdata.com

Break/fix; Depot Repair; printer services and
maintenance USA and Canada

Baxter Planning

Phillip Kennedy, VP

512 600 4120

pkennedy@bybaxter.com

Austin, TX

Inventory Mgmt. & managed software
services, consulting, throughout US and
International

ITech Services

Phillip Tran, VP
Norcross, GA

770 455 8449
ptran@itechservices.com

Point of Sale equipment repair; electrical egpt.

Repair all over USA

eNetwork News

2014 NEW MEMBERS:

Hungary

ETALON-INFORMATICS Ltd.

Antal Honved

36-1-317-5150

antal.honved@etaloninfo.hu

Budapest, Hungary

Independent service provider special disks,
servers, tape drives, IBM & HP platforms in
Hungary

DENMARK

CAREITEC/S

Kjeld Mathiesen, CEO

+457010 111 2

kom@careitec.dk

Redovre, Denmark

Independent service solutions provider for
Denmark, Sweden, Finland

Work Market

Diego Lomanto, VP

212 229 9675

diego@workmarket.com

NY NY

Staffing; personnel provider for North America
and International

IT Express

Gordy Littler, President

Anoka, MN

763 233 6340

Gordy.littler@itexpress.com

Consulting | Depot Parts Sales & Repairs | Depot
Maintenance | Depot Repair | Break/Fix | Hardware
Sales, POS, | in US & International
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SIA Roundtables & Networking events: 2014

The SIA roundtables and networking
events are the best in the industry. In
2013 we held them in Atlanta, San
Francisco, Edinburgh, Scotland,
Singapore and Ft. Lauderdale. These
1 are snipets of some of the events.
Here are those scheduled for 2014:
June 19 Palmer House, Chicago, I;
August 28 Dublin Ireland; October
13, 14 Big Island
Hawaii; December
11 Arizona as a
prelude to the
super bowl there
a month later.
We are still
finalizing the
topics so if you .
have one you IntrOdUC|ng
would like the 2014

discussed at a roundtables
roundtable

please let us

know. The

Pacific Global

on the big island  ee————
will be an expanded version of a
roundtable mini summit and we
decided to hold it half way between
thr U.S. mainland and Asia so we could provide a shorter distance between both. Our roundtables are usually free
with membership but the Pacific Global will include food venues and speakers so there will be a minimal charge to
cover the costs to the association. We have sponsor opportunities available as well.

The Pacific global will discuss effective global partnerships, what makes them work and some of the reasons they
may not work including properly vetting potential partners.

June 19 Palmer House Chicago

August 28 Dublin Ireland

October 13, 14 Wakiloa Village Big Island Hawalii
December 11 Scottsdale Arizona

el
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R3 Relationships, Revenue, Results
'/ Sunday, March 30, 2014

Welcome Networking Reception (All events in St. Croix one half is General Session, other is
Exhibits, food functions) Speed Networking
tables set up with bell ringing every ten minutes

to change tables Fiel(ﬁ()l utio 4

Reception Sponsor: Quality Field Sourcing

Monday, March 31, 2014 (Strategic focus)
Continental Breakfast & Break sponsored by
AMCO

Keynote sponsored by: i‘;"
2014 summit ESSINTIAL

has two Relationships, Revenue, Results — Doug Tatum, Founder The Newport

. Group and renowned author “No Man’s Land” If starting a company is
dynamite difficult, leading a company once the business has caught fire is
keynotes. infinitely more so. Thousands of startups each year approach the

dangerous transition that Doug Tatum calls No Man’s Land? when
they are too big too be considered small but still too small to be
considered big. He will address companies of SIA members size,
which is his sweet spot.

Industry Leader Panel (REVENUE) — Case studies on how ISO leaders
moved from one business line to another; business transition strategies, reinventing your company. Top
service leaders will discuss their strategies. Tom York, President Essintial Enterprise Solutions, Session
Chair. Bernd Appleby, President Terix Computer; Rich Guglielmo, COO AMCOR

PN
Networking Lunch sponsored by @ o
nForce

Technology: Driving Revenue and Profit Growth thru Innovation (REVENUE & RESULTYS)
The technology revolution provides ample opportunities to grow through innovative strategies using
the latest technology, what is coming down the road? How employees & customers are using the smart
Devices now and future. The tablet proliferations follow up from last year. Dwight Strayer, COO
Service Express Inc. & Chairperson. Chad Peters of Service Express presenting,

Growth Through Partnerships (RELATIONSHIPS) ISO Global Panel —Global economy &
Global Relationships. Panelists made up of members from Asia to Europe will discuss the global
economy and member to member global relationships John Wozniak, Panel Chair and President
SMS Worldwide; ,Kow Ya, CEO ASVIDA Asia; Alfried Netzband, Managing Director
TechnoGroup; Roger Taylor, Managing Director SMS Europe

Four members paired with a Board member to discuss:

(1) Field Service — Randy Parks and member, Pat Shriane, V.P. Service Peak Ryzex

(2) Depot — Sandy Bell and member, Ken Hill, Director Ops Maxwell Paper Canada

(3) Data Centers & Cloud — Dwight Strayer and member, Procurri, JJ Jeanguenat Co Pres.

(4) Professional Services Optimization — Jerry Edinger and member ASVIDA Siva Gunesparan,
Dir. Client Delivery & Bus. Dev. Singapore
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Computer Service

Networking cocktail hour sponsored by

Tuesday, April 1, 2014 (day two operational focus)

Integrity Global Solutions

Continental Breakfast & Break

State of the Association — Randy Parks, President
Special Recognition of Board members; — C Betzner, Exec. Dir. & President Parks Each session

Millennia's in the Service Industry — How to better utilize the younger generation in leadership highli.ghts .
positions, what makes them tick? How to motivate. How to retrain the C—Level executive’s brain to  Relationships.
accept the creative innovative ideas or at least be willing to listen to new thoughts, especially younger Revenue, Results

thought leaders. Panel: Enoch Timothy, Chairman Paladin; Marty Reader, V.P. Field Solutions, with outside
George Harris, V.P. Onforce network event to
Break end official

DRTR Update — Gay Gordon-Byrne, Executive Director This will be a quick overview of actions.
RESULTS session — What Why How metrics. This session discussion what should be
measured based on industry data, how you should measure and when you should measure.
Second part interactive with major audience participation on What Market Data the
members want to see. Michael Blumberg, Session Chair

summit.

Closing KEYNOTE SPONSORED BY

EXPRESS

- | Keynote; RELATIONSHIPS — The official summit will close with an inspirational and

' not to be missed very special speaker. Motivational keynote speaker Lt. Col. Rob
“Waldo” Waldman — The Wingman — is a motivational speaker and author of the New
York Times and Wall Street Journal bestseller Never Fly Solo. He teaches organizations
and individuals how to build trusting, revenue producing relationships with their employees, partners, and customers while
sharing his experiences as a combat decorated fighter pilot and businessman.

SPECIAL LUNCH AT POOL SPONSORED BY:

W Customer Service
N34 Delivery Platform

Unifying Infrastructure. Transforming Businesses. Gaining Market Share.,

Grand Finale TAO at Venetian—Badge required
sponsoring cocktail hour:

MAINTECH
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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 recommendationsfor waysyou can fix it: bttp://www.csdpcorp.corm/Revenueleakag e.a<px

About Customer Service Delivery Platform (CSDP)

CSDP Isthe oniy service relationship management solutions provider that

employs a process-driven approach to software delivery. We offer scalable, Customer
flexible solutionsthat can be implerented on-premise orin a cloud-based SU”M
SaaSmodel and easily integrate into existing systems infrastructures.

Our software Incudes solutions to manage:

+ Field Service

+ Reverse Logistics

« Custormer Service

* Service Warranty, Contracts &
Entitlements Management

CSDP's dients have realized increases in service profitability exceeding Sorvla \ l.ogistics

10% and improved customer satisfaction by up to 15 points.

For more details, visit our website www.csdpoorp.com 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. S
act main ay to learn how we can:
G IObal ReaCh . -Optimize IT Service Delivery across multiple platiorms
Supporting Your IT Infrastructure. -Dsiver enhanced escalation management 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
APEX o enoa ey
Toll Free: 800) 969-APEX

Computer Systems, Inc. Phone: 562) 926-6820
Email: info@acsi2000.com
Website: www.acsi2000.com

Your Nationwide Field Service Management Provider
IS0 9001:2000 Certified

Specializing in:
Field Service Microsoft Dynamics NAV ERP Professional Service
« [T Lifecycle Support « Specialization in FSM « Businass Continuity
« Parts Logistics « Supply Chain Management « Security & Privacy
« Equipment Disposition « Manufacturing « Desktop Managed Services
« Maintenance Support Services « MRP
» Overall asset management processes e Forecasting
surrounding the T asset lifecycle « EDI
» SaaS/Hosting model available

/ = = ° X ~
We offer a wide array of services, crossing
many industry lines including, but not limited 10:

* Information Technology

B gty * Energy and Automation
improvement * Telecommunications & Networks
; * Office Automation

* Healthcare Technology

* Building & Plant Systems

* Logistics & Physical Distribution

Regardless of your company’s size, geographic
location, or industry focus,
We can tailor a program to meet your needs

For Mare Information Coptact,
Michad Blumberg, Pros, & Chiel Executive Officer

y SO0 Office Center Dr Ste 400 Ft Wash,, PA 19934
7/ Wﬂfﬂa Phone 215,643.9060 FAX 215,643.9060

Advisory Group E~mail Michaclbablumberg-ndvisor.com
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Meet all your IT needs with ESSINTIAL

Contact us today for more information!

100 Sterling Parkway, Suite 100
Mechanicsburg, PA 17050
800-384-7000 www.essintial.com

ESSINTIA

ENTERPRIS

-
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Providing entaemrse data center mantensnce
and support services since 1931,

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
* Phons-home and error notification support major OEM brands
* Response opticns: 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 checkiists & data synchronization
+ Compiete stand-by systems avallable locally * Communication plans & command centars
* Al Field Engineers are W2 employees
. IT Lifecycle Management
Supported Manufacturers ot all manufacturaes listad) * Asset retirement
~ IBM * Cisco « DELL « Data erasure (centifled) - DOD 3 pass/7 pass
* EMC + NetApp * Fulitsu * Data destruction (secure)
» Hewlett Packard * Sun * Hitachl * Asset redeployment
* Asset purchase
Contact Us For More Information * Assetrecycling
Sales: 800-505-4365 | Service: 877-405-0330 | info@sysmaint.com “ ey
: IT Lifecycle Management
www.sysmaint.com M
Physical tracking

Firmware & patch tracking

Suppoert tracking

Support personnel & contact information
Engineering specifications

New features continually being added

€pYY Contract Holder

Contract GS-35F-5082H

Latest New Global corporate sponsor member IFS World

With customers located in more than 65 countries. IFS emplovees 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 TFS virtually on their doorstep. So we often blend skills and knowledge
from difTerent 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 vou 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, CA 92106

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

The Network for
High Technology

Service Promoting

Customer Choices

Www.servicenetw
ork.org

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

high technology service companies promoting partnerships & cus-

tomer choices.

Sponsors & Board

Sponsors

Essintial Enterprise Solutions

Tom York, President & CEO

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

SMS System Maintenance Services

Joe Scordino, President
Don Doctor, CEO

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

IFS North America
Tom DeVroy, V.P

Lexicon Technologies
Dave Wiedman, President

Apex Computer Systems, Inc.

Dr. Phil Chen, President
Dennis Rice, Sr. V.P.

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.O.0.
AMCOR

Richg@amcorss.com

President: Randy Parks, V.P LMS
RandyParks@Imsservice.com

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

mikel@medequipbiomedical.com

Exec. Dir. Claudia J. Betzner
Cbetzner@aol.com_or cbet-
zner@servicenetwork.org

Executive Vice President

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

Medical Service Group VP

Peter Brooks, Pres. & CEO, ISS Solu-
tions

Phbrooks@1SSsolutions.com
Chairman Marketing Committee

Michael Blumberg, President Blumberg Advisory Group
Members at large

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

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

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

Joe Barna, President CDE Services
joebarna@cdeinc.com

Dave Wiedman, President Lexicon Technologies
dwiedman@Iexicontech.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




