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April in Paris
Las Vegas for 2017 Summit

By: Claudia J.. Betzner, Executive Director

We are very
excited to hold the
2017 summit at
Paris Resort Las
Vegas as we
previously
announced to you
last month. The
initial program
details are on our
website and
included here in
the newsletter.
Please be sure to
save the date for
April 23, 24, and 25, 2017 with the grand finale ending the event around 9:30 PM on the 25th
on the rooftop of Paris overlooking Bellagio waters and directly under the Eiffel tower. We
have added much more interactive networking time between sessions to help you achieve your
goal of partnering with other members. Our APP will be improved as well for the interactive
networking and linking to social media profiles.

We are happy to announce Gartner will kick off with their analysis of the IT service industry
and their insights and predictions for the future. Our theme this year “XaaS: Embracing the
Digital Revolution” will be two days of insightful ways to expand your portfolio, selling
everything as a service, which is the prediction for a majority of the fortune 500 companies by
2020. Global expansion, Big Data, an Equity Forum and Protecting your business will be major
sessions.

Our closing keynote, David Houle, is a noted author, futurists, thinker and has been talking
about the Shift Age we are entering now from his most recent book “Entering the Shift Age”
and his predictions about what he calls the rental economy, we have been calling the on demand
digital economy. His keynote will provide insights from both research and his vast knowledge
of the economy. Some of you may remember a book called Future Shock, written by his
grandfather in the 50”s, which further prepared David for the many books he has had
published. If you go to his website you will see many predictions over the past ten years that
have come to fruition and he has new ones you will see at the summit. http://davidhoule.com/

Additionally, we have moved the 2017 APAC meeting to coincide just before the summit for
the convenience of our APAC members since a majority also attend the summit. The APAC
meeting will discuss relevant issues of providing service in the competitive and challenging
Asia Pacific marketplace. Our APAC Board Member, Kow Ya, Executive Director DeClout,
along with the SIA Executive Director and our Content Chair, Tomas O’Leary, President
Origina will be developing the content for this meeting with the assistance and input from our
APAC members.




Insights from our

President....

SIA President’s Letter from Tom York

Dear SIA Colleague,

It is hard to believe we are entering the last quarter of the year. I’'m sure you,

like me, wonders where the time has gone. For the non US members you must

be somewhat amused by the US Presidential election and it’s feeling of a reality

television show. While it does have its comedic moments, the reality is the outcome will have global
economic implications that touch all our businesses as does Brexit. We will all monitor this closely.

I want to update you on the progress made by the board since our Strategic Planning session late last
spring. As I discussed in the last newsletter, the board is defining the destination for SIA, what I call
“The North Star.” What is our long term strategy and what do we need to do to get there always
keeping in mind what our members tell us they want from the association. What benefits are most
important to our members?

In keeping with this I am happy to announce the Chairs, who have specific responsibilities with our
new structure:

Finance Chairman—IJerry Edinger, Chairman Pres. CSDP Corporation
Membership Chairman—Scott Swain, Chairman Trident

Membership Retention—Bill McCubbins, Vice President & COO POSDATA
Communications Chairman—Dwight Strayer, COO Service Express
Advocacy & Outreach Chairman—Todd Bone, President XSi

Content Chairman—Tomas O’Leary, President Origina

Events Chair & Executive Director—Claudia Betzner

There is a collaboration matrix between the chairs who will work with each for continuity. I will
continue to update you on our progress as we move forward with our plan.

We held a very successful September roundtable in Minneapolis at the Field Nation headquarters and
for the first time teamed with a sister association ASCDI/NATD, for a welcome reception and keynote
the evening before. We feel this was successful given the feedback and we will continue to look for
opportunities to work with various associations.

We have two final events for the year with the program shown in this newsletter. Our Europe
roundtable October 27 hosted by Systems Maintenance Services in Birmingham, England, and our last
US roundtable for the year December 1 in Atlantic Beach, Florida hosted by OnForce. We do have a
few seats available so please contact Claudia to register.

I would offer my thank you to our sponsors for the roundtables which again have been fully sponsored
in 2016.
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SIA President’s Letter—Tom York continued

Sadly, we say goodbye to a long term very active board member, Joe Barna, who has worked tirelessly for the association. Thank
you Joe for your commitment and continued support of SIA. While Joe may no longer be on the board, he and his company
continue to support the association through sponsorship and roundtable participation.

As has been previewed in the Newsletter, we are moving to a new venue for the summit for 2017, which will be held at Paris
Resort on April 23, 24, and 25, 2017. While Mirage has provided us with a great space for many years we have outgrown it and
the good news is Paris has a much larger space for us. Over the next few months we will be announcing more of the speakers and
define the sessions. Many of you indicated we needed more time between sessions for networking so you will see in the 2017
summit more time for partnering and meetings between the members.

We continue to listen to our members and their needs which is why we are holding the APAC meeting just
prior to the summit on April 23 so our APAC members can attend both conveniently and more board
members have an opportunity to attend and support our important APAC members.

Repair.org is making progress with the “Right to Repair” bills now introduced in many states. [ would
encourage you to get involved with this important movement. Having your employees write letters to their
respective state legislators is just one way you can support this effort.

I wish you much success as you enter the home stretch for 2016. I also wish you, your families, and loved Tribute to our

ones a wonderful upcoming Holiday season. board member
Joe Barna

Tom

SIA says goodbye to our board member, Joe Barna

Joe is taking a break to focus on personal issues and decided to step aside for a while. We are hoping Joe will again consider
being a part of the board. He has been involved in SIA as a primary participant and board member since 2006. Since that time
Joe has provided much insight to the board, sponsored roundtables, the closing keynote each year and other activities. He has
been an advocate of open service and conducted many meetings with the Georgia legislature. Joe’s company CDE Services is a
company that specializes in the remanufacture and repair of electronic transaction equipment. CDE supports point-of-sale
terminals, printers and pinpads, as well as other transaction devices such as ATM machines, state fish and wildlife licensing
equipment and much more. In addition to repair services, CDE provides just-in-time inventory management and deployment
services for hardware and peripherals. Over the years, Joe's career took him through a full range of the electronics industry, from
field-level to corporate. He developed an in-depth understanding of payment processing, as well as the
hardware required to make it work. In the early 90's, the field of electronic transaction processing . After fine
-tuning his company vision,

Joe launched CDE Services in 1991. Today CDE is the top provider of hardware support services to

the transaction processing industry. CDE's main facility is based in Marietta, GA with additional factories and
offices in Shanghai. Barry Madel is now the President of CDE Services. I know you will join me in wishing
Joe well and hopefully you will see him at our events next year. Thank you Joe for all you continue to do in
support of our association and our industry.




Welcome new
Silver Integrity
Global
Solutions

GOLD Members
Maintech

Decisionone Corporation
Technogroup Germany
XS International

IB Remarketing (NEW)
Work Market (NEW)

SILVER Members

Apex Computer

Essintial Enterprise Solutions
CSDhP

Technology Recovery Group
Procurri

Onforce

Service Express

General Computer

ISC Group (NEW)

KelTech DataSafe (NEW)
Minnesota Computers (NEW)
Integrity Global Solutions (NEW)
NEW MEMBERS

ESP Global Services UK (Oct 2015 )Darren
Richardson , Mgng
DirectorDarren.Richardson@esp.co.uk

ROER International (Oct 2015) ARG
Ernesto Rodriguez Lourido, Director
erodriguez(@roerinternational.com

General Computer ITALY (Nov 2015)
SILVER

Roberto Barbieri, Pres.
roberto.barbieri@gci.it

Highsource Technology CHINA (12/2016)
Keynos Shen, CEO
kynos.shen@highsource.com

Shanghai, China

Super IT Spares AUS (Nov 2015)
Ben Gardem, Director
bgardem@superitspares.com
Freshwater NSW Australia

Nationwide Tech Solutions (1/2016)
Jack Barcroft, President
jbarcroft@nts.help

Gatesville, TX

eNetwork News

Information Professionals GmbH (2/2016)
John Thompson, Founder & Managing Ptnr.
j-.thompson@infopro-gmbh.de

Freilassing GERMANY

Ardent Support Technologies (3/2016)
Jim Stevens, Co Founder
jims@ardentsupport.com

Dover NH

KelTech DataSafe (4/2016)

Mike Kelly, Director Operations CANADA
905 427 0886

mkelly@ktds.ca

Ontario, CANADA

Minnesota Computers LLC (5/2016)
Jay Farber, General Manager

763 577 0803
jay@minnesotacomputers.com
Minneapolis, MN

Integra Multi Vendor Services, B.V. NETH (6/2016)
Maarten Folmer, General Manager

31 (0) 88 900 6000

m.folmer@jintegramvs.com

LN Hoofddorp The Netherlands

Shibuya (6/2016)

Kjell Olsson, CEO 46 70 8662303 Sweden
kjell.olsson@shibuya.se

Kista, Sweden

VizTech Visionary Technical Solutions (6/2016)
Terri Austin, CEO

678 597 2300 Duluth, GA
Terri.austin@viztech.com

PlanIT HARDWARE (7/2016)

Matt Edwards, V.P. Ops & Client Services
404 961 1167 Smyrna, GA
medwards@planithw.com

Xuper Limited (9/2016) UK

Katy Hibbert, Int’l Operations Manager
1332362 481 UK

Derby, England
Katy.hibbert@xuper.co.uk




Volume 94

SIA Welcomes newest Silver level member - Integrity
Global Solutions

Integrity Global Solutions is a Twin Cities based company with more than twenty years of experience buying and selling new,
used, and refurbished data center hardware and parts for companies and service organizations around the globe.

We have one of the industry’s largest supplies of server, storage, and networking parts from major manufacturers (HP, Dell,
IBM, Cisco, NetApp, Sun, EMC, and more) with new items arriving daily to our fully stocked 25,000 square foot warehouse.
By utilizing used and refurbished products along with factory refurbished and overstock channels to source our hardware, we are
able to carry a huge variety of equipment and parts, including many hard to find items no longer available from the OEMs.

Each of the over 120,000 parts we sell annually are meticulously verified by their part and serial numbers,
physically inspected, and rigorously tested with diagnostics and given any updates when available or as
required by manufacturer standards. Our technical engineers pride themselves on our less than half a percent
annual return rate and do everything they can to make sure our refurbished products perform and look as if
they were new.

In addition to sales of data center hardware, we also purchase equipment and assets, offering free fair

market value estimations and custom drive formatting that meets the Department of Defense’s strict

standards for clearing sensitive company data. From the planning stages and purchasing to maintenance

needs and end of life cycles, Integrity Global Solutions has you covered. Thank you to
Field Nation

SIA September Roundtable MSP hosted by Successtul fll

roundtable &

Field Nation review & joint event with ASCDI for the
AS CDi/Natd joint event

The joint event kicked off with welcomes by SIA & ASCDI, followed by introductions. Andrew Shore,

General Counsel for ASCDI and lobbyist for the YODA bill now in the US congress provided an update on

the progress. One of the highlights of the event was the Minnesota Senator, Dave Osmek providing an

overview of the Right to Repair (Repair.Org) bill now in the Minnesota legislature and his commitment to be the first state to
pass the right to repair bill in Minnesota. He discussed how right to repair is an issue on both the republican side and democrat
side where there is collaboration on the bill with environmental issues. He went on to say he believes he can get it passed in the
early spring of 2017. The joint event concluded with the keynote speaker , Thom Singer mastermind of “The cool things
project” and author of “Some Assembly Required.” Thom provided insightful direction on how to best partner, use the tools of
the trade and make meaningful business connections. The joint reception that evening was a very successful networking event.
Special thanks to Joe Marion and ASCDI for all they did to make it so successful.

Our Roundtable on Thursday September 8 was hosted by Field Nation at their very impressive corporate headquarters and
dynamic innovative facility where thought leadership and innovation are the rules of engagement. They provided a
comprehensive presentation on workforce management systems and the variable workforce model highlighting benefits and their
research. Billy Cripe, The Chief Marketing Officer made the presentation. This was followed by presentations on constraints
and compliant restrictions. Barry Madel, President and Randy Siebold of CDE Services in Atlanta provided the PCI compliant
restrictions on Point of Sale equipment and Dwight Strayer, C.0.0., of Service Express led the discussion on enterprise and
midrange equipment. The final presenter and discussion of the day was led by John Kamen, President of Delta Computer on
Opportunities and growth in the service industry. What his company is doing to add new services and use existing resources to
grow the business. The day ended with a cocktail hour and dinner at an authentic Irish pub hosted by Field Nation. Special
thank you to all the staff at Field Nation for providing the facility, all meals including cocktails and dinner, and such a
professional tour with such dedicated and engaged executives and staff. Special thank you to Gillian Goranowski and her team
for all the meeting logistics.




To get

involved in the

fight go to

repair.org

eNetwork News

Advocates, Tinkerers fight for their “Right to Repair”

devices

ANDREW THOMPSON (LAST OF NBC SERIES OF ARTICLES)

With electronics becoming ever harder to fix because of design and legal restrictions, a loose coalition of

repair professionals and environmentalists is putting the screws to manufacturers that they claim are
fattening their bottom lines by
deliberately engineering disposability into
their products.

in the prop library at the Gowanus E-
Waste Warehouse in Brooklyn. Jennifer
Weiss / NBC News Loosely known as the
"right to repair" movement, its advocates
- - % say the ability to tinker with products you
own is a basic property rlght and necessary to create a healthy sustainable market. Many efforts by
manufacturers to block repairs, they maintain, are intended to force consumers to buy new products or
expensive warranties — not protect their intellectual property. "We've been getting picked at little by
little over 20 years," Gay Gordon-Byrne, the founder and director of the Repair Association, said of the
erosion of reparability in a host of consumer products, especially electronics.

The Repair Association — a coalition of service, security and environmental organizations founded in
2013 — is fighting restrictive repair policies and legal protections that prevent non-authorized repairs on
many products that contain software — a quickly growing class of objects known as the "Internet of
Things" if they also connect to the web. In addition to trying to push Congress to add restrictions to the
Digital Millennium Copyright Act (DMCA) to prevent manufacturers from using it to broadly restrict the
ability to fix their products, the association is fighting in states to roll back repair limitations. Last year
the group helped win introduction of so-called right-to-repair legislation in four states —

Massachusetts, Minnesota, Nebraska and New York. None of the measures passed, but the Repair
Association and other advocates expect them to be reintroduced this year.

The measures, all drafted with similar language that the Repair Association helped develop, would have
prohibited digital equipment manufacturers from selling parts only to authorized servicers and required
them to provide software updates whether a device is under warranty or not. They also mandated public
information campaigns directed at repairers and owners of equipment "to inform them of their rights and
responsibilities." New York state Sen. Phil Boyle, a Republican who introduced that state's version of
the law, said the legislation is needed to rectify a steady chipping away of owners' rights."To me it was a
situation where if you bought a product, it should be yours as long as the IP (intellectual property) isn't
protected," he said, acknowledging that the state laws would not address federal copyright issues that
protect intellectual property. Some manufacturing groups have lined up against the bills.

Update from Gay: It only takes ONE state to up-end repair monopolies and with each additional effort,
the odds improve. At our recent joint ASCDI/SIA Meeting in Minneapolis, Minnesota Senator David
Osmek affirmed that he is teaming with Senator Jerry Hertaus in a truly non-
partisan effort to make sure that Right to Repair passes in Minnesota in
2017. They are in competition with New York, Massachusetts, and
Nebraska for the honor of being first.
We are looking to bring an additional 4-6 states into action in 2017. Anyone
with a personal connection to a state legislator can light the spark that results
in a bill. Please bring all ideas forward to Gay.
" ggbyrne@repair.org
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SIA Announces the final roundtable of the year December 1
Atlantic Beach, Florida hosted by OnForce

The event will take place at One Ocean Resort and our discount rate is $169. You will fly into
Jacksonville, Florida and the resort is directly on the ocean about 20 minutes from the airport. It
is also about the same distance from The Players Club golf tournament at Sawgrass, which you
may want to fly in a day early to play at this prestigious course. The link for the hotel and the most
updated information will always be on our website but here is the preliminary program:

11:00 am Welcome — Tom York, President SIA & OnForce Executive
11:15 am Introductions

“11:30 am Competition and New U S Government regulations for

independent service providers providing

Federal services which came out of the counterfeit parts issue. With an estimated half of

members providing parts, repair services to US Government in the supply chain, plus new

regulations in the variable labor market, how will the new reg’s affect our members and what Thank you to

can we do about it? Develop an action plan.  Todd Bone, President XSi & OnForce OnForce for
sponsoring
the December

Lunch sponsored by OnForce k T Danr(:e.' 1 roundtable,

In Volatility lies Opportunities: COthz,"l hour
Expanding your portfolio — What’s going up, what’s going and dinner
Down. XaaS: how you sell everything as a service focusing on your expertise in the supply

chain. This will be a brainstorming session that will feed into content for the annual summit

on challenges and opportunities in expanding your portfolio, a primary session at the summit.

The participants will then break into 4 groups to develop expansion plans in their area of I —
services: (1) Depot, (2) Parts, (3) Data center storage & enterprise, (4) Point of sale.

Scott Swain, Chairman Trident will moderate

Break & presentation by sponsor, OnForce

Continuation of brainstorming content session with results presented to all roundtable delegates
by each of the 4 groups.

Wrap up — Open Discussions (this is meant to bring up any topic you would like input on)

Cocktail Hour and Dinner @ The North Beach Fish Camp
(Wheel House upstairs) TBD

by OnForce, our Sponsor for cocktails and dinner —
Town Center Mall across street

Go to the website to register for hotel:
http://www.servicenetwork.org/events/end-of-year/

Send email to me to register for the meeting:
Claudia.betzner@servicenetwork.org
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2017 Service Industry Global Executive Summit for
Service Leaders

Paris Las Vegas April 23, 24, 25, 2017

Sunday April 23 Welcome Reception
Monday, April 24 Strategic focus Day

e  Welcome—SIA President

Keynote—Gartner Insights, Trends & Analysis
Christine Tenneson, Director Research Infrastructure

XaaS: Expanding your Portfolio (Selling everything As a service)
Professional, Managed, Software, enterprise Support, storage +last mile
touch.

Global partnership Expansion The session will begin with map of
member locations; discussion on how to start a business identifying cultural
2017 Summit will differences in (1) APAC (2) EMEA (3) North & South America

help you add to ] . . . . .
Social Media Marketing—Josh Leatherman, Director Marketing, Service
your services Express

portfolio. Thank . ) . . . .
Equity Partner Forum Each will have 5 minutes to talk about their focus and clients they are seeking;
you to 2017 interested Delegates will meet up separately; open discussion in room of companies that have gone thru
sponsors signed  the process and what to look out for.

u
P e Reception

Tuesday April 25 Operational Focus

e State & Vision—SIA President, Tom York
A state of the association and the President’s vision
going forward to support our members goals.

e Protecting your business & Review of repair.org
(1)Bill Boyle, NY Senate Process & How you
sell the bill
(2) Repair.org update and how to get involved
(3) Advice of Counsel—pitfalls to avoid

Break—Mobile device showcase

Big Data results & Analysis—Alfried Netzband, Managing Director Technogroup Session Chair
& Dwight Strayer, COO Service Express

Data Centers Modernized—A white paper

Closing Keynote—David Houle, Futurist, Thinker, Noted Author—
Entering the Shift Age. David will discuss his predictions for the future
and the economic forecast for our industry.

Grand Finale—April in Paris under the Eiffel Tower on the rooftop of
Paris resort overlooking the waters of Bellagio at Chateau Nightclub.
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SIA Europe roundtable October 27 in UK hosted by _
SMS is shaping up to be a great one A

Jury’s Inn—245 Broad Street, Birmingham, B1 2HQ

October 27 SIA Executive Roundtable will be at Jury's Inn ,
Tour at SMS 55 Melchett Road, Kings Norton Business Park, Kings Norton, Birmingham, West Midlands, B30 3HP

(Bus Provided)
The discussions open & dynamic - relevant to our industry
10:15 am Welcome — Tom York, President SIA & Jeremy Beavis, Europe General Manager SMS W?{

10:30 am Market direction in Europe, major direction changes. Second part will be “Brexit” effects
on European countries, what are the tax implications and M & A activity. Discussion leader

from RSM Thank you
Systems
12:00 pm Lunch Maintenance

Services for
hosting the

1:00 pm Developing a European network of partners. What to look for, what is the decision criteria with a UK event

focus on first the European market, second globalization. SIA membership in Europe with map of
countries where SIA members are today and how we fulfill new members from countries not yet
SIA member. Alfried Netzband, Managing Director Technogroup, SIA EU Board member
2:00 pm Break
2:15pm Update on Free ICT and Repair.org — Tomas O’Leary, President Origina & SIA Europe Board

3:00 pm SIA Big Data Project — John Thompson, Founder & Managing Partner,
Information Professionals GmbH

3:4Spm Board bus for SMS & Tour of facility
5:30 pm  Board bus at SMS for restaurant

6:30 pm  Cocktails in Tepee gardens—The Boot
7:30 pm  Dinner - The Boot At Lapworth

Host for the roundtable:
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Ax your b es3 sirategy s O SUTE O nirg e is Dexible enough
the meet your changing nee: isas led software company. We
won't sell you soffware unfil we're sure your business processes work logether.

C3DP Corporation designs scalable services aufomation applications fo meet
your business needs today and tomorrow. We're there for the long ride.

CS5DP’s 30+ years of service industry experience gives us the experfise fo deliver
proven services and solufions to turn your service organization info a profit
center.

1-877-741-2737 ext. 121

Choose Maintech as your IT Service Pariner to
consolidate service delivery and improve
your bottom line.
Single Source.

Contact maintach today to leam how we can:
GIObaI Reach- -Dptimize IT Sarvice Delivery across multiple platforms

Supporting Your IT Infrastructure. -0eiver enhanced escalation management and reparting
-Improve clisntivendor communication

-Reduce account administration costs

Maintech. Servicing IT since IT first needed servicing.

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

Cerritos, CA 90703

Toll Free: 200) 969-APEX
Phone: 562) 926-6820
Email: n acsi2000.com
Website www,acsi2000.com

Your Nationwide Field Service Management Provider
ISO 9001:2000 Certified

Field Service

« |T Lifecycle Support

= Parts Logistics

» Equipment Disposition

» Maintenance Support Services

« Overall asset management processes
surrounding the IT asset lifecycle

Specializing in:

Microsoft Dynamics NAV ERP
« Specialization in F5M

« Supply Chain Management

« Manufacturing

« MRP

+ Forecasting

« EDI

« Saa5/Hosting model available

Professional Service

« Business Continuity

» Security & Privacy

« Desktop Managed Services

ESSINTIAL

ENTERPRISE S5OLUTIONS

SINGLE SOURCE ONSITE, REMOTE;
AND LOGISTICS SERVICES

Eliminate OEM dependence with our innovative

support solutions ford
technologies nationwi
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Our services are centered
on you and your needs. We
adapt to your processes
and design a plan to fit
your specific needs. Hourly
or flat rates are available

with 24 x 7 x 365 coverage. ¢
We will meet your *
customer’s SLA

requirements with *
response times ranging ¢
from four hours to next ¢
business day. Our results *
driven model allows us to =

become a trusted partner

insu

White Space Specialist

Wide Range of Services:

Onsite maintenance &
repair services
Installation/De-installation
Services

Site Surveys

On-site packing and
shipping of electronics
Lease Returns

Asset Disposal project
Upgrades

Mew product roll outs &
redeployment services
Multisite project

_co-ordination

PC 505

“Strategic Alliances for the Future”

Multivendor IT Service Provider

Supported Technologies:

* Servers
e Desktops
e Laptops

e Printers/Scanners

e POS

e Kiosks

e Network Devices

e Data Centers

e Storage/SAN

e Wireless: site surveys,
installations, etc.

« Commercial
Audio/Video

« Digital Signage

eNetwork News

most responsive RI'II.'|
talented IT Service
Organizations providing
contingent contract labor
& service for coverage in
remote, White Space, as
well as metropolitan
areas. PC SOS was founded
in 2001 based on the
knowledge that
the computer service
industry needed a network
of highly skilled and
motivated technicians to
support major customers
that require onsite
service in White Space
locations. We partner with
Third Party service
providers, VAR, Resellers,
MSP, and System
Integrators in support of
their end user customers’
needs. Some of the
industries v
include MF s,
Retail, Financial, and

ance. We support our

mers multi

ervice

' An extensive database
of vetted technicians

* Allowing you to expand your geographic
coverage without sacrificing quality

ent environment
aith over 1]

More than 3,000 = Offer your customers true national coverage in

service centers

End to End Call
Management

Flexible Process and
SLA Management

Integrated Parts and
Logistics

every zip code & province

+ This eliminates the stress of tracking parts and
minimizes your financial risk

ada, Puerto :
ipan, Bermuda,
excluding Rivera
and Yucatan
Peninsula), and ten
countries in Latin America;
ta Rica, Panama,
Columbia, Peru, Chile,
Venezuela, Brazil,

V. SErvICe-05, COIm
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Prowviding enterprise data certar moirtensnce
and Suppon Services snce 1981,

Systerms Malintenance Services

Enterprise Data Center Computer Maintenance . Data Center Relocation

Global support = AJl staff are tralned Technicians, not general
Flexible service leveal agreements (SLAs) pUrpOSe movers

Remote monitoring and analysis + Engineers are platform neutral and support all
Phone-hama and sror notification support major OEM brands

Response oplions: 2-hr, 4-hr, B-hr, and Next Business Day
100% parts sparing locally stocked

Fix-1t-First™ policy eliminates administrative delays

Hot Spares™ maintainad al local SMS service center
Complete stand-by systems available locally

All Fisld Engineers are W2 employess

Strategy & consolidation planning

Assel swap or swing eguipment

Migration timelines & budget planning
Application checklists & data synchronization
Communication plans & command centers

a IT Lifecycle Management

Supported Manufacturers et s manumscturers listed)

*  Aszszel retirament
+ |BM + Cleco « DELL « Data erasure [certified) - DDD 3 pass/7 pass
= EMC « MetApp *  Fujitsu « Data destruction (secura)
«  Hawlett Packard * Sun +  Hitachi v Assat redaploymant
* Assel purchase
Contact Us For More Information * Assetrecycling
Sales: 800-505-4365 | Service: B77-405-0330 | info@sysmaint.com e

www.sysmaint.com m IT Lifecycle Management

Physical tracking

Firmware & patch tracking

Support tracking

Support personnel & contact information
Engineering specifications

Mew features continually being added

€Y\ Contract Holder

Confract GS-35F-5082H

® 8 8 8 & @

% OnForcer

BENEFITS OF ONFORCE:

Access to qualified talent

i
Your Field N I~ 3 ; i i Reduced Costs
. : hl

Risk Management

Services Partner
Improved Efficiency

OnForce connects
talented field service

Finanacial Strength & Stability

professiona Is d irectly ' > By providing access to a network of over 10,000 highly
. skilled, carefully vetted and correctly classified field
to the companies service technicians, OnForce Field Services solution

helps you optimize costs, expand coverage areas and
that need them. skill sets, improve efficiency and reduce risks.
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selS

Service Express, Inc.

Since 1986, Service Express has been delivering on-site hardware maintenance for mission critical servers. We started as a division of a

local IT hardware reseller in Grand Rapids, Michigan, before splitting off and incorporating. From one office, one account executive and two
engineers — SEl offered customers an alternative to DEC service. Two plus decades later, our expertise has grown and we have expanded our
data center supported products to include IBM, HP, Sun, Dell and Proliant servers, along with EMC, STK, NetApp, Cisco and Hitachi storage
equipment. . As a third-party maintenance provider, SEl also provides additional service solutions including: Hardware System Solutions, Sales
& Upgrades, OS Support, Virtualization and Data Center Relocations.

SE| provides on-site data center maintenance services for mid to high end servers and storage. Our service delivery plan includes an initial site

audit, a dedicated primary and secondary engineer, locall ed parts, warranty tracking and flexible coverage times and on-site responses.

Canada

United States

Mexico
" panama . :
Venezuela S o Ethiopia
Colombia Malawi s"_|a|a!|’5|a
Ecusdos i ingapore ;.
Brazil e Brunei
. a Indonesia
Australia
Heodguatered o Singagone. Procurm: i & global, independeni & ey pment and mulii-ve Peraide

W serve worid's leading MNCs, system integrators, vaius-pdded rasallers as weil as cloud and managed servce providers acrass

() s O) wssmmpeatos |

CHANDING TIHE WAY THE WONLD BUYE TECHNOLDOY A& VENSEN OF NECLOUT GROUR

6 counizies globatly,
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A SINGLE ECOSYSTEM
TO BUY, SELL, REPAIR &
MANAGE ALL OF YOUR
BARCODING AND AIDC
ASSETS. THIS IS TRG.
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COMPUTER

GENERAL COMPUTER GROUP

SERVICES FACTORY

WELCOMETO
GENERAL COMPUTER GROUP

first Italian Silver Sponsor of

.I( "'+
\Q‘iq‘ el g7
Service Industry Association

www.generalcomputergroup.com
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Phone: 800-767-2876

Email: Sales@DecisionOne.com

i ) DECISIONONE

Multi-Vendor DecisionOne offers a comprehensive services porifolio with
Experience unmatched multi-vendor, multi-platform capabilities:

Managed Services

DecisionOne offers a full suite of services that includes
hosting, menitoring and management of your
Jcolable 1o infrastructure, as well as triage, diagnostics and resclution
. s of technical inquiries and events. Qur industry-certified
specialists provide a single point of contact for your

employees, end users or customers.

Reverse Logistics Services

Global in

Reach With three North  American  facilities  providing

comprehensive reverse logistics and repair for over half of
today's Fortune 1000 companies, DecisionOne touches
more than 1 million units annually, while maintaining 99.5%

inventory accuracy levels, and an average TAT of <2.7 days.
Infrastructure Support Services

DecisionOne’s service model is designed to support a broad
range of IT environments at the highest levels, including:
high availability/data center, desktop, laptop, networking,
and specialty egquipment, Our comprehensive technical

experience also allows us to provide project services from

Cuslom Client
Solutions staging and configuration, to installation of hardware and

software, and migrations for all types of companies.
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CHANNEL PARTNERING THAT
MAKES SENSE

Berlin
Buenos Aires

BENEFITS:

- XSi adds Networking Equipment
Maintenance to your service portfolio

- Network VARs can make much higher
margin with your current clients while
saving them significant annual OPEX
expense

— XSi assigns a client manager to each
partner and our quote desk turns
quotes in 24-48 hours

EXPERTLY
SIMPLIFIED
IT SERVICES™

- X5i has TAC centers in U.S., UK.,
France, Germany & Argentina that
each provide 24x7x365 support
in multiple languages for Global
Coverage

- With over 326 Certified Network
TAC Engineers, we are the largest
network equipment third party
maintainer in the world!

Cisco SMARTnet®
Juniper Care

Brocade® Essential Support
F5® Technical Support
Nortel Networks
Extreme Networks®
3Com
Nokia®/Checkpoint®
Enterasys®/Cabletron®
Force10® Networks
Gigamon®

Blackberry®

AVAYA® Support

Todd A. Bone, President & SIA Board Member, tbone@xsnet.com

Russ Watson, Channel Manager, +1.678.537.4111 or rwatson@xsnet.com

Page 17




Page 18

eNetwork News

w work

The #1 All-In-One Service Delivery Platform
Find, manage & pay all your 1099 contractors,
all from one dashboard

s T -
=
ﬂ_ b u / n ;
o I o
= i . @'"u.. ..
v L

What if you could scale your IT workforce as you would your computing resources?
What if you could manage your entire service delivery operation -- employees, contractors,
service partners and more -- all from a single dashboard? With Work Market, now you can.

Today's top service providers have started using Work Market to run their entire service
operation — everything from onboarding and dispatching to payroll and reporting.
Our Workforce-as-a-Service (Waa$) platform is helping businesses modernize their field
service operation and leverage an on-demand workforce to:

$ ll %,

REDUCE LABOR COSTS BOOST WORKFORCE IMPROVE SLA RESPONSE

20-30% PRODUCTIVITY 50% TIMES 70%
To learn why some of today's biggest service providers trust their IT worklorce to Work Market
visit www.workmarket.com or call B77-654-WORK
[z) 10
m Fbrbes Crain's Mirw Firk Business M_I._'
Adtireh s Misit ey
1002 e O Fast 50 CoclVendor

WINKER =

WORKMARKET.COM | B77-654-WORK | SALESOWORKMARKET.COM
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Storage and Server Experts in Canada

¥ Responsive, professional service
across Canada

o Fully-qualified team of National
Technical Support Specialists

v Support for multi-vendor
installations

Real expertise, real concern,

real savings

KELTECH
DATASAFE

An independent IT service company, KelTech
D r... is a money-saving alternative to OEM

KelTechDataSafe.com
Phone 905-477-0886  Email help@ktds.ca

One Yonge Street, Suite 1801, Toronto,
Canada MSE 1W7

Maintenance | Decommissioning | Data Centre Services | Consulting

INNESOTA«
g PUT S

SELL -

www.MinnesotaComputers.com
Al 763-544-7900
' Toll Free: (800) 544-5345

Minnesota Computers is your number one stop for worry-free Remarketed IT Gear

Thousands of IT Spare

Parts IN STOCK!

Minnesota Computers is a world-class leader in the Refurbished Computer
Hardware Industry. With a commitment to high quality products and services, we
have earned a reputation for excellence around the world. Minnesota Computers

client base includes Fortune 500 companies, professional maintenance companies,
tech resellers, government agencies, small businesses and end users; serving a
global community with high quality hardware solutions. With a huge inventory and
the technical expertise to perform Grade-A Refurbishments, customize
configurations, and complete computer repairs, all on site, there is no need to look
any further for vour IT Hardware necessities!

Focusing on the Industry’s Leading Manufactures:

HP, Dell, IBM & Lenovo, Sun, Apple, Cisco, Zebra, Intermec, Datamax, Symbol & more!
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delivered according to ITIL.

FACTES
European-Wide qualified Partners for IT-Service
Multi-Vendor Support manufacturer-independent
Over 25 Years of Maintenance Experience
From one Server up to Complete Datacenters

Support for HP, 1BM, Hitachi, Dell, EMC, NetApp,
Overland, SUN/ORACLE, Quantum, CISCO

35 Service Branches in
Germany, Austria, Switzerland, Benelux

CONTACT

IT-Service - Made in Germany

Founded in 1990, Technogroup is today one of the leading, independent IT Service Providers for
Hard- and Software in data centers. Over 200 highly qualified employees in the German speaking
region ensure maximum availability of IT environments through their professional services. With
independent entities in Austria and Switzerland and now 35 service centers with over 80.000 spare
parts and systems, Technogroup can guarantee customer proximity and minimal response times.

The customer base of 2.400 companies is spread across the following industries — Industrial, Banking
& Insurance and Public Sector. The goal of Technogroup is 100% availability of all Hard- and Soft-
ware components at any time. Other key qualities are minimal response time and qualified support
with hotline and helpdesks. Technogroup provides extensive know-how across all system platforms,
secured through a client-oriented service contract.

To ensure highest standards for its customers, Technogroup is ISO certified and all processes are

ITIL and ISO Certified
200 IT-Employees

Shared Service
- Monitoring Services Operation Services
- Administration Service
- IMAC/R Services
- Service Desk

TECHNOGROUP

I T-S ERVICE

Securing Better Service
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Becplng & IT Services

Your IT Hardware and Support Specialist

 Empowering companies to do more with less: Helping to reduce
“hardware maintenance costs since 1983.

GLOBAL PRESENCE

@ 110+ countries covered

@ 20+ offices worldwide

HARDWARE EXPERTS

@ 350,000+ spares in the
inventory
® 215+dedicated stock

locations waorldwide

‘online-request@ibremarketing.com

MAINTENANCE &
SUPPORT

& 150,000+ systems
supported
® 300+ partners in

worldwide network

SINGLE POINT OF
CONTACT

@ NMulti Brand support
® Upgrade Solutions

RECYCLING
SPECIALISTS

® 1000+ tons of IT
hardware recycled

o WEEE certified

ADDED VALUE

. ® Customized SLA
"A ® Maximum ROI
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Your equipment

witnisvartie the: T oy RC(’-[) older and

SOma..,

newer equipment
running

as long as possible,

We do this proactively by monitoring customers’ systems minute by
minute with owr Call Home System I3C-CHS™ - g unified multi-plattorm
remote monitoring application. which s available for all Hitach
f{including HP and 3UM eguivalents], MetApp, Oracle (tape libraries)
and *EMC equipment. One single installation of our software in a
networked environment will monitor systems of different brands ond
models,

13C Group. headguartered in San Diego. Californic ond recently
opened a lafin American headquarier in Mexice City. supports
oL iF1 Arnedica Sousy At Furmpe arsd A lin-Pock

ofd MO comimiTed | Lo 1 i U OMmeen | Sapeciof
e o liors O PRoE T ECs

Rt A v
freedmriosy -0 SC
Bunps 7

il

Unsurpassed Quality

» 25,000 square feet of hardware and parts

- Over 120,000 parts sold every year

—
=== - Every item rigorously tested and inspected

= Lightning fast shipping

Volume

Integrity Global Solutions

GO S Trerton Lane North, Suite 8300
Phrmouth, MK 55642

94

TEE-I50-656 | BEE
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Service Industry Association

2164 Historic Decatur Road, Villa 19
San Diego, CA 92106
619458 9063

The Network for High

Technology Service

Promoting Customer
Choices

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

high technology service companies promoting partnerships &

customer choices.

Claudia J. Betzner, Executive Director

Claudia.Betzner@servicenetwork.org

Corporate Gold & Silver Members & Board

GOLD members
Maintech
Frank D’Alessio, President NJ

SMS Systems Maintenance Services
John Wozniak, President NC

Technogroup

Alfried Netzband, Managing Director Germany

PC SOS
Tom Bozeman, President Dallas

XS International
Todd Bone, President Atlanta

Decisionone Corporation
Bill Comfort, President PA

IB Remarketing
Dave Colman, COO NY

Work Market
Stephen DeWitt, CEO NY

SILVER members

Essintial Enterprise Solutions
Tom Clauser, V.P. Business Operations

Apex Computer Systems, Inc.
Dennis Rice, President CA

Customer Service Delivery Platform
Jerry Edinger, Chairman CA & PA
Onforce

Jimmy Fabiano, Sr. V.P. MA

Procurri Singapore

Kow Ya, Exec. Dir. DeClout Ltd.
Service Express Inc.

Dwight Strayer, COO MI

Technology Recovery Group
Sean Kennedy, President Ohio

General Computer Italia SpA ITALY
Roberto Barbieri, President

ISC Group
Joel Chait, Director & Partner CA

KelTech DataSafe
Mike Kelly,Dir. Ops; Chris Kelly
Owner Ontario CANADA

Minnesota Computers
Jay Farber, General Manager MN

Integrity Global Solutions
Glen Littler, President
Minnesota

Exec. Board Officers:

Chairman: Randy Parks, Srvs, Mgr.
Insight Randy.Parks@insight.com

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

Exec. Vice President & Sec-Treas.,
Jerry Edinger, Chairman & President
CSDP jerry.edinger@csdpcorp.com
Finance Chairman

Exec. Director Claudia J. Betzner
Claudia.betzner@servicenetwork.org

Communications Committee
Stephanie Williams, President

ignite Marketing
ignitemarketing@bellsouth.net
Board Members at large
Bill McCubbins, Exec. Vice Pres.,

COO POSDATA, A Control Solutions Co.,
bill.mccubbins@posdata.com

Membership Retention Chair

Craig Youngblood, President & CEO LMS Service
cyoungblood@lmsservice.com Summit Committee

Dwight Strayer, COO Service Express dstrayer@seiservice.com
& Communications Chairman

Kow Ya, Executive Director DeClout Limited
kowya@procurri.com Singapore Summit Committee

Alfried Netzband, Managing Director Big Data Chairman
Technogroup anetzband@technogroup.com Germany

Todd Bone, President XS International tbone@xsnet.com
Advocacy & Outreach Chairman

Tomas O’Leary, President Origina t.oleary@origina.ie Ireland
Content Chairman

John Kamen, President Delta Computer
jkamen@deltacomputergroup.com

Scott Swain, Chairman Trident, Membership Chairman
sswain@tridentusa.com

Ed Butler, V.P. IT Services & Marketing
ejbutler@isssolutions.com

Honorary & Past Chairman Rich Guglielmo C.0.0. AMCOR
Richg@amcorss.com

Temporary Leave: Bernd Appleby, President Terix



