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Access Group

- Experienceé

In business since 1981

- Expertiseé

Established leader in 

Information Technology systems

Design and Integration in Central Plains 

Region

- Resourceé

Experts on staff from the business 

industry realms

- Responsibility é

Access Builds Success

BACKGROUND (& why we host webinars)



Single Source & industry role

- Experienceé

Since1985

- Expertiseé

Best in Class customers

- Resourceé

Aberdeen analysts seek our input first

- Responsibilityé

The service industry must be profitable for all of us

to be profitable. òWeõre in this togetheró

BACKGROUND (& why we host webinars)



We know youõre facing:

- Nervous economy

- Market demands, customer expectations

- Competitive pressure

- Commodization of products

Moderator

BACKGROUNDéthe need



The Business of Service.

July 28th Aberdeen benchmark report, survey of 150 companies indicated

that in order to reduce the impact of the slowing economy they are:

47% éScrutinizing initiatives and expenses

24%... Accelerating improvement and automation initiatives to reduce costs

11% éAggressively marketing service as an alternative to asset replacement.

7%....Considering alternative technology model (SaaSand leasing)

7%....Passing costs back to customers

4%....Holding off major technology purchases



The Business of Service.

òLeading companies looking for profit margin, revenue, growth and

competitive advantages are now crafting new business models

and deploying technology solutions to more strategically leverage their

service operations.ó

--Aberdeenôs The Emergence of the ñChief Service Officerò Benchmarking the 

Prominence of Service Management in the Corporate Agenda



SOLUTIONS & STRATEGY

HUNT!
1. Retain profits that are escaping

2. Capture easy targets right at your door

3. Identify the lurking, invisible, unknown

4. Plan, set trap, lure the big game 



SOLUTIONS & STRATEGY

Customer 

dissatisfaction

Low field service 

resolution rates.

Delays due to 

missing parts or 

equipment

In efficient scheduling 

and dispatch 

Miscommunications

Limited access to historicals.

Duplication of efforts. Dual entries.

Failure to up-sell

extended warranties.

Low renewal rates for maintenance 

contracts

Hunting tactic #1

Retain profits that are escaping


