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What Have We Learned?
By Roger Henson, Southwest Training and Consulting
In my business classes and seminars I always talk about keeping your résumé up to date —
the point being that every year there should be something that needs updating. You learned
a new skill, completed a course, perhaps made a significant accomplishment. What makes
you worth more to your employer and/or yourself? And, if there is nothing to add, why
not? No plan, procrastination, stuff just got in the way. What have you learned? Why is it
important? What will you do differently?
In 2017 there have been many lessons we may have learned by watching and hearing about
the once-secret lives of movers and shakers. Are we fortunate to not have in-depth scrutiny
applied to our lives or organizations? Do we know of issues within our organizations that
we need to view with a new set of eyes or from a new perspective? Sometimes we learn,
or become knowledgeable, but do not apply the lessons learned because we are too busy
or it does not seem important. Today is probably not the time to ignore or sweep under the
rug what may seem like small issues or rumors. With everything else that is on our plates,
we may have to find time for one more item. Thankfully, we have technology to reduce the
time we spend on some of the more mundane or rote activities.
These are not easy times, or — as someone else commented — these are weird times.
Internationally, nationally and locally something is coming to light that wasn’t expected.
And, the “why” questions seem to outweigh all the rest of the questions. The one area that
seems to have been on a steady upward track has been the stock market and the success of
most businesses. I recently discovered that Amazon has created a new business problem for
the post office in many places, especially remote areas that do not have home delivery. The
boxes keep coming, but the recipients don’t pick them up on a daily basis, creating a storage
problem. The opportunities are still coming in the form of new problems to be resolved.
What problem will your organization choose to resolve in 2018 based on a problem you
discovered in 2017?
So this is Christmas and what have you done,
Another year over, a new one just begun
And so this is Christmas, I hope you have fun
The near and the dear ones, the old and the young
A very merry Christmas and a happy new year
Let’s hope it’s a good one without any fears
And so this is Christmas for weak and for strong
The rich and the poor ones, the road is so long
And so happy Christmas for black and for white
For yellow and red ones let’s stop all the fights
A very merry Christmas and a happy new year
Let’s hope it’s a good one without any fear
(Continued on page 5)

YourMembership
Website
Need help filling a job vacancy
at your facility?
Go to www.nasm.com and
click on “Employment
Opportunities.” NASM
has partnered with
YourMembership to provide
you with various links and
information.
The YourMembership website
offers employers and job
seekers an opportunity to find
each other.

Newsletter Delivery
Now Via E-mail

Shorten Service Windows and Provide
Better Customer Service with Mobile
and Location-based Technologies
Source: Field Technologies Magazine

Telogis – A Verizon Company
All mobile service professionals work toward two main goals:
making service more predictive and more proactive.
The current business model relies heavily on break-fix occurrences, where a
failure has occurred and the customer engagement is entirely reactive. By that
time, the customer experience has started out negatively.
The not-too-distant future will bring us HVAC and other building components/
appliances that talk directly to service providers who can address mechanical
issues before they grow into bigger failures (much like heavy equipment and
vehicle fleet managers do today). That level of proactivity is near as everything
becomes more connected.
In the meantime, service providers need to focus on shortening the service
cycle and providing the greatest possible customer satisfaction – and mobile
technologies help achieve that.

Executive Summary

NASM Members will now
be sent NASM Service
Management newsletter via
e-mail rather than through the
U.S. mail. Please make sure
that your e-mail address on file
is correct. You can check the
e-mail address we have on file
by going to www.nasm.com,
logging into the Member
Login area and then going to
the Member Directory.

Almost all field service techs have cell phones, and 80 to 90 percent of them use
smartphones. This puts convenient Internet access and a powerful computing
device in the field. Smartphones equipped with advanced mobile/ location
intelligence apps help workers in the field be more efficient and shorten that
window from event/customer request to resolution. This makes customers happier
and lowers the total cost of service (more work done each day). In this eBook,
we’ll cover a few of the ways this mobile technology is helping improve customer
service satisfaction and costs.

To ensure delivery to your
inbox, add info@nasm.com to
your safe sender list.
If you do not have an e-mail
address and would like
to continue receiving the
newsletter, please contact
info@nasm.com or call
414‑847‑1270 and ask to
remain on the mailing list.

This could be as simple as a web search or communicating through the text
messaging capabilities of the phone, or as advanced as the incorporation of a
work order management app that provides access to important documents. This
can include paperless forms, service agreements, customer profiles, instructional
material, how-to videos or graphics, parts catalogs – anything that will help the
field tech do their job better.

Sharing Information/Filing Resources
Smartphones are for more than Facebook and Instagram – they enable real-time
research and information sharing with coworkers and back-office personnel.

It essentially places the entire intelligence of the organization out on that service
call – making the answer to almost any question a call, IM or document search
away.
Today’s professional navigation and routing applications take into
account real-time feeds of traffic and weather information.
(Continued on page 4)
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Field Service Shared Struggles
Source: Field Technologies Magazine
They say misery loves company, and while I wouldn’t go so far as to say these challenges are causing field service leaders
misery, I would say they are causing their fair share of stress and probably some sleepless nights. So take solace in the fact
that you aren’t alone in your struggles — your peers are up against the same challenges you are, and are alongside you in
the trenches looking for ways to conquer them.
What strikes me most about the challenges field service organizations are facing today is how interconnected they are.
When you read through the top challenges of our survey respondents, you begin to think about how one really ties in with
the next. This in and of itself is a challenge because it can make it
difficult for service organizations to determine a strategy for tackling
one problem at a time and then identify the best solution for doing so.
However, it is important to get to a point where you can evaluate both
The Top 5 Challenges
the interconnectedness and the singular impact of these different areas
because, while related, different factors can influence each.
OPTIMIZING EFFICIENCY
The field service leaders who took our survey were asked to rank
some of their top challenges, and the number one challenge, shared by
53 percent of respondents, is ensuring mobile workers are at optimal
efficiency/productivity. I think as long as I’ve been at Field Technologies
that has been the number one challenge — and I think it remains so
because it is an issue that can be detrimental to the service organization.
CUSTOMER DEMANDS
It is also a pain point that bleeds into a number of other challenges,
including the second biggest challenge on our respondents’ lists —
meeting growing customer demands/expectations (at 46 percent).

53%
46%

These top two challenges really illustrate the interrelatedness of these
issues. You’re going to have a very difficult time making your customers
happy if your field workforce isn’t operating at optimal efficiency and
productivity. That said, again, you need to be able to examine these
issues alone as well as in terms of how they intersect. Efficiency and
productivity can make customers happy (through things like being
on time for appointments, accomplishing first-time fix, and so on),
but there are a number of other factors that will play in to meeting
your customers’ expectations (such as the technician’s demeanor and
knowledge while on-site, how information is shared with the customer,
the ability to self-service, etc.).
The fact that meeting growing customer demands/expectations is the
second biggest challenge makes sense based on what we’ve heard from
field service organizations all year — that they are struggling to keep
up with what their customers want and how they want it. The need
and desire to better understand, incorporate, and meet the customers’
expectations has been a major theme in field service this year. As we
approach 2018, this focus area will only grow in importance.

EMPLOYEE ENGAGEMENT

34%

DECREASING REPEAT TRIPS

30%

REMAINING COMPETITIVE

27%

Next on our respondents’ lists is employee engagement, training, and incentivizing, which 34 percent of respondents list
as a challenge. As field service business models change (from reactive to predictive, from break-fix to contractual, etc.)
to modernize and better meet customers’ needs, organizations struggle with how to successfully bring their employees
on board, and how to teach them to master the new ways of business. This issue again factors in to meeting customer
demands, because a disengaged or frustrated employee isn’t going to help you accomplish that goal. It is also compounded
(Continued on page 6)
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NASM Certification –
Your Key to Service
Management
Success!
NASM Certification
recognizes those individuals
who accomplish a prescribed
level of competence in the
Service Management field.
Some companies also use
NASM certification as
a prerequisite for hiring
Service Managers, and as
a basis for salary increases
and promotion.
NASM offers the only

certification program for
service executives
nationwide.
Three certification levels
are available:
• ASE: Granted for seven
years
• CSM: Granted for
three years
• LCSM: Permanent
certification when it is
achieved
• CSE: Granted for three
years
• LCSE: Permanent
certification when it is
achieved
Each level has specific
requirements and goals.
Go to:

www.nasm.com and click
on “Certification” for more
information on application
procedures.
Don’t delay, take that
next step toward NASM
Certification!

Welcome New Members
Frank Tedescucci, Turf Star, Inc.
Joseph Unruh, Reinders

Shorten Service Windows and Provide
Better Customer Service with Mobile
and Location-based Technologies
(Continued from page 2)

This can provide benefits as simple as avoiding major congestion or accidents and
routing to the next job in the fastest way possible, or it can help the technician
reorder their day based on the weather. As an example, they can plan their day so
that all indoor jobs are planned and routed in the morning while it’s raining, and all
outdoor jobs are planned and routed in the afternoon when it’s dry.
Work order management applications can deliver new plans and jobs
directly to the field service tech without requiring them to return to the
office.
The jobs can be prioritized and routed based on direction from the home office and
delivered directly to the app. And not all workers/vehicles return to the home office
at the end of each day – this technology allows for a full plan to be disseminated
without requiring that extra time and travel – allowing work to get done faster with
less wear and tear on vehicles.
Worker Progress — Much of customer service satisfaction is based on
expediency.
No one likes hearing that help will arrive in a window between noon and 5:00 PM.
Location-based fleet management technology can notify the home office when a
technician has left one job and is on their way to the next, which then allows them
to notify the customer that a technician is on their way and their ETA. Similarly,
work order management technology allows those technicians to update their
progress throughout the day, and provides insight into how they are performing
to the plan for the day. This empowers the back office with information to keep
customers up to date for when they can expect service.

The Future
These are just a few ways that current mobile and location-based
technologies help shorten the service window and help businesses
provide better service to their customers.
This technology is evolving – quickly – and service-oriented companies should
take the time to investigate how these technologies will help their business now,
and how they will revolutionize customer service in the years to come.
Telogis
A Verizon Company
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2018 Events

Note: Dates and locations are subject to change.
Field Service Medical 2018
February 26-28, 2018, Hilton La Jolla – Torrey Pines, CA
www.FieldServiceMedical.com
Field Service USA 2018
April 17-20, 2018, JW Marriott Desert Springs Resort & Spa – Palm Springs, CA
www.fieldserviceusa.com
Field Service East 2018
September 25-27, 2018 – Omni Amelia Island Plantation Resort – Florida
www.fieldserviceeast.com

NASM 2018 Business / Board Meeting Schedule*:
Business/Board meetings are monthly teleconferences (1-800-630-9030,
pass code 4616060#), unless otherwise noted. Typical meeting dates are
scheduled for the fourth Tuesday of each month, starting at 10:00 a.m.
central.

January 23, 2018 . . . . . . 
February 27, 2018 . . . . . 
March 27, 2018 . . . . . . . 
April 24, 2018 . . . . . . . . . 

10:00 a.m. (cst)
10:00 a.m. (cst)
10:00 a.m. (cdt)
10:00 a.m. (cdt)

* With some exceptions, there will be face-to-face meetings that coincide with
other NASM events. The face-to-face meetings will have available phone-in to the
teleconference for those unable to attend.

Articles for NASM
Newsletter
NASM publishes the
newsletter quarterly.
Please submit articles/
information to Ken Cook,
Ken Cook Co.
(kenc@kencook.com).

Deadlines are:
November 15
for the December issue
February 15
for the March issue
May 15
for the June issue
August 15
for the September issue

Join NASM
Become a member of
NASM and gain many
valuable benefits:
• Quarterly newsletter
• Certification
recognition program
• Networking
• Spring and fall events
• Golf outing
• Education programs
Visit our website:

www.nasm.com
and click on the “About” tab.

What Have We Learned?
(Continued from page 1)

And so this is Christmas and what have we done
Another year over, a new one just begun
— John Lennon

So hug your friends, kiss your family and tell the people in your world that you
love them and care for them. Let us be the change we want to see in our world and
in other people.
Roger Henson
RHensonDFW@aol.com

What’s on Your
Reading List
Please take a moment to
think about what you’ve
read lately that would be
of interest to your fellow
NASM members. Be sure
to include the complete
title, author’s name, a brief
book overview and where
it’s available. Send your
recommendations to
kenc@kencook.com and
we’ll include them in
subsequent newsletters.

. . . . . . . . . . . . . . . . . . .
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Field Service Shared Struggles
(Continued from page 3)

by the fact that many field technicians are reaching retirement age. As this happens, field service organizations are facing
recruitment issues along with the need to determine how to effectively manage/train/motivate/incentivize a disparate
workforce of older technicians and their millennial replacements simultaneously.
Eliminating repeat trips (i.e., improving first-time fix) is a challenge for 30 percent of our survey respondents, which again
ties in with both the efficiency/productivity and customer expectation challenges. This metric, however, needs to be able to be
examined on its own because many issues can factor in to the reason a first-time fix isn’t achieved.
Twenty-seven percent of respondents cite remaining competitive in their industry as a big challenge, which makes sense as the
industry as a whole is modernizing to address customer demands. This modernization includes the shift in perception of service as
a strategic initiative, the move to create new streams of service revenue, and the use of technologies to better meet customer needs.
Finally, 25.5 percent of survey respondents are having issues with standardizing processes/technology among multiple
operating locations. Not only is the standardization of processes and technologies difficult, when it’s combined with the
transformation of the business model as well, this challenge is significantly compounded.

Field Service Leaders Share Their Challenges

“My three biggest
challenges are dealing with
legacy systems, managing
data, and balancing
multiple priorities.”
– Johnny Johnston,
National Grid

I asked a handful of field service leaders to share some
anecdotal perspective with us for this issue so that we can
see how it stacks up against the survey data. The first is Jack
Rijnenberg, director of global customer service at MarkemImaje (Markem-Imaje is a Dover Corporation company
that specializes in printing and marking technology. The
company operates in 30 countries direct, employs more
than 3,000, and has a team of 700 field technicians). “Our
company’s current biggest challenges are improving our
service response times, hitting our service profit margin
targets, and standardizing our processes and technologies
across 30 countries,” Rijnenberg shares. I interviewed
Rijnenberg not long ago about Markem-Imaje’s global
standardization, and thinking about that degree of a process
and technology transformation is really intense.

Chris Smith, VP of service innovation at Otis Elevator (the
world’s largest manufacturer and maintainer of peoplemoving products, including elevators, escalators, and moving
walkways), says that “our two biggest challenges are scale
and scope. Scale because we approach change across a global team of mechanics. For instance, right now we’re deploying a
common mobility platform and apps to our global team of mechanics, while continuing to maintain the 2 million units in the
Otis service portfolio. Scope in the sense that our investments are about more than just mobility — it’s about new, common
service tools, connectivity, and using data to service customers in an entirely new way.” What Smith is saying aligns with what
I alluded to earlier — the magnitude of this type of change isn’t so much the introduction of a new technology or tool, but in
the shift in mindset you’re asking of your workforce as you migrate to a brand-new way of providing service.
Johnny Johnston is the SVP of business enablement at National Grid (one of the world’s largest investor-owned energy
companies). “My three biggest challenges are dealing with legacy systems, managing data, and balancing multiple priorities,”
he says. The issue of juggling multiple priorities — often competing priorities — is something I hear often from field service
leaders I speak with. It can be difficult to strike an appropriate balance between determining your organization’s path to
innovation and growth (which can mean a bevy of projects) and keeping day-to-day operations running smoothly.
(Continued on page 7)
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Source: Microsoft

Transforming Field Service
Through IoT

Like everything else in the digital world, the Internet of Things (IoT) has evolved.
It’s no longer just a futuristic-sounding catchphrase. It’s become something businesses need to start planning for,
particularly when it comes to field service. The reason? Field service management and IoT are deeply intertwined.
Businesses need flexible cloud-based solutions that add, extend, and integrate technologies, with the agility to adapt
and innovate.
Azure is a large, flexible, public cloud station that opens up powerful opportunities and delivers the broad range of
benefits needed for businesses requiring complex global IoT and/or distributed resources. You can also empower your
people and drive service excellence by leveraging the advanced capabilities of IoT, machine learning, and the connected
field services platform from Microsoft.

Field Service Shared Struggles
(Continued from page 6)

T. Scot Harnish is the senior manager of field services at FedEx Office. Harnish echoes Johnston’s woes of trying to do too
much at once. “Some of the struggles I’m facing are obtaining funding for projects, gaining cross-department support for
implementations, and finding time to accomplish all I have on my plate,” he says.
Kevin Chlopecki is the VP of service operations for Konica Minolta Healthcare Americas (Konica Minolta, Inc., is a large
Japanese technology company headquartered in Tokyo, serving over 150 countries worldwide. Konica Minolta Healthcare
Americas, Inc., headquartered in Wayne, NJ, is focused on imaging technologies including digital radiography, ultrasound,
healthcare IT, and service solutions). “My biggest struggle currently is dealing with the lack of single-source, cost-effective
technology solutions,” he says. For field service leaders already taxed with trying to accomplish so much, having to piece
together point solutions to accomplish their objectives can be very frustrating.

Publishing Provided by:

Ken Cook Co.
9929 W. Silver Spring Dr. • Milwaukee, WI 53225
Telephone - (414) 466-6060 • Fax - (414) 466-0840
E-mail - info@kencook.com • Web - www.kencook.com

NASM • P.O. Box 250796, Milwaukee, WI 53225 • Telephone: 414.466.6060, press 7 for NASM
Fax: 414.466.0840 • www.nasm.com
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NASM Board of Directors 2017
Election Results April 28, 2017
President
Brian Stringer
Manager – Technical Support
John Deere Construction and Forestry
Division
John Deere Dubuque Works
18600 S. John Deere Rd.
Dubuque, IA 52001
Tel: 563/589-6278
E-mail: stringerbrians@johndeere.com
Vice President
Greg Swiderski
Global Director, Technical Development
Komatsu Mining Corp. Group
4107 W Orchard Street
Milwaukee, WI 53215
Tel: 414/671-7490
E-mail: greg.swiderski@mining,komatsu.com
Secretary
Ken Kreuscher, CSE
Corporate Director of Service
ThermalRite, Inc.
156700 37th Avenue North
Plymouth, MN 55446
Tel: 920/545-5145
E-mail: kenk@crowntonka.com
Treasurer
Kenneth J. Cook
President and CEO
Ken Cook Co.
9929 W. Silver Spring Dr.
Milwaukee, WI 53225
Tel: 414/466-6060 x200
Fax: 414/466-9275
E-mail: kencook@kencook.com

Past President
Walt Gasparovic
President
The Gasparovic Group, Inc.
1655 N. Belmont Court
Arlington Heights, IL 60004
Tel: 888/818-3131
Web: www.gasparovic.com
E-mail: wgasparovic@gasparovic.com

Directors
Dion Zigler, CSM
Service Manager
Jerry Pate Turf & Irrigation
301 Schubert Drive
Pensacola, FL 32504
Tel: 850/479-4653
E-mail: dzigler@jerrypate.com
John Beel
Fixed Operations Director
K.C. Summers, Inc.
117 South 19th Street
Mattoon, IL 61938
Tel: 217/234-8863
E-mail: john_beel@kcsummers.com

Patrick Smith, CSM
Manager, Service Systems
The Toro Company
8111 Lyndale Ave., South
Bloomington, MN 55420
Tel: 952/887-8226
E-mail: patrick.smith@toro.com
Terry Ditsch
VP Product Service
Echo Incorporated
400 Oakwood Road
Lake Zurich, IL 60047
Tel: 847/550-2123
E-mail: terry_ditsch@echo-usa.com
Steve Meyer
Director of Marketing & Sales
Almon, Inc.
W223 N797 Saratoga Drive
Waukesha, WI 53186
Tel: 262/548-1360
E-mail: smeyer@almoninc.com
Legal Counsel
Alfred C. Lutz, Esquire, LCSE
Legal Counsel, NASM
314 S. 7th Street, #190
Klamath Falls, OR 97601
Tel: 530/398-4143
E-mail: alutz2010@gmail.com

Chairperson Finance Committee

Visit www.nasm.com

TM

P.O. Box 250796

Milwaukee, WI 53225-6512
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