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Strategy for Service and Maintenance

* Your Companies product decisions will impact your ability to do service and maintenance
* Parts and smarts jobs don’t give you service opportunities
¢ Margins:

* Monitoring 100% GP

* Daily Service 45% GP
* Inspections 35% GP

* How to get proprietary products
« Certifications needed, cost of training to keep certificates up to date

Field work force must embrace 24/7 service

Maintenance Contracts: Gold, Silver, Bronze

Jerry Hein
President
ECSI System Integrators

* Sub out generator, security and fire alarm monitoring

NECA 2023 SERVICE AND MAINTENANCE CONFERENCE

Ari¥idnLeg

FOR REFERENCE OF 2023 NECA SERVICE AND MAINTENANCE CONFERENCE ATTENDEES ONLY



NECA 2023 SERVICE AND MAINTENANCE CONFERENCE

Bridging Technology to the Customer

Brian Morales

CEO
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Bridging Technology to the Customer

Partner with Utility, Manufacturers and | o denend et
: A diverse set of value propositions exist depending on the charging
Government Agencies point sector

Talk the language of the CFO when discussing
building upgrades.

Charging point sectors. Value propositions.

ot siops
Value to the Owner's client may mean value to —
the Owner. anamale
Why would they choose you instead of their & e
existing electrician? P

can generate new revenue streams through
energy sales, data partnerships, advertising and
maintenance plans.

Provide convenience for guests and patrons that [
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President
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Service Mindset

* What is service?
« Doesn't matter what the work is, what matters is how you
approach it.

» Customer vs Client
* Price vs Trust
< Transactional vs. Relational
« Short term vs Long term

» The most successful service companies are true
partners with their clients.
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Service Mindset

» Every day is different
* No ordinary days
» 1000's of clients = 1000's of different expectations

* Do you have the stomach for it?
« Is service in your DNA?
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Service Culture

* Mission, Vision, Values
* Mission = Why. Why do you do what you do?
* Vision = What. What does success look like?
» Values = How. How your entire team will do what you do.

* Build a culture that is desirable for both clients and team.

» Brand Everything
« Clients won't call again if they don't remember who you are.
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Service Culture

* Finding the right personalities
 Confidence is different than arrogance
« Construction culture vs service culture

* Spoil your team
* Unhappy team members DO NOT make for happy clients
* Care for them then show them that you care!
* Treat them like your first crush!
* Vans and tools are important
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Technology Advancements
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Vice President
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Technology Advancements
FIELD DATA FORMS

Before (Handwritten) After (Laptops / Excel / Word)
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Technology Advancements
SCHEDULING

Before (White board at office) After (Everywhere — Google Sheets)

Technology Advancements
SAFETY AUDITS

Before (Handwritten)

Crew Audit

After (Everywhere — Quickbase)

2020 YTD Utility Division Statistics YTD Comparison Data

Crew Visits for Week Ending: _3/29/2020
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Technology Advancements
TIMESHEETS , RECAPS , EXPENSES

Before (Handwritten) After (Everywhere — Quickbase)

JOB RECORI

E AND MATERIAL Wo N0, T 7552
JoB_FLUENCE ENERGY. o rhi
LOCATION _FALL BRoox Ress DATE: _G/24 /7022
ADDRESS__|{0S £, MisSioN RoAD, FAUBRook , A 9202% DAY.__FRIDAY.

HT: Timesheets | Pending Timesheets Awaiting My Approval MAY-26.2023 2:10 AM
EMPLOYEE NAME AND CLASSIFICATION EQUPT. NAVE 8 NO. A AT
CUASEN TEDDER — EE $-70 YO T e i
4 TESTING PROGRAM / WORK PERFORMED:
ATTewnep meUes <o Discuss PLoGRESS | ScleRuicS AVD SroPC
Lofoté PlofosALs foR out of Scofl liol¥, EMNLEDP SETUMCC P(SCLePANCICT
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Technology Advancements
MARKETING
Before (Flyers) After (Everywhere — Website)

Hampton Tedder Electric Company
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HAMPTON TEDDER
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