
  June 13th – 15th, 2016  
   MARRIOTT MARQUIS, SAN FRANCISCO, CA 

 1 

MONDAY, JUNE 13 
 
2nd Level  

1:00pm - 6:00pm ServiceMax User Group (Customers only) – Foothill F 

1:00pm - 10:00pm CSO Summit (Invitation only) – Foothill E 

 
Lower B2 Level  

4:00pm - 8:00pm Registration Open – North Registration, Yerba Buena Gallery 

4:00pm - 8:00pm Customer Training Center Open – Yerba Buena Gallery 

6:00pm - 8:00pm Welcome Reception and Tools & Technology Showcase – Salon 9 

   
TUESDAY, JUNE 14 
 
7:15am - 5:30am Registration & Information Desk Open – North Registration, Yerba Buena Gallery 

7:15am - 8:30am Customer Training Center Open – Yerba Buena Gallery 

7:30am - 8:30am Breakfast in the Tools & Technology Showcase – Salon 9 

8:30am - 9:45am The Future of Field Service is Now – Salon 7-8 
Unprecedented innovation, new economic truths and other fundamental changes in many industries have disrupted how different groups within companies spawn 
competitive advantages and these days, transform or get left in the jet stream of change. Service organizations are being forced to adapt to new strategies, 
increase the focus on revenue and interact with customers differently. Those that wait to leverage actionable data from IoT and use technology as a way to drive 
service revenue may find their competitors already have. Join ServiceMax CEO Dave Yarnold and customers from GE Healthcare, UTC and McKinley Equipment 
as they explore how companies are responding to these industry forces to derive strategic business value from field service. 

Speaker: Dave Yarnold, CEO, ServiceMax 
Guest Speakers: David Elario, VP & GM, Service Operations, GE Healthcare, Daphne Jones, Sr. Executive & CIO of Imaging and Global Services, GE Healthcare 
and Dave Carevich, Director Business Development, McKinley Elevator 

9:45am - 10:30am Disruptive Thinking: Fostering a Culture of Game-changing Leadership – Salon 7-8 
To compete today in a fast-changing world, businesses need a steady stream of disruptive strategies and unexpected solutions to stay ahead of the game—
solutions that revive stagnant markets or completely reinvent the competitive dynamics of an industry. Disruptive Thinking is about fostering a culture of innovation 
leadership that provides the framework and motivation to generate those strategies and execute those solutions. It is an essential skill for any business leader, from 
a small start-up to a global corporation, with the desire to transform organizational processes and behaviors, and ask, “Why hadn’t we ever thought about our 
business and culture this way before?” 

Speaker: Luke Williams, Professor & Author, New York University's Stern School of Business 
10:30am - 11:15am Break, Tools & Technology Showcase – Salon 9 

10:30am - 5:30pm Customer Training Center Open – Yerba Buena Gallery 
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11:15am - 12:00pm Driving Digital Transformation from the Field: Achieving Field Service Excellence in a Customer-Centric World – Salon 7-8 
The future of Field Service is Now, building on momentum gained during the past decade as companies have adopted the 3rd Platform to transform their 
businesses. But the elephant in the room remains how to bring this digital transformation to your field service efforts, leveraging mobile, cloud, connected products 
and even augmented reality to deliver service excellence to customers. Join IDC's Heather Ashton, leader of IDC Manufacturing Insights’ Service Innovation and 
Connected Products practice, to understand how the rise in customer centricity is driving companies to adopt field service best practices and embrace new 
technologies. Heather will identify where market adoption currently is for field service and the technologies that support its transformation, sharing best practices 
and IDC research along the way. 

Speaker: Heather Ashton, Research Manager, IDC Manufacturing Insights 
12:00pm - 12:45pm Customer Panel: Different Paths to the Same Objective – Delivering True Customer Satisfaction – Salon 7-8 

The proverbial better mousetrap isn’t the only thing you need to impress and grow your customer base. Companies have long known that a competitive advantage 
is born from a customer’s experience – and where loyalty is made or broken. In this panel moderated by ServiceMax Chief Operating Officer Scott Berg, hear from 
BectonDickinson, Schneider Electric, and MilliporeSigma about how they’re leveraging cloud and mobile technology, IoT, data and analytics to turn their field 
service operations and those interacting directly with customers into a strategic powerhouse of loyalty. 

Moderator: Scott Berg, COO, ServiceMax 
Guest Speakers: Stephen McPhee, Head of Service, MilliporeSigma, Tony Wells, Sr. VP Marketing, North America, Schneider Electric and Don Davis, Executive 
Director WW Service, BD 

12:45pm - 1:30pm Lunch in the Tools & Technology Showcase – Salon 9 

1:30pm - 5:30pm Tools & Technology Showcase Open – Salon 9 

1:45pm - 2:30pm Breakout Tracks: 

 PRODUCTS & STRATEGY 
bb     

Salon 10-12 

Success with ServiceMax: 
Integrate, Deploy & 
Transform 

Join Anne Marie Berger, 
Managing Partner at 
ForeFront, for an informative 
best practice discussion 
covering top tips for your 
cloud strategy, ideas for 
evaluating your service 
process, and how to 
approach systems integration. 
Anne Marie will tap into 
experiences working with field 
service leaders such as GE 
Aviation, Bayer, Lutron, and 
others to share lessons 
learned through large global 
rollouts of ServiceMax.  
ForeFront is a Gold global 
ServiceMax certified 

VALUE OF FIELD SERVICE 
b 

Salon 13-15 

Oh the Places You'll Go!... 
On your Service 
Transformation 

Transforming your service 
organization can help your 
company increase its 
competitiveness and 
profitability. Learn about new 
tools and best practices to 
help you realize where you 
are along the service maturity 
curve (including industry 
benchmarks), prioritize where 
you want to go, and begin to 
develop your plan to get 
there. Key to any business 
case, these tools and 
approach will help companies 
in initial phases as well as 
those in expansion or 
continuous improvement 

SERVICE OPERATIONS 
EXECELLENCE 

Salon 3-4 

Creating Cross-Functional 
Alignment for Deployment 
Success 

You hire the best people, 
select the best software… 
how do you continue down 
the road to a successful 
implementation? Join us for a 
real-life discussion of several 
tools available to you to help 
better understand what is 
needed to create an 
environment positioned for 
excellence. 
 
We encourage you to review 
and complete the online 
questionnaire prior to 
attending the session to see 
how you compare to your 
peers. ServiceMax’s Allan 

INSIGHTS & BUSINESS 
OUTCOMES 

Salon 5-6 

How Medtronic Uses Data 
to Sell Services  

Informed and empowered 
field service 
technicians/engineers can be 
your engine for growth. Join 
us to explore the ways field 
service data can help you sell 
more services. We'll cover 
"low hanging fruit" (such as 
visibility into expiring 
contracts and warranties), 
emerging trends (such as 
using machine data to predict 
when replacements or 
refurbishments will be 
needed), and everything in 
between. 

Speaker: Victor Colbrese, 
Service Manager, Medtronic 

SYSTEM PERFORMANCE & 
INTEGRATION 

Salon 1-2 

Technology Secrets of 
Connected Devices - A 
primer on IoT Technologies 
by McKinley Elevator 

You have the Internet and 
you have the "things" – now, 
you can start to unlock the 
potential of connected 
devices with this session that 
gives you the fundamentals of 
IoT technologies. From 
sensors and device 
management to data 
collection, analytics and 
integration, join our IoT 
experts as they define the 
infrastructure you need to 
take advantage of the field 
service future, today.  

Speakers: Dave Carevich, 
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consultant that has extensive 
experience implementing and 
integrating ServiceMax 
technology to transform field 
service organizations. 

Speaker: Anne Marie Berger, 
Managing Partner, ForeFront 

phases. 

Speaker: Patrice Eberline, VP 
of Global Customer 
Transformation, ServiceMax 

Alexopulos, VP of Strategic 
Services, will host this 
discussion on program 
governance and how best to 
leverage available tools along 
your journey.  

Speakers: Richard Dean, VP 
of IT for Building Efficiency 
EMEA and Latin America, 
Johnson Controls and Allan 
Alexopulos, VP of Strategic 
Services, ServiceMax 

Director of Business 
Development, McKinley 
Elevator and Leo Rota, 
Enterprise Practice Manager, 
ServiceMax 

  

2:45pm - 3:30pm Breakout Tracks: 

 PRODUCTS & STRATEGY 
bb 

Salon 10-12 

Gain Business Insight with 
Field Service KPIs  

Are you able to easily align 
metrics to your business 
process or compare 
performance consistently 
across regions? Do you 
wonder if you're tracking all 
the right KPIs accurately? 
Service Performance Metrics 
is a calculation engine that 
provides the first configurable 
set of KPIs for field service 
business insights. Join Amit 
Jain, Director of Product 
Management, to meet the 
metrics and see a live demo 
of the newest ServiceMax 
product. It's never a mistake 
to take away tips that can 
improve revenue and 
efficiency! 

Speaker: Amit Jain, Director 
of Product Management, 
ServiceMax 

VALUE OF FIELD SERVICE 
b 

Salon 13-15 

A Practical Guide to 
Outcome Based Business 
Models and Service 
Innovation 

We believe that Manufactures 
must compete through 
services and service 
innovation to survive in the 
new economy. Mark and Joe 
explore how to make a step 
change in customer intimacy, 
operational service 
excellence and product as a 
service through the 
successful exploitation of 
ideas or to put another way 
"innovation = theoretical 
conception + technical 
invention + commercial 
exploitation" 

Speakers: Mark Homer, VP of 
Global Customer 
Transformation, ServiceMax 
and Joe Kenny, Sr. Director 
of Global Customer 
Transformation, ServiceMax 

SERVICE OPERATIONS 
EXCELLENCE 

Salon 3-4 

The Secret Weapon for 
Customer Satisfaction: 
Service Supply Chain & 
Parts Management 

Traditionally the service 
supply chain has been viewed 
as a cost center for many 
companies in the past. Today, 
companies are shifting 
business models along with 
customer expectations and 
evolving their service supply 
chain and spare parts 
management approach. Join 
us and share how your own 
companies are defining a 
more strategic role in order to 
help differentiate in their 
markets, drive improved 
customer satisfaction, and 
increase their service 
margins. 

Speaker: Ken Remington, Sr. 
Director Sales Enablement, 
ServiceMax 

INSIGHTS & BUSINESS 
OUTCOMES 

Salon 5-6 

Risks & Rewards: IoT & 
Data Security  

The Internet of Things (IoT) is 
reshaping the way we deliver 
field service. But with all 
these connected devices, 
how do I mitigate the risks of 
a data breach or worse? Join 
us to understand the risks, 
and the actions you must take 
to ensure the safety of your 
customer's valuable data and 
equipment.  

Speaker: PTC 

SYSTEM PERFORMANCE & 
INTEGRATION 

Salon 1-2 

Increasing Technician 
Performance & Motivation 
at Westmor Industries 

In this unique session, hear 
from your peers what key 
performance indicators (KPIs) 
they are using to measure 
technician/engineer 
performance, and how they 
motivate their techs to go 
above and beyond to delight 
customers. We'll also share 
motivation and satisfaction 
feedback/data from The 
Service Council's recent 
technician survey. 

Speakers: Mark Kragenbring, 
Field Services Operations 
Manager, Westmor Industries 
and Sumair Dutta, Chief 
Customer Officer, The 
Service Council 
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3:45pm - 4:30pm Roundtable Discussions: 
 • Building a Better Customer Experience through Digital Disruption (sponsored by Accenture) 

• Talent & the Aging Workforce 
• General System Administration  
• Field Service University  
• Creating a Bundled and Outcome Based Services Model (sponsored by Software AG) 
• Fleet Management: Managing to the Metrics (sponsored by Fleetmatics) 
• Automation & Cognitive Intelligence (sponsored by Wipro) 
• Mobile Learning Platforms to Transform Knowledge Sharing (sponsored by Inkling) 
• Life Science & Medical Devices  
• Industrial Manufacturing 
• Residential and Commercial Services 

	

4:45pm - 5:30pm Breakout Tracks: 

 PRODUCTS & STRATEGY  
bb 

Salon 10-12 

Creating the Best Offline 
Mobile Experience for 
Today's Engineer 

Discover a new era of field 
service apps for ServiceMax. 
With the ability to easily 
conduct and debrief all of 
their work without internet 
connectivity, ServiceMax 
technicians are uniquely 
equipped to increase revenue 
and productivity. We share a 
new multiscreen strategy for 
delivering these proven apps 
on iPad, Windows hybrids 
and Android tablets, and a 
redesigned interface for 
Windows laptops. Explore 
new features like redesigned 
checklists and easier 
troubleshooting, and learn 
how our sync technology 
roadmap provides even faster 
performance.  

Speakers: Randy Reynolds, 
VP of Product Marketing, 
ServiceMax and Chris Wada, 
Sr. Director of Product 
Management, ServiceMax 

VALUE OF FIELD SERVICE 
b 

Salon 13-15 

Aligning the CSO & CIO 
with the CEO's strategy 

If Chief service officers are 
from Mars and Chief 
information officers from 
Venus, how do you go about 
Universal value alignment as 
part of your business 
strategy? Using examples 
from two different 
perspectives we explore 
business growth, profit and 
risk, and discuss the creation 
of new business models by 
blurring the digital and 
physical service world. In 
understanding the challenges 
and goals of the CIO, service 
leaders can adjust their 
communication styles to 
embrace CIO's as part of their 
digital service strategy. 

Speakers: Mark Homer, VP of 
Global Customer 
Transformation, ServiceMax 
and Joe Kenny, Sr. Director 
of Global Customer 
Transformation, ServiceMax 

SERVICE OPERATIONS 
EXCELLENCE 

Salon 3-4 

Lutron Electronics: 
Leveraging the Service 
Profit Chain Framework 

Product and manufacturing 
companies working to grow 
their service businesses 
recognize there are unique 
challenges that require 
different ways of thinking. The 
Service Profit Chain is a 
framework for service 
business owners to use in 
facing these unique 
challenges, but how do you 
practically use it? The Lutron 
Services Company will share 
some best practices it has 
employed in recent years to 
leverage the tool to grow 
service, sales, quality and 
employee satisfaction...all 
resulting in double digit 
growth over the past three 
years. 

Speaker: Andrew Johnson, 
Services Marketing Designer, 
Lutron Electronics 

 

INSIGHTS & BUSINESS 
OUTCOMES 

Salon 5-6 

Tips & Tricks for Creating 
ServiceMax Reports 

Your field service data is a 
goldmine of actionable data 
for not only your own service 
team, but also finance, 
product quality, and more. If 
you are looking to add a few 
new reports to your 
deployment, this step-by-step 
session is for you. 

Speakers: Michael Lawlor, Sr. 
Director, Technology 
Services, Mindray, Diane 
Casini, Manager Service 
Operations, Mindray North 
America and Dawn Plakson, 
Global Delivery Center 
Director, ServiceMax 

SYSTEM PERFORMANCE & 
INTEGRATION 

Salon 1-2 

IT Success: Customers 
Integrating to Oracle and 
SAP 

Field service organizations 
accross all industries do it– 
integrate SAP and Oracle to 
ServiceMax. They not only 
gain efficiencies in 
operational performance, but 
also acheive deeper visibility 
throughout their 
organizations. Come, hear 
from our customers and learn 
from their integration success. 
If you currently have an 
integration project running or 
are considering one, you 
won't want to miss this 
session. 

Speakers: Bobby Culbertson, 
Software Developer, Westmor 
Industries and Roberto Millan, 
IT Manager & Center of 
Excellence Leader, BD 
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6:00pm - 10:00pm Field Service Stars Party – City View, 135 4th Street, #4000, San Francisco, CA 94103 

 
WEDNESDAY, JUNE 15 
 
7:15am - 3:00pm Registration & Information Desk Open – North Registration, Yerba Buena Gallery  

7:15am - 8:30am Customer Training Center Open – Yerba Buena Gallery  

7:15am - 8:30am Breakfast in the Tools & Technology Showcase – Salon 9  

8:30am - 9:45am Keynote: ServiceMax Products Powering Field Service for Today and Tomorrow – Salon 7-8 
ServiceMax senior vice president in charge of products, Rei Kasai, will discuss in his keynote the innovations delivered by the recent releases of the ServiceMax 
platform such as IoT integration and Service Performance Metrics. Rei and his team will showcase the key innovations in live demonstrations and discuss our 
upcoming plans by reviewing the product roadmap and strategy. 

Speaker: Rei Kasai, SVP Products, ServiceMax 
9:45am - 10:30am Vision Showcase: Technology Shaping the Future of Service – Salon 7-8 

In this session, ServiceMax Co-Founder and Chief Strategy Officer Athani Krishna will share his vision of the future of field service management. He will discuss 
how leading-edge technologies such as drones, big data analytics and augmented reality expand the capabilities of Field Service Management. He will be joined on 
stage by ServiceMax partners, represented by Chris Anderson from 3DR Robotics, Sean T. Riley from Software AG, and Andy Timm from PTC Vuforia, who will 
showcase their innovations integrated with the ServiceMax platform. 

Speaker: Athani Krishnaprasad, Co-Founder and CSO, ServiceMax 
Guest Speakers: Chris Anderson, CEO, 3D Robotics, Sean T. Riley, Global Industry Director, Software AG and Andy Timm, VP Technology Platform, PTC Vuforia 

10:30am - 11:15am Break, Tools & Technology Showcase – Salon 9  

11:15am - 12:00pm Breakout Tracks:  

 PRODUCTS & 
STRATEGY  
bbbbbbbbbb 

Salon 10-12 

Deliver Exceptional 
Service with Schedule 
Optimization 

What happens when 
you need to dispatch 
100 field engineers, or 
1000 or more? As 
complexity rises, we 
humans need a bit of 
assistance juggling 
technician locations, 
skill sets, breaks, 
expertise, priority 
customers, and situation 

PRODUCTS & 
STRATEGY 
bbbbbbbbbb 

Foothill F 

It’s Not About 
Collaboration: Why 
Messaging Is Huge for 
Field Service Workers 

Discussions about 
enterprise collaboration 
generally revolve 
around things like 
productivity, 
collaboration, 
connectivity, or even 
social networks around 
work. But this constant, 
chat-room style flow of 

VALUE OF FIELD 
SERVICE 
bbbbbbbbbbbb 

Salon 13-15 

Ensuring Success 
Through Change 
Management & 
Adoption Planning 

Implementing a new 
technology is not just 
implementing the 
technology. The most 
important part of 
planning for and 
managing the change 
within your organization 
is to ensure strong user 
adoption of the new 

SERVICE 
OPERATIONS 
EXCELLENCE 

Salon 3-4 

How Luminex 
Developed a Customer 
Centric Culture 

Technicians are the face 
of your company to a 
customer, and often are 
the first in the door to 
repair equipment. But 
did you know that 
technicians are your 
best kept secret in the 
company to help drive 
revenue, uncover 
growth opportunities 

INSIGHTS & 
BUSINESS 
OUTCOMES 

Salon 5-6 

Measuring Field 
Service Success at 
MilliporeSigma 

ServiceMax customer 
MilliporeSigma (a 
business of Merck) has 
more than 300,000 life 
science products and 
services customers in 
67 countries worldwide. 
Hear about the KPIs 
they use to drive their 
field service success, 
including financial, 

SYSTEM 
PERFORMANCE & 
INTEGRATION 

Salon 1-2 

Inspecta’s Mobile Data 
Strategy with 
Marketplace Partner 
GoFormz 

ServiceMax is the go-to 
solution to manage your 
day-to-day service 
delivery operations. 
And, when your field 
service team needs that 
extra, critical service 
capability, the 
ServiceMax 
Marketplace is the one-
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severity. That's where 
schedule optimization 
comes in. Join Paul 
Littlefield, Sr. Director of 
Product Management, 
for an overview and 
demo of ServiceMax 
schedule optimization 
and how it can help you 
efficiently and cost-
effectively dispatch 
technicians, maximize 
utilization, and keep 
your most valuable 
customers happy.  

Speaker: Paul Littlefield, 
Sr. Director of Product 
Management, 
ServiceMax 

information doesn't work 
for field service workers. 
This talk will focus on 
how the future of 
communication in field 
service is actually in 
enterprise messaging, a 
new technology that can 
deliver the right 
information where it's 
needed, when it's 
needed to anyone in a 
company's workforce. 
Enterprise messaging is 
a simple, secure and 
powerful platform to 
make sure these new 
information workers are 
empowered to delight 
customers. 

Speaker: Stacey 
Epstein, CEO, Cotap 

solution and maximize 
your investment. In this 
session you will learn 
how to plan for and 
deliver successful 
change in your 
organization and 
understand how to put 
in place the right change 
management processes 
and techniques to drive 
user adoption and 
value. 

Speaker: Michael 
Horsley, Customer 
Success Manager, 
ServiceMax 

and increase customer 
service? Most 
importantly, they can 
help drive customer 
satisfaction, leading to a 
cultural shift in field 
service. Join this 
session to see how 
Luminex has 
transformed the role of 
the technician into the 
‘solution provider for all 
things Luminex.’ 

Speakers: Steve Nava, 
Director of Field Service 
Americas, Luminex 
Corporation and Mark 
Homer, VP of Global 
Customer 
Transformation, 
ServiceMax 

customer and quality 
insights. 

Speaker: Stephanie 
Jackson, Area Service 
Manager, 
MilliporeSigma 
 

 

stop shop for carefully 
curated software and 
service providers that 
extend and integrate to 
ServiceMax. Our 
Marketplace partner, 
GoFormz will present 
with joint customer, 
Inspecta to highlight the 
success an enterprise 
integration project can 
have with a one-of-a-
kind solution for data 
collection. 

Speakers: Rob 
Brewster, VP of Sales, 
GoFormz and Perttu 
Immonen, Business 
System Manager, 
Inspecta 

       

12:00pm – 1:00pm Lunch Session: MaxChoice Awards Luncheon – Salon 7-8  

1:15pm – 2:00pm Breakout Tracks:  

 PRODUCTS & 
STRATEGY 
bbbbbbbbbbb 

Salon 10-12 

Workshop: How to Get 
Started with 
Connected Field 
Service 

Participate in an 
interactive forum for 
companies considering 
a connected products 
strategy. Michael 
Anderson, Sr. Director 
of SLM Solution 
Management at PTC 
and Thurman Keene, 
Director of Strategic 
Alliances at ServiceMax, 
share their experiences 
helping companies like 

PRODUCTS & 
STRATEGY  
bbbbbbbbb 

Foothill F 

Education Workshop: 
Top 5 Mobile for 
Laptop Tips  

Join our Education 
Services team for 
helpful tips and tricks to 
set up ServiceMax 
Mobile for Laptop and 
empower your service 
technicians and 
engineers who use 
laptops in the field. This 
session will focus on 
training tools and 
curriculum that will give 
system administrators 
the in-depth knowledge 

VALUE OF FIELD 
SERVICE 
bbbbbbbbbbbb 

Salon 13-15 

Workshop: Field 
Service 101 

Have you ever wanted 
others to better 
understand the impact 
of service beyond their 
individual role? Or do 
you work in IT and wish 
there was a Field 
Service 101 course to 
better understand 
service acronyms and 
metrics? Join us for an 
introduction to 
ServiceMax’s Field 
Service University, 
where you and your 

SERVICE 
OPERATIONS 
EXCELLENCE 

Salon 3-4 

Workshop: 
Responding to 
Regulatory Updates in 
Medical Devices  

More than ever, today’s 
medical device 
companies are having to 
quickly adhere to 
updates and 
improvements regarding 
industry regulations. As 
more and more of these 
companies move to the 
cloud, what is the best 
way to take advantage 
of all of benefits that 
cloud solutions provide 

INSIGHTS & 
BUSINESS 
OUTCOMES 

Salon 5-6 

Appirio Workshop: 
The Impacts of Worker 
Experience on 
Customer Experience  

Learn from industry 
thought leaders how you 
can leverage the 
techniques and tools 
behind a great Worker 
Experience to boost 
employee engagement 
and ultimately create 
powerful brand 
advocates. See 
demonstrations of 
what’s possible for 
Worker Experience in 

SYSTEM 
PERFORMANCE & 
INTEGRATION 

Salon 1-2 

Admin Workshop: 
Tips & Tricks for 
Configuring Service 
Flow 

Looking for a service 
delivery process 
change? You can 
update, modify, edit and 
even create to your 
hearts content in this 
hands-on workshop 
dedicated to our core 
ServiceMax platform 
technology – Service 
Flow. You provide the 
service delivery 
challenges and we’ll 
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Elekta and McKinley 
Equipment get started 
with ServiceMax's IoT 
solution, Connected 
Field Service. Join us 
and explore practical 
topics like a device 
sensor strategy, where 
to get the fastest and 
largest return from IoT, 
and how to prove out 
your approach.  

Speakers: Michael 
Anderson, Senior 
Director, SLM Solution 
Management and 
Thurman Keene, 
Director of Strategic 
Alliances, ServiceMax 

they need to be 
successful using our 
mobile laptop app.  

Speakers: Shannon 
Cunningham, Director of 
Education Services, 
ServiceMax and 
Orlando Ramirez, 
Education Manager, 
ServiceMax 

team can gain greater 
understanding on the 
power of service 
metrics, key financial 
statements, trending 
service strategies, and 
impacts and 
connections between 
service and other 
organizations in your 
company. Come for an 
introduction, and see if 
Field Service University 
is right for your 
organization. 

Speakers: Patrice 
Eberline, Vice President 
of Global Customer 
Transformation, 
ServiceMax and Daniel 
Brabec, FSU Content 
Manager, Global 
Customer 
Transformation, 
ServiceMax 

AND remain compliant? 
Medical Device QSR 
Regulatory Compliance 
and Product 
Identification using UDI 
are just a few examples 
of the types of updates 
that require formal 
planning and processes 
that will be discussed in 
this session. 

Speakers: Bryan 
Coddington, VP of 
Cloud Development, 
USDM and David 
Blewitt, VP of Cloud 
Compliance, USDM 

 

the digital age, get 
actionable insights from 
an industry expert, and 
be the first to hear about 
groundbreaking trends 
— all to help you 
innovate and win in the 
ever-changing digital 
landscape. 

Speaker: Harry West, 
VP Service Product 
Management, Appirio 

provide the standard 
transactions, qualify 
criteria, data mappings, 
page layouts, formulas 
and validation advice 
you need to stay flexible 
and successful. 

Speakers: Kevin Dildine, 
Associate Consultant, 
Global Delivery Center, 
ServiceMax and Sandip 
Patel, Sr. Technical 
Architect, Professional 
Services, ServiceMax 

 

	
2:15pm - 3:00pm Breakout Tracks: 

 PRODUCTS & STRATEGY b 

Salon 10-12 

Driving Revenue Growth 
with Tailored Service 
Contracts 

According to Bain & 
Company, industrial 
companies expect service 
revenue to nearly double by 
2020! To effectively drive 
growth, you need an easy, 
automated way to manage 
contracts, warranties and 
preventive maintenance plans 
in your field service solution. 
Join Pei Wong, Director of 
Product Management, for an 
overview of these capabilities 
in ServiceMax and learn how 
to leverage the varied types 
of coverage offerings that 

VALUE OF FIELD SERVICE 

Salon 13-15 

Customer Panel: The Value 
of Field Service 

Field service has typically 
been a means to an end, you 
build something, it’s going to 
break and therefore we need 
people to fix it – right? Wrong 
– Field service can be the 
operational driver, the 
revenue generator, the 
customer delighter and 
perhaps most importantly the 
value deliverer! But how? In 
this session we will talk with 
IT and service leaders about 
what modern field service 
companies are delivering; 
leading the profit charge, 
influencing design decisions 

SERVICE OPERATIONS 
EXCELLENCE 

Salon 3-4 

Best Practices for Service 
and IT Partnerships 

How do field service 
organizations develop and 
present their business case to 
IT to ensure the idea will 
become a reality? Join a 
leading ServiceMax customer 
in this session as they 
discuss how the service and 
IT organizations partner 
together to successfully bring 
ServiceMax to their company 
and support business growth 
year after year.  

Speakers: Michael Majerus, 
Sr. IT Project Manager, 

INSIGHTS & BUSINESS 
OUTCOMES 

Salon 5-6 

Using Big Data & Predictive 
Analytics for Field Service 
Management 

Think about the impact to 
your service organization if 
you could reliably predict 
service needs before they 
become failures/downtime. 
Could it inform staffing levels, 
inventory levels of parts and 
products, preventive 
maintenance frequency and 
more? Are there correlations 
with weather or operating 
conditions you might 
discover? The more data you 
collect, the more accurate you 
predictions will become, but 

SYSTEM PERFORMANCE & 
INTEGRATION 

Salon 1-2 

Security in the World of 
Mobile Device Management 
at Pitney Bowes 

No other job demands the 
use of mobile devices more 
than that of a field service 
engineer. But what happens 
when you need to support 
legions of field workers and 
secure their multiple devices 
and different operating 
systems? Well, that's where 
Mobile Device Management 
comes in. Join us for a 
session on new capabilities in 
MDM and learn from past 
successes in deployment, 
management and security of 
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increase revenue and reduce 
the chances of "leaving 
money on the table.” 

Speaker: Pei Wong, Director 
of Product Management, 
ServiceMax 

and turning companies 
thinking upside down. 

Moderator: Mark Homer, VP 
of Global Customer 
Transformation, ServiceMax 
Speakers: Steve Nava, 
Senior Director Field Service, 
Luminex, Stephen McPhee, 
Head of Service, 
MilliporeSigma and Regina 
Clay, Sr. Manager Global 
Service Operations, 
Diagnostic Systems, BD 

BioRad and Dan Schiess, 
National Service Manager, 
Customer Care, Fluid 
Management 

 

how do you collect, store, 
access and make sense of 
what the data is telling you? 
Join us to see what the future 
holds!  

Speakers: Rob Patterson, VP 
Marketing, ColdLight and 
Amit Jain, Director of Product 
Management, ServiceMax 

 

field service apps for large 
teams. 

Speakers: Terrance 
Cavender, Sr. Global Project 
Manager, Pitney Bowes and 
Lubor Ptacek, VP Product 
Marketing, ServiceMax 

 

 


