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CONFERENCE AGENDA
Tuesday 1st March 
	TIME


	EVENT

	5:00pm – 9:00pm


	EVENING REGISTRATION


Wednesday 2nd March
	TIME


	EVENT

	7:00am – 8:30am

	BREAKFAST

LATE REGISTRATION



	8:30am – 8:40am
	WELCOME ADDRESS

Alison Griffiths

President, ALG Associates



	8:40am – 9:40am
	KEYNOTE SPEAKER

“WARRANTY CHAIN MANAGEMENT – A CALL TO ACTION”
Mark McKenzie

World Wide Warranty Director, Hewlett Packard


	9:40am - 10:30am
	KEYNOTE SPEAKER

“WARRANTY CHAIN TRANSFORMATION AND THE SERVICES ECOSYSTEM”
Scott Weller

Partner & Warranty Practice Leader

IBM


	10:30am – 11:00am
	COFFEE BREAK



	
	Track 1:  WARRANTY STRATEGY AND MANAGEMENT

Chair:  Michael R Blumberg

President, D.F. Blumberg Associates, Inc

	Track 2:  METRICS, BENCHMARKING AND ACCRUALS

Chair:  Tom Washburn

Warranty Metrics, Strategy & Planning Manager

Hewlett Packard



	11:00am – 11:30am

	1a)   “OUTSOURCING WARRANTY MANAGEMENT – 3RD PARTY SERVICE NETWORK”
Ray Zukowski
Senior VP, Operations
NEW Customer Service Companies Inc.

	2a)   “WARRANTY WORK: AN OVERLOOKED $39 BILLION INDUSTRY”

Eric Arnum

Editor

Warranty Week




	11:30am  - 12:00pm

	1b)   “STRATEGIC APPROACHES TO MANAGING WARRANTY AND POST WARRANTY SERVICE SUPPORT”

Michael R Blumberg

President, D.F. Blumberg Associates, Inc


	2b)   “WARRANTY METRICS AND BENCHMARKING”
Tom Washburn

Warranty Metrics, Strategy & Planning Manager

Hewlett Packard

	12:00pm – 12:30pm

	1c)   “MANAGING WARRANTY AS AN END-TO-END, CROSS-COMPANY SYSTEM”
Bruno Duverge

Director, PSG, Commercial Support,

Hewlett Packard

	2c)   “MANUFACTURER AND DEALER WARRANTY REPORTING”

Linda Turner

President

Advanced Insurance Solutions

	12:30pm – 1:30pm
	LUNCH



	
	Track 3:  EXTENDED WARRANTY AND IMPACT ON CUSTOMER LOYALTY
Chair:  Tony Nader
President & COO
NEW Customer Service Companies, Inc

	Track 4:  WARRANTY MANAGEMENT AND DATA ANALYSIS
Chair:  Kurt Godden, Ph.D.

Technical Fellow

General Motors



	1:30pm – 2:00pm

	3a)   “EXTENDED WARRANTIES 101”
Tony Nader
President & COO
NEW Customer Service Companies Inc.

	4a)   “DATA-DRIVEN WARRANTY MANAGEMENT”
Dorothea Kuettner

Principal Process Technology Manager

Hewlett Packard



	2:00pm – 2:30pm

	3b)   “EXTENDED SERVICE CONTRACTS & CUSTOMER LOYALTY”
Paul Swenson

CEO

AON Warranty Group
	4b)   “WARRANTY ANALYSIS FOR PROJECT SELECTION”
Kevin M. Coogan

Warranty Cost Manager

Scotsman Ice Systems



	2:30pm – 3:00pm

	3c)    “MORE CONSUMER SALES START WITH BETTER CONSUMER SERVICE MANAGEMENT”
John Estrada

COO & Founder
ServiceBench


	4c)   “WARRANTY DATA MANAGEMENT, MINING AND ANALYSIS”

Ronen Feldman, Ph.D.

Chairman, Co-founder and Chief Scientist

ClearForest



	3:00pm – 3:30pm

	COFFEE BREAK

	
	Track 5:  SERVICE CONTRACTS AND LABOR ADMINISTRATION

Chair:  Timothy J. Meenan

Partner, Blank, Meenan and Smith, and

General Counsel, Service Contract Industry Council


	Track 6:  DATA REPORTING & ANALYSIS, CUSTOMER DATA AND TEXT
Chair:   John Wallace

Principal

Business Researchers, Inc.


	3:30pm – 4:00pm

	5a)   “DE-MYSTIFYING SERVICE CONTRACTS AND WARRANTIES”

Timothy J. Meenan

Partner, Blank, Meenan and Smith, and

General Counsel, Service Contract Industry Council


	6a)   “TEXT:  MESSY, MESSIER, MESSIEST.”

Manya Mayes
Text Miner Product Manager
SAS



	4:00pm – 4:30pm

	5b)   “LABOR RATE ADMINISTRATION PROCEDURES FOR VEHICLE SERVICE CONTRACT ADMINISTRATORS”

Eric Maerker

President, Warranty Risk Services, LLC

	6b)   “EIGHTEEN WAYS TO SPELL REFRIGERATOR:  TEXT MINING WARRANTY CLAIMS”  
John Wallace, Principal, Business Researchers, Inc.
&

Joshua Becker, Senior Reliability Engineer

Sub-Zero Freezer Company

	4:30pm – 5:00pm

	5c)   “THE NEED FOR ON-SITE INSPECTION IN SUPPORT OF AUTOMOTIVE EXTENDED SERVICE PLAN CLAIMS ADMINISTRATION”

Tom Powers

Director, Business Development

Magoo’s Automotive Consultants, Inc.

	6c)   “UNLOCK THE POWER OF TEXT – A LEAN APPROACH TO TACKLING WARRANTY EXPENSES”

Prashanth Shetty

Director of Product Management, Attensity Corporation

	6:30pm

	DINNER


Thursday 3rd March
	TIME

	EVENT

	7:00am – 8:30am


	BREAKFAST

	8:30am – 10:10am


	KEYNOTE SESSION FROM THE AUTOMOTIVE INDUSTRY ACTION GROUP (AIAG)

“EARLY WARNING STANDARDS IN THE AUTOMOTIVE INDUSTRY”

“THE EMERGENCY OF EARLY WARNING STANDARDS – STATISTICS, RESEARCH DATA”

Kevin Mixer

Research Director, Automotive & Heavy Manufacturing Industries, AMR Research Inc.

Robert Hornak

Senior Warranty Analyst, General Motors

Marianne Grant

Director, Syncata

Krista Coy
Quality Systems Manager, Metaldyne

AIAG PANEL DISCUSSION



	10:10am – 10:30am


	COFFEE BREAK

	
	Track 7:  WARRANTY FRAUD & COST REDUCTION STORIES

Chair:  Michael Dering

President & CEO

ServiceBench


	Track 8:  OBLIGATION AND REGISTRATION MANAGEMENT; CLAIMS PROCESSING
Chair:   David Froning

Warranty Analysis Product Manager
SAS Institute


	10:30am – 11:00am


	7a)   “WARRANTY FRAUD – A BUSINESS CASE FOR SYSTEMIC CHANGE”
William K. Fung

Warranty Process and Systems Manager

Hewlett Packard

	8a)   “WARRANTY OBLIGATION – BENEFITS OF A MERGER”

Douglas Wilson

I.T. Director, Warranty and Information Management Solutions, Hewlett Packard

	11:00am – 11:30am


	7b)   “USING WARRANTY DATA TO REDUCE FRAUD”

John Estrada

COO & Founder

ServiceBench


	8b)   “AVOIDING THE ROADBLOCKS ON WARRANTY TECHNOLOGY RE-ENGINEERING PROJECTS”

John Catlos

VP, Development & Engineering

Entigo Corporation


	11:30am – 12:00pm


	7c)  “GENERATING VALUE FROM WARRANTY DATA”

Barak Pridor

CEO

ClearForest


	8c)   “AUTOMATING CONSUMER WARRANTY REGISTRATION PROCESSES”
Scott Rankine

CEO

Metamail Corporation



	12:00pm – 12:30pm
	7d)  “WARRANTY COST REDUCTION AND QUALITY – A COMPETITIVE ADVANTAGE”

Bob Potts

VP, Sales

PolyVista, Inc
	8d)  “COMPARING TRANSACTION CENTRIC CLAIMS PROCESSING

TO A HIGH PERFORMANCE WARRANTY PROCESS”

Ron Ezsak

Vice President

Active Web Services


	12:30pm – 1:30pm


	LUNCH

	
	Track 9:  WARRANTY MANAGEMENT & MODELING

Chair:  Eric Maerker

President

Warranty Risk Services, LLC
	Track 10:  COST REDUCTION, SUPPLY CHAIN AND SERVICE OFFERINGS

Chair:  Fred Schenkelberg

Technical Director / 

Lead Reliability Engineer

Ops A La Carte, LLC 
	Track 11:  DATA ANALYSIS – EARLY WARNING SYSTEMS

Chair:  Tom Roehm

Senior Director, Supply Chain Grp

SAS Institute

	1:30pm – 2:00pm


	9a)   “WARRANTY MANAGEMENT – END-TO-END STRATEGY”

Brian Sprague

Associate Partner

Accenture
	10a)   “REDUCING WARRANTY COSTS THROUGH SERVICE OFFERINGS”
Peter von Euen

Senior Manager,

Americas Service Mgmt. Practice

CapGemini

	11a)   “USING RELIABILITY GROWTH MODELS TO DETECT EMERGING WARRANTY PROBLEMS”
Peter Oleinick, Ph.D.

Solution Architect
Relex Software Corporation



	2:00pm – 2:30pm


	9b)   “EFFECTIVE WARRANTY MANAGEMENT KEY TO THE AGILE ENTERPRISE”

Joe Barkai

Program Director

Manufacturing Insights

(An IDC Company)
	10b)   “THE WARRANTY CHAIN AND SUPPLY CHAIN:  UNDERSTANDING RELATIONSHIPS CAN HAVE A BIG IMPACT ON THE BOTTOM LINE”

Tim Andres

Warranty Program Manager

Hewlett Packard

	11b)   “EVALUATING OPERATIONAL RELIABILITY FROM EARLY WARRANTY DATABASES”
Albert Liao, Ph.D

Customer Service Manager, Warranty

Micro-Star International Co. Ltd  



	2:30pm – 3:00pm
	9c)   “A DYNAMIC MODELING TOOL FOR DEVELOPING & TESTING WARRANTY STRATEGIES”

Chris Soderquist

President

Pontifex Consulting


	10c)   “SUPPLIER RECOVERY PROCESS”
Kevin M. Coogan

Warranty Cost Manager

Scotsman Ice Systems


	11c)   “ WARRANTY ANALYSIS BEST PRACTICES”
David Froning

Warranty Analysis Product Manager
SAS Institute


	3:00pm – 3:20pm


	COFFEE BREAK

	3:20pm – 4:20pm
	PANEL DISCUSSION
“THE FUTURE OF WARRANTY CHAIN MANAGEMENT”

Mark McKenzie (Chair)

World Wide Warranty Director, Hewlett Packard

Marianne Grant (Moderator)

Director, Syncata

David Froning

Warranty Analysis Product Manager, SAS Institute

Eric Arnum

Editor, Warranty Week

Timothy J. Meenan

Partner, Blank, Meenan and Smith, and

General Counsel, Service Contract Industry Council

Tony Nader
President & COO
NEW Customer Service Companies Inc.



	4:20pm – 4:30pm
	CLOSING ADDRESS

Alison Griffiths

President, ALG Associates
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