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Service Council™ Partners:

As we turn the page on the last 2+ years full of adversity and challenge as a result of the global

Pandemic (COVID-19), I’m excited to share our plans for the 2022 Smarter Services™ Executive

Symposium this coming September 19-21st, once again in the great city of Chicago. Last year

we built the discussions around the theme “Service. Reinvented.” reflecting on the dramatic

evolution we all witnessed amidst the Pandemic. Now we turn our attention forward with the

2022 event being designed around the theme ”Service. Forward.”

We are very excited to be working with our new venue partner, JW Marriott and the Chicago

Travel & Tourism Event Bureau to create a healthy and immersive experience for our guests.

The venue has allocated the entire 4th floor to our event, including mainstage, breakout

research track workshops, food and beverage activities and our technology showcase events.

We have designed the event to align with the interests of not only Service Leaders but also the

personas which make up your strategic leadership teams across people, parts, data and

technology. We are so excited to welcome you and your colleagues to a safe and impactful

experience. Should you have additional ideas on how we can create a safe, educational and

interactive environment, I welcome you to contact me directly via mobile (+1.617.717.8300) or

via email (jtc@servicecouncil.com) to discuss your ideas or concerns, as well as, to share ways

in which we can enhance your event experience pre-, during- and post-conference.

MOVING “SERVICE. FORWARD.” – A LETTER FROM THE CEO 

Warmest regards,

John Carroll

CEO & Founder

Service Council™

2022 SMARTER SERVICES™ SYMPOSIUM: “SERVICE. FORWARD.”
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The Service Council™ Smarter Services™ Executive Symposium is the must-attend learning

and networking event for senior service and customer management executives. Over the

course of 3 days, several hundred service & customer support executives, thought leaders,

influencers and technologists will share best practices and transformation blueprints to

invigorate service organizations. Main stage keynote sessions will be complimented by

breakout discussions and workshops that focus on key service disciplines and business

functions, including:

• Field Service

• Customer Experience

• Service Supply Chain

• Workforce & Labor

• Service Revenue Growth

• Intelligent Service (Data)

• Service Innovation

• Leadership & Strategy

• Emerging Technology

• Innovation

2022 SMARTER SERVICES™ EXECUTIVE SYMPOSIUM: 
“SERVICE. FORWARD.”
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Merriam-Webster Dictionary defines “forward” as “moving, tending, or leading to a position in

front”. Wherever you are in your Service maturity (moving, tending or leading) forward are

perhaps one of the stages you’ll find yourself in. Service Council™ research has identified five

principal business transformations (areas of the service business which enable moving

forward):

1. Digital Transformations

2. Customer Transformations

3. Workforce Transformations

4. Intelligence Transformations

5. Commercial Transformations

We look forward to discussing these five Service Transformations and how best-in-class

organizations have moved their service businesses forward on the path of maturity.

The agenda will be built across the “Service. Forward.” theme as a backdrop and will explore

the following sub-themes across the 3 days:

• Day 1: “People” (Customers & Employees)

• Day 2: “Innovation” (Technology & Process)

• Day 3: “Transformations” (Change Management)

2022 SMARTER SERVICES™ EXECUTIVE SYMPOSIUM: 
“SERVICE. FORWARD.”
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EVENT DATE & LOCATION

When: September 19-21, 2022 (Monday – Wednesday)

Where: JW Marriott, 151 W Adams Street, Chicago, IL USA 60603

EVENT VENUE

We look forward to hosting this year’s Symposium at

the JW Marriott. Located right in the Financial

District, the venue is designed for an immersive

experience where the Smarter Services™ Executive

Symposium will be the exclusive event hosted on

the 4th floor. For those guests wishing to enjoy the

great city of Chicago, the hotel is located less than 1

mile from Magnificent Mile (Michigan Ave) and in

the heart of the city in the Financial District.

VENUE MAP

The Smarter Services™ Executive Symposium will be

housed on the 4th floor of the hotel which is easily

accessible from the guest elevator or up 2 escalators

from the foyer and hotel reservation level for our local

audience. Creating an immersive and user-friendly

experience was a big reason we chose our new hotel

partner (JW Marriott). Guests will find the transition from

the Burnham Ballroom (Keynotes) to the breakout

workshops (Aragon, Biograph, Oriental, Palace and

Hospitality Suite) easy to navigate while enjoying the

Technology Showcase in the Burnham Foyer during

dedicated showcase hours and in transition to their next

sessions.

KEYNOTE PRESENTATIONS: BURNHAM BALLROOM
TECHNOLOGY SHOWCASE (SPONSORS): BURNHAM FOYER
FOOD & BEVERAGE: CHICAGO
EVENT REGISTRATION OFFICE: UPTOWN
BREAKOUT WORKSHOPS:
ARAGON/BIOGRAPH/ORIENTAL/PALACE/HOSPITALITY SUITE

2022 SMARTER SERVICES™ EXECUTIVE SYMPOSIUM: 
“SERVICE. FORWARD.”
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KEYNOTE SPEAKERS (INDUSTRY ADVISORY BOARD)

The Service Council™ has established a foundational Industry Advisory Board which features

a wide variety of both business and consumer industries and with executive representation

from some of the most thought provoking and forward-thinking brands around the globe.

The Industry Advisory Board is featured across the agenda in many formats ranging from

keynote presenters to workshop moderators to panelists and more. They also serve as a

great means to discuss and debate your top challenges and opportunities as they are willing

collaborators and networkers.

2022 SMARTER SERVICES™ EXECUTIVE SYMPOSIUM: 
“SERVICE. FORWARD.”
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7:00am 
Breakfast

7:00am 
Sponsor Set-up

8:00am 
Sponsor Set-up

9:00am (Invitation Only)
Advisory Board

(Industry)

10:00am (Invitation Only)
Advisory Board

(Industry + Technology)

11:00am
Event Registration Open

(Lunch)

12:00pm 
Welcome and Opening Remarks

12:15pm 
Keynote Presentations

7:00am 
Breakfast

8:00am
Keynote Presentation

8:45am
Keynote Presentation

10:15am
Keynote Presentations

1:00pm
Research Track Workshops

2:15pm
Research Track Workshops

5:30pm 
Cocktail Reception

1:30pm 
Research Track Workshops

2:30pm
Technology Showcase/Networking

6:00pm 
Cocktail Reception

4:30pm
Keynote Presentation

9:15am
Technology Showcase/Networking

11:45pm
Lunch

WEDNESDAYTUESDAYMONDAY

2022 SMARTER SERVICES™ EXECUTIVE SYMPOSIUM: 
“SERVICE. FORWARD.”

3:30pm
Research Track Workshops

5:30pm
Keynote Presentation

3:30pm
Technology Showcase/Networking

8:15am
Awards

8:30am
Keynote Presentation

9:00am
Keynote Presentation

10:00am
Keynote Presentation

10:30am
Research Track Workshops

11:45am
Closing Ceremony 

(Interactive Workshop)

9:30am
Networking

12:30pm
Lunch (Grab n’ Go)
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9:00 AM – 11:00 AM INVITE ONLY: ADVISORY BOARD MEETING & WORKSHOP 
(Executive Boardroom)

11:00 AM – 12:00 PM REGISTRATION OPEN (Smarter Services™ Solution Zone Open)
Brought to you by:

12:00 PM – 12:15 PM WELCOME AND OPENING REMARKS
Speaker: John Carroll, CEO, Service CouncilǤ

12:15 PM – 1:00 PM SERVICE IS HUMANITYǤ: BUILDING A HUMAN-CENTERED 
CULTURE
Speaker: Stefano Folli, EVP, Head of Global Services & Solutions 
Delivery, Philips

1:00 PM – 1:30 PM COFFEE BREAK(Smarter Services™ Solution Zone Open)
Brought to you by:

1:30 PM – 2:00 PM VOICE OF THE FIELD SERVICE ENGINEER: CREATING A SAFE & 
EFFORTLESS EMPLOYEE EXPERIENCE
Speaker: Scott VerBracken, Vice President, Automotive Services, 
AAA

2:00 PM – 2:30 PM BUILDING A TECHNICIAN-AGNOSTIC PLATFORM: HOW DATA, 
INFORMATION & INTELLIGENCE CAN SOLVE THE SKILLS GAP
Panelists: 
Karin Hamel, Vice President, Services, US Digital Buildings, 
Schneider Electric
Richard Smith, Vice President, Product & Aftermarket, Komatsu
Laura Mather, VP & GM Global Services, STERIS

2:30 PM – 3:30 PM TECHNOLOGY SHOWCASE (Smarter Services™ Solution Zone 
Open)

3:30 PM – 5:30 PM BREAKOUTS

5:30 PM – 6:00 PM SOLVING THE TALENT CRISIS IN SERVICE
Speakers: 
Erin Izen, Senior Director of Workforce Programs, The Home Depot
Alvin Townley, Founding Executive Director, The Skillpointe 
Foundation

6:00 PM – 7:00 PM COCKTAIL RECEPTION
Brought to you by: 

DAY 1 MAINSTAGE – SEPTEMBER 19
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3:30 PM – 5:30 PM COFFEE BREAK & TRANSITIONING TOFIRST SET OF BREAKOUTS

3:30 PM – 4:15 PM

Field Service (Hosted by): EVOLVING YOUR APPROACH TO FIELD SERVICE 
EFFECTIVENESS (UP-SKILLING, RE-SKILLING & MORE)

Service Revenue Growth (Hosted by): BUILDING AN INTELLIGENT SERVICE 
REVENUE APPROACH (GO-TO-MARKET, COMMERCIAL PROGRAMS & MORE)

Service Innovation (Hosted by): MAXIMIZING THE IMPACT OF AN EXTENDED 
SERVICE NETWORK (DEALERS, GIG-ECONOMY & MORE)

Intelligent Service (Hosted by):NBOBHJOH!B!ǂKVTU!JO!UJNFǃ!JOUFMMJHFODF!
PLATFORM (KNOWLEDGE, DATA & MORE)

Emerging Technology (Hosted by): DEPLOYING A BEST-IN-CLASS APPROACH 
TO ARTIFICIAL INTELLIGENCE (AI)

4:15 PM – 4:30 PM TRANSITIONING AND NEXT SET OF DISCUSSIONS

4:30 PM – 5:15 PM
Customer Experience (Hosted by): ALIGNING WITH THE MODERN-DAY 
CUSTOMER JOURNEY (CHANNEL, CONSUMERIZATION & MORE)

Workforce & Labor (Hosted by): BUILDING A MENTAL, HEALTH, WELLNESS & 
SAFETY PROGRAM

Service Supply Chain (Hosted by): BRIDGING THE PARTNERSHIP BETWEEN 
SERVICE & SUPPLY CHAIN

Leadership & Strategy (Hosted by): SOLVING THE TALENT CRISIS (GREAT 
RESIGNATION, RETIREMENT CRISIS & MORE)

Service Innovation (Hosted by): TAKING THE VISUAL SUPPORT TECHNOLOGY 
JOURNEY (AUGMENTED/VIRTUAL/MERGED/EXTENDED REALITY)

5:15 PM – 5:30 PM COFFEE BREAK(Smarter Services™ Solution Zone Open) 
Transition to Main Ballroom
Brought to you by:

At the end of Day 1, Service Council™ hosts a welcome reception of its members, partners, and guests. 

This reception is hosted with the support of _____________________.

DAY 1 RESEARCH TRACKS – SEPTEMBER 19
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7:00 AM – 8:00 AM BREAKFAST AND REGISTRATION

8:00 AM – 8:45 AM THE POWER OF CUSTOMER EXPERIENCE
Speaker:
Elizabeth Dixon, Principal Lead, Strategy, Hospitality & Service Design, Chick-fil-A

8:45 AM – 9:15 AM END-TO-END SERVICE SUPPLY CHAIN: WINNING WITH A COMMON GOAL
Speakers:
Bob Feiner, Senior Vice President, Global Services, DELL Technologies
Jason MacIver, Vice President, Services Procurement, DELL Technologies

9:15 AM – 10:15 AM TECHNOLOGY SHOWCASE (Smarter Services Solution Zone Open)

10:15 AM - 10:45 AM THE SERVICE ADVANTAGE: DRIVING NEW MARKET GROWTH LEVERAGING 
EXISTING SKILL SETS
Speaker:
Bob Lamendola, Senior Vice President, Technology & NA Digital Services, Ricoh USA

10:45 AM – 11:15 AM SUSTAINABILITY IN SERVICES: A KEY TO THE FUTURE
Speaker:
Sasha Ilyukhin, Senior Vice President, Customer Service Operations, Tetra Pak

11:15 AM  - 11:45 AM DIGITIZING SERVICES & OPERATIONS: MODERNIZING IS NOT DIGITAL 
TRANSFORMATION
Speaker: Brad Haeberle, Senior Vice President, Services, Siemens AG

11:45 AM – 12:45 PM LUNCH FOR ALL
INVITE ONLY: TECHNOLOGY SHOWCASE

1:00 PM – 3:15 PM BREAKOUTS AND NETWORKING

3:30 PM – 4:30 PM INVITE ONLY: TECHNOLOGY SHOWCASE AND NETWORKING

4:30 PM – 5:30 PM GROUP EXERCISE: OPPORTUNITIES FOR INNOVATION
David Nour, Multi-time Best-selling Author + Co-host of inService™ Podcast Series
Jon Barr, CIO, KONE Corporation
Greg Ratcliff, Chief Innovation Officer, Vertiv
Eduardo Bonefont, Vice President, Life Science Technical Service, Becton Dickinson
Lin Wilson, Strategy Visualization Expert

5:30 PM – 6:30 PM COCKTAIL RECEPTION AND NETWORKING

DAY 2 MAINSTAGE – SEPTEMBER 20
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At the end of the long day that is Day 2, join us for networking with friends and partners. Our networking 

event on Day 2 is brought to you with the support of our __________________.  

DAY 2;!ǆINNOVATIONǇ

11:45 PM – 12:45 PM LUNCH & TRANSITIONING TO FIRST SET OF BREAKOUTS

1:00 PM – 2:00 PM

Timing Outline
1:00 PM ƿ1:15 PM

Introduction to Topic 

1:15 PM ƿ1:45 PM
Group Work 

1:45 PM ƿ2:00 PM
Summary

Field Service (Hosted by): BUILDING AN EMPLOYEE EFFORT METHODOLOGY IN 
SUPPORT OF FIELD SERVICE ENGINEERS (FSES)

Service Revenue Growth (Hosted by): BEST PRACTICES IN NEW PRODUCT 
INTRODUCTION: USING EMPIRICAL DATA TO DRIVE FUTURE SERVICEABILITY

Service Innovation (Hosted by): BRIDGING THE GAP BETWEEN FUNCTIONAL 
AND TECHNICAL ROADMAPS

Intelligent Service (Hosted by): MAKING DATA, INFORMATION, INTELLIGENCE 
ACTIONABLE

Emerging Technology (Hosted by): NEXT GENERATION VISUAL SUPPORT 
TECHNOLOGIES

2:00 PM – 2:15 PM TRANSITION TO SECOND SET OF BREAKOUTS

2:15 PM – 3:15 PM

Timing Outline
2:15 PM ƿ2:30 PM
Introduction to Topic 

2:30 PM ƿ3:00 PM
Group Work 

3:00 PM ƿ3:15 PM
Summary

Customer Experience (Hosted by): RE-IMAGINING EXPERIENCES | CREATING A 
CULTURE OF BRAND ADVOCATES
Joe Quitoni, Former Director of HR, The Ritz Carlton

Workforce & Labor (Hosted by): THE PATH TO DIVERSITY, EQUITY, INCLUSION 
& BELONGING

Service Supply Chain (Hosted by): CIRCULAR ECONOMY & SUSTAINABILITY: 
CONQUERING THE REVERSE LOGISTICS & RE-MANUFACTURING 
OPPORTUNITY

Leadership & Strategy (Hosted by): CAREER PATHING, SUCCESSION PLANNING 
& BUILDING YOUR TALENT NETWORK

Service Innovation (Hosted by): XIBUǃT!OFYU!IN THE INTERNET OF THINGS 
(IOT) JOURNEY?

3:15 PM – 3:30 PM TRANSITION TO MAIN BALLROOM

DAY 2 RESEARCH TRACKS – SEPTEMBER 20
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7:00 AM – 8:00 AM BREAKFAST SERVED IN SMARTER SERVICESǤSOLUTION ZONE

8:15 AM – 8:30 AM SERVICE COUNCILǤAWARDS: RECOGNIZING SERVICE HUMANITY& TECHNOLOGY 
SHOWCASE WINNERS
Speaker: John Carroll, CEO & Founder, Service CouncilǤ

8:30 AM – 9:00 AM SERVICE IS HUMANITYǤ: STEPS TO EMBARK ON YOUR CULTURE JOURNEY
Erik Anderson, President, Global Services, Hologic

9:00 AM – 9:30 AM SCALING UP: MANAGING HIGH GROWTH THROUGH EFFICIENCY & FLEXIBILITY
Panelists:
Ron Kruse, Vice President, Service Operations, Volta Charging
Peter Seward, Vice President, Engineering & Technical Services, Harpak-Ulma
Robb Origer, Vice President, Field Services, Sleep Number

9:30 AM – 10:00 AM COFFEE BREAK (Smarter Services™ Solution Zone Open)

10:00 AM – 10:30
AM

ELIMINATING SUPPLY CHAIN DISRUPTION: CREATING A PLATFORM FOR SUPPLY 
CHAIN VISIBILITY & AGILITY
Panelists:
Alex Ward, Executive Director, Supply Chain, Cummins, Inc. 
Shannon Beecher, Vice President, Services Supply Chain, IBM

10:30 AM – 11:30 
AM

BREAKOUTS

11:45 AM – 12:15
PM

GROUP EXERCISE: TOP 10 LESSONS LEARNED (FEATURING ADVISORY BOARD)
Moderator: JOHN CARROLL, CEO, Service Council™
Panelists: ALL BOARD

12:15 PM – 12:30
PM

CLOSING REMARKS
John Carroll, CEO & Founder, Service CouncilǤ

END OF SYMPOSIUM

DAY 3 MAINSTAGE – SEPTEMBER 21



http://www.servicecouncil.com/
@tservicecouncil

EBZ!4;!ǆTRANSFORMATIONSǇ

10:30 AM – 11:30 AM

Timing Outline
10:30 AM ƿ11:00 AM

Panel Discussion

11:00 AM ƿ11:30 AM
Open Discussion

Field Service (Hosted by): INCREASING DISPATCH EFFICIENCY & WORKFORCE 
UTILIZATON: ELIMINTAING TRUCK ROLLS/NO FAULT FOUND & MAXIMIZING 
FIRST-TIME FIX RATES/WORKFORCE UTLIZATION

Service Innovation (Hosted by): MAINTAINING A GLOBAL SERVICE NETWORK: 
STANDARDIZATION VS. LOCALIZATION

Intelligent Service (Hosted by): BUILDING YOUR KPI & METRICS DASHBOARD

Emerging Technology (Hosted by): XIBUǃT!OFYU!GPS!EJHJUBM!
TRANSFORMATIONS?

Workforce & Labor (Hosted by): DEEPENING EMPLOYEE ENGAGEMENT, 
ELIMINATING THE GREAT RESIGNATION & PLANNING FOR THE SILVER TSUNAMI

Leadership & Strategy (Hosted by): FRAMEWORK TO ELEVATE SERVICE AT THE 
CXO TABLE & CASCADE A SERVICE IS HUMANITYǤCULTURE

If you’re not rushing to the airport at lunchtime, sit down and grab a bite to eat with teammates and new 

acquaintances to map out your notes and key takeaways from the Smarter Services Symposium. Your 

team back home will be eagerly anticipating your notes. Service Council™ staff will be on hand to interview 

members and attendees on their most memorable moments.

DAY 3 RESEARCH TRACKS – SEPTEMBER 21
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