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Officiaf Publication of the 

Electronic Technicians Guild of Massachusetts, Inc. 
An Associate member of the National Electmnic Service Dealers Association 

h . 
MEETING NOTICE 

Date: Wednesday, Feb.21, 2007 

Place: Walt ham Elks 
107 School Street 
(Corner of Lexington St.) 
Waltham, MA 

'lime: 7:00 P. M. 
Registration & Conversation 
7:30 P. M. Seminar on Pana- 
sonic led by President Dave 
Oberman 

Everyone is welcome at our meetings. However, 
unless a non member applies for membership at the 
meeting, an admission fee of $40 will be charged if 
the meeting includes a technical segment. 

E T G WEBSITE UP AND 
RUNNING 

Through the efforts of Director Marc Lussier 
and consultant William Pommenville, our E T G 
website is again on the internet. The web ad- 
dress: 

http:I~.rnassetg.cornJindex.html 
The site includes the ETGNESDA Code of 

Ethics; a list of current business members with 
links to their mbsiteq if any; officers; meeting 
information and some photos, The newsletter is 
posted but presently is available to cment man- 
bers only. A password is needed. I f  you are a 
member and were not at the meeting, call or 
m i l  the editor or the president for the pass- 
word. 

Where to Service: Home 
or Sewice Center? 

Back when your editor started servicing, 
most TVs were serviced in the home. Then, most 
service comidered of replacing those little glass 
encased modules called "tubes. '"ter with Sets 
being "solid sfate," sewice center repair 
seemed the way to go. hbw, with large sets aid 
wall momt sets, there seems a trend back fo 
home service. We are excerpting porn a very 
recent discussion on NESDAmr about the pros 
and corn of rhese methods. - Editor 

I have a 16 R. box truck and 2 strong deliv- 
ery guys. O h r  than simple adjustments or bulb 
replacement I do not do my in home repair. We 
bring the televisions in tile shop for repair. I do 
not think there is any way to do service in home 
economically. I have had manufacturers tell me 
that a lot of servicers do in home service and 
make money doing it. How do you make money 
performing service in the customers home? 

We do warranty work on JVC, Pmasonic, 
Pioneer, Samsung, Mtsubishi, Toshiba, LG/ 
Zenith, Hitachi, Philips and RCA. 

Derek Huff, President 
Protronics TV, Mt. Pleasant, SC 

Repetitive problems, good friends, good re- 
lationships, large stock, good triage, and over 
night shipping, 

As my good friend has said, One must utilize 
your resources. We have not picked up sets 
since the big screen came along. 

(Cmownnued on ~ g e  4) 
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EDITORIAL 
The conversation I have excerpted for the 

lead article this month also included several in- 
vitations fiom one servicer to visit another to see 
how they did things. This makes good sense. 
Almost all of us have little tricks we have 
learned that we can share. It's an important rea- 
son for an organization such as ours. One that 
NESDA, as valuable as it is, cannot easily dupli- 
cate simply because its members are to far flung. 
The opportunities for personal contact are few. 

A few members expressed their enjoyment 
of our October visit to Brian Gibson and Fred 
Paradis' Elite Media Solutions in Wellesley. Yes 
it was a very different kind of meeting and a 
valuable learning experience for many of us. 

Could we put these ideas together? Are there 
other of our members who would be willmg to 
show off their service center at an E T G meet- 
ing? I know I almost always learned something 
of value every time I visited someone else's fa- 
cility. I think most everyone else would gain 
fiom such an experience as well. 

I realize many centers may be too small to 
easily accommodate our group, though it isn't as 
large as it once was. I think many of us would be 
willmg to squeeze in for one evening. And some 
members may feel their location is just too far 
out. We might be willmg to travel a bit too. 

If anyone would be willing, speak to our 
president, Dave Oberman. My calendar shows 



The Toshiba site also provides training to 
ETG Meeting quickly allow senicers to diagnose problems 

The January ETG meeting held Jan. 24, before heading out on a call. This is particularly 
2007 at Waltham Lodge of Elks. helpful with newer unfamiliar product. 

The meeting got under way at 7:30 PM with According to John, Toshiba was having 
Pres. Dave Oberman introducing our good some "problems" with lamps in their DLP sets. 
friend from Toshiba, Mr. John Scott. Toshiba has worked exhaustingly to solve these 

John provided everyone in attendance with 
handouts that included good service tip inforrna- 
tion on newer models as well as a CD with ser- 
vice manuals for almost every unit manufactured 
by Toshiba in the last 5 years. These will cer- 
tainly come in handy. 

John discussed peculiarities with new mod- 
els and it seems that Toshiba is like most other 
brands when it comes to cable card issues. 
Manufactures install cable card receptacles and 
cable companies provide the cards. It seems that 
cable companies just can't get the bugs ironed 
out of those cable cards. This makes thimgs very 
h t r a t ing  for the servicer. Most all of i s  have 
been on a call where the customer has a cable 
card problem. Do they ever believe us when we 
tell them "call your cable company" it's their 
fault not the set manufacturer. Not on your best 
day! Toshiba is one manufacturer that works 
with the cable companies to solve these prob- 
lems. 

John briefly went over Toshiba's online 
training program and encouraged all to take ad- 
vantage of it. If you're a NESDA member, you 
have the ability to log on to the Toshiba site. 

Member Steve Thomas, VideoTech Service, Marlborough 
with Keith lverson, Dave's TV, Ashland in the background. 

John Scott of Toshiba America Consumer Prod- 
ucts received an appreciation certificate from Dave Ober- 
man, E T G president. 

problems and has been "reasonably successful." 
Also according to John, Toshiba will no 

longer manufacture plasma product after 2007. 
2008 will be all LCD. 

The service industry as it stands now is get- 
ting extremely complex. We must be able to roll 
with the punches and try to make things simple. 

John mentioned that in April of 2007, To- 
shiba will be updating their antiquated computer 
system. This will allow for more information to 
be available to service centers and allow better 
parts and wmanty claim research, etc. 

John took questions from the group and 
wrapped up his presentation. 

As always, ETG of Mass would like to thank 
John Scott for taking time out of his busy sched- 
ule to present us with training. We appreciate it 
tremendously. 

Cash drawing won by Steve Thomas of 
Video Tech service in Marlboro, MA. 

Meeting adjourned at 10: 15 PM. 

Respectfully submitted: 
Hank Hamelin Clerk 
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Gary Thompson, CSM 

Thompson EIectrmics, CSC Approved Service Center 

CoIumbus, Ohio 

That's easy. The labor still has to be done 
somewhere, correct? So why not just do it there 
(sometimes it can be done in a single trip if parts 
are on hand). If  done there, there is no extra 
time, labor (man hours), and liabdities involved 
with bansporting the unit. Of course there are 
some sets that cannot be diagnosed in the home 
or are cumbersome to repair there such as direct 
view CRT replacements or plasma panel re- 
placements and are better off being pulled to the 
shop. J do my service calls alone and have a box 
truck with a 1 300 Ib Tommy Gate complete with 
tie dawns, straps, and movers blankets in ease it 
is a set that does require transport. We make 
more money doing the repairs on site because 
there is far less time involved. I am able to com- 
plete about 95% of my repairs right at the cus- 
tomer's home and most of those generally in 
about 30 - 90 minutes. 

Bob Waterman, GET 
Gemini Computer, TV, & Security A l m s  

Narth Afklebora 

The easy answer is prepare ahead of time. 
90% of the calls J do me 2 hours. I diagnose 
over the phone, and order parts befm viewing 
the set. I limit my calls to brands I support. 

[Thq brands I support have excellent on-line 
resources. A truck is expensive. Add in the risk 
of extra handling, and it is tough to make money 
with "pulls". 

Yes, in-home does require better clothes, an 
extra few minutes far chatting md other advice, 
and the ability to look like you are worth what 
you charge. 

Maybe we need an NPSC roundtable. .. 
Tom Bfucker 

Nashville, TN 

technicians pick up and deliver sets for a lot 
cheaper than a technician, th is  m y  be your 
thing. I work done so I try to repair the set in 
the home. My percentage of first time fixes is 
dropping with DLPs, plasmas, etc. since I now 
pretty rnllch have to confmm h e  problem before 
ordering parts. You really need to check a11 in- 
puts and customers generally don't h o w  what 
input they are using to watch certain channels. 
Most of my COD jobs on CRT b a d  units are 
still repaired in the home on the first trip. Why 
try to schedule a second call which could add 
20-30 minutes to the repair? 

Jeff Dougherty 
Intrepid I T  Repair Steelton, PA 

I tell my customers as time goes an, all TVs 
m not as repairable in home as they used to be, 
analogous to modern cars. The shop is a much 
better environment than home. And we can let it 
play for a few hours as well 

Gary Hall 
Seven Hills Electronics, Lynchburg VA 

I agree with Ray's experiences, and would 
add one other thing. When the set is repaired on 
the first call, you leave the customer's home with 
full payment in hand. Consistent cash flow is 
one of the most important parts of stress reduc- 
tion (in my opinion). 

Sm Sieben, CETlCSM 
In-Home TV Repair, CSC, Seattle suburbs. 

Derek, I didn't say it was easy money, and 
with PI- and LCD, and DLP. it's getting 
harder every day. Customers don't even know 
what kind of TV they have these days. But I'm 
not doing anything that Bob, and Gary didn't 
mention. You have to use all the tools available 
to you. I rely on NESDA help, research ahead of 
the senice call, hying to stock common parts to 
minimize return trips, and help fiom local 
friends in the industry. I'm a 1 man owner tech 
operation here, so to me, it costs more time and 
&oney to haul it to the shop. For you and others 

Bob is right on the money. I guess it depends with employees it may be better for you to bring 
on your work load. If you can have nun- (~ontinud om page 5) 



(Connaued$om puge 4) has to come in (if you can't fix it there reasons- 
it in for the tech to repair in the shop. Some bly). If they want an estimate, you could give 
techs work better in the shop, and some tech them one with the delivery fee added if they 
are good with customers, and selling the job. want. You may check with local furniture stores 
That may be the key, SELLING THE JOB. You to see who they use (if independent, or it may be 
have to determine which situation your techs are lucrative for them to deli& for you as web. I 
better in I'm better in the field. I offer no carry 
in service, so I don't have to pay someone to 
babysit the shop, and it lowers my overhead. 
And don't be &aid to charge what you're worth. 
You know some CUStorneTs would rather pay 
more to have their set not leave their home, and 
others would be willing to haul it to the shop 
themselves, just to save a penny. I once had a 
guy ask me why it cost so much, and I explained 
about the CODB and tsa?ning and so on. We said 
"I don't want to pay for your training." I told him 
next time call someone without ANY training. I 
also mentioned that I spent about 45 minutes 
working on his set before 1 even arrived at his 
house researching his symptom and makmg sure 
I had necessary parts and equipment to mmplete 
his job in 1 trip. 

would never consider doing major repa& in 
home for a myriad of reasons. 

Gary Hall, 
Seven Hills Electronics, Lynchburg VA 

Hello Derek, 
You are the "Decision Maker" for your com- 

pany. It appears that you are doing the right 
thing, what works for your business model. You 
are right, the manufactures stress in-home re- 
pair, but if your are dealing mostly in "In- 
Wan-anty" repairs, slowly, you will discover that 
the manufacturer isn? paying enough. The 
Manufacturer, as we all know, is shrinking the 
reimbursement rates, because it is based on in- 
home repair. They want a "a light and fast" rnov- 

(Conimed on page 7) 

Ray Jones 
All Star TV & Electronics, Covington, La 

Ray and Tom, 
I appreciate both of your insightful posts. I - 

ageethattheinhomedecisionisabusiness 888-501-9664 OPEN24hrsat 
decision that denends on each owners situa- w.curnb.com 

I look forward to meeting you in Denver. 

Derek A Huff, b k O l l k ~  

Ray, Did you see if you have a delivery 
service in your area? You can stay in the shop 
repairing sets while they dothe pickup atld Theleadingauthorizeddistribuforfor 

tion. The reason this concerns me is that so Pccththng Our Customers'Nee$s First! 
many of the manufacturers try to make me * Wc are pleased #a announce the merger of 

Save Money! 
Sign up for our regular 

mutt specials 1 

everyone is fixing the sets in home and I 

delivery. Some people prefer a service call RCJ~ PH 111 PS panasonic 
first. Tf so, charge them for it, then tell them it 

Signal Electronics with Cmmberlsnd EIectroniea 
should be doing that also. I have 4 tech who 
are very productive while in tke shop, but they NOW A u thorjzed for Panason ic 
are not very productive when they are in cus- Parts and Accessories! 
tomers homes. A round table in Denver dis- 

in home service would be peat. I Cumberland stocks parts from a?/ major OEM 
t h i ~ ~ k  we could b d e  some ideas from both manufacturers+ 
sides that would be extremely helpful. Customized parts procurement programs available. 

Thanks so much for the candid discussion. 
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Japanese Semiconductors 

PO BOX 460 MAIN & LIBERTY RUSSELL, PA 16345 

FACTORY AUTHORIZED SEMlCONDUCfOR 
DlSTRlBUTlON FOR: 
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Visit our Web Site at 

www.bdent.com Technical Publishing 
SECURE SERVER ON-LINE ORDERING 
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ORDER TOLL FREE! 
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