Salary Survey Pt 2

4/23/02

9:07 AM

Page 12

2002 Salary Survey (Part 2)
Service Management: Content and Loyal
By: Brent Hoskins, Office Technology Magazine

H

e’s been in the business for more than 23 years, earns a
base pay of at least $59,982, receives sizeable bonuses
and is 46 years old. For the most part, he enjoys his job,
is happy with his pay and benefits, and is loyal to his employer.
It comes as no surprise then, says Paul Schwartz, president and
owner of CopierCareers.com, “that he really doesn’t see himself
going anywhere for the remainder of his career.”
Recently, Schwartz’s company, a Minneapolis, Minn.-based
recruiting firm serving the document imaging industry, surveyed 1,018 individuals in office technology service management p o sition s. The findings re veal a cont ent ba se of
employees, 56 percent of whom say they are either “satisfied” or
“very satisfied” with all aspects of their jobs. On average, the
respondents say they intend to stay in their jobs for another 11
years.
“These people are well paid, have nice benefits, which are of
primary importance to them, and they believe their companies
are good places to work,” says Schwartz. “They’ve been in the
industry for a long time. They don’t typically move out of the
industry, they move up from within the industry. They are the
definition of those who have ‘toner in the blood.’”
In many ways, the findings are in sharp contrast to the
survey results of another group of individuals — service technicians. The April issue of Office Technology magazine featured
the results of the 3,233 service technicians who completed the
same survey. The results reveal a group of employees who also
are loyal to their employers, but highly dissatisfied with compensation, benefits and the level of recognition they receive in
the workplace.
In contrast, says Schwartz, the service management survey
results show a “lack of anything remarkable or contradictory.”
However, he points out, the world was a different place when
these managers began completing the surveys in June 2001. “I
think the tease here is, if you will, what are the results going to
look like next year?” he says. “As we go through difficult times
in business in general and in the world in particular, what’s
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going to happen to these positions and these generous
bonuses? Where’s it all going to end up?”
For the past four years, CopierCareers.com has conducted a
salary survey via its Web site. This is the first year the company
has produced a separate report on the results of those surveys
completed by service management. All of the respondents were
verified against e-mail addresses to ensure no one completed
the survey more than once. Partially completed surveys were
rejected. The respondents are not necessarily employed by the
same companies as the service technicians who responded to
the survey.
The service management respondents were asked to select
the title that best describes how they spend the majority of
their time. Many of them (388) selected “service manager.”
However, a majority of them indicated other titles: “operations
manager” (203); “general manager” (201); “vice president of
service” (102); and “regional service manager” (124).
All of the respondents manage other employees. A small
number (5) indicate that they manage between 201 and 500
employees. Another 74 respondents manage between 100 and
200 employees. However, the majority of the respondents
manage fewer than 100 employees. The breakdown is as follows:
1 to 10 employees (233); 11 to 20 employees (248); 21 to 50
employees (236); and 51 to 100 employees (222). Most of the
respondents (76 percent) work at companies with a total of 100
or fewer employees. Twenty-one percent work at companies
with 25 or fewer employees.
The largest percentage of respondents (42 percent) work for
independent dealerships with one location, while 33 percent
work for regional dealerships with more than one location. The
rest of the respondents work for a company like IKON or
DANKA, an OEM, a third party service organization or some
“other” type of company.
A majority of the respondents (52 percent) work for a
company with annual revenues of $10 million or less. Twenty
percent work for companies with between $10 million and $50
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million in revenues; another 20 percent work for $50 million to
$100 million companies. The balance of the respondents (8
percent) work for companies with annual revenues above $100
million.
As implied, nearly all of the respondents (96 percent) are
male.
Recenty, Schwartz discussed the significance of the survey
findings with Office Technology magazine. Following are the
survey questions and results, several of which are followed by
his comments.

Schwartz: This fits with our observation that people grow up
through the industry and get their education from within the
industry. That is typically what we see on resumes from
managers. We often see senior people at large regional
dealerships who do not have college degrees. That is not

Schwartz: That really fit with our experience. I didn’t even
question it. From our observations, these companies promote
from within. We see it every day.

Schwartz: Among the people we recruit, typically, when they
leave a job, it’s between their third and fifth year. Then, they
tend to stay with their next employer, and get promoted up
through the ranks.

Schwartz: For many service managers, 11 years from now is
retirement. So, they’re not going anywhere. This is one thing
that does dovetail with the technicians’ survey results (technicians plan to stay at their present jobs an average of 10 years).
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unusual. Their resume will say they served as a field service
tech for five to eight years, and then they moved on to become
a s e n i o r l e a d t e c h , a n d l at e r t h e y w e re p ro m o t e d t o
management.

Schwartz: With these numbers in hand, we looked at many
of the resumes we have on file. In some parts of the country
these salaries would be low, in other parts they would be high.
But, they do appear to be an average of what we see.
I think what is important is that, unlike technicians, management often receives significant bonuses. They tend to have
very performance-based incomes. Typically, a service manager
or operations manager will receive a percentage of the profitability, or lack thereof, or some measure of the service department’s performance. All of these people have profit and loss
responsibility. That, really, is the demarcation line.
Let me define how we perceive these various positions. Typically, the service manager is someone who has day-to-day
responsibility for the service department and technical service
force.
The title of vice president of service is often used within
larger companies. Usually, this person has more strategic input
into the organization’s planning than a service manager would.
The operations manager tends to be someone who has
responsibility for both the sales side and the service side to
some extent. This person has a high level of P&L responsibility.
To us, the title of operations manager is interchangeable with
general manager. The choice of titles really depends on the part
of the country.
Finally, the regional service manager title tends to be used in
the larger, publicly traded organizations or the larger regional
organizations that may be responsible for multiple locations.
Typically, this person has some technical knowledge and
day-to-day responsibility for service operations in several
locations.
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Schwartz: When you combine the salary and bonus, a lot of these
managers are in the $100,000 range, especially regional service managers, general managers and operations managers. It is going to be
interesting to see in next year’s survey results how many of these
managers retain their positions. We are starting to see a lot more of
their resumes hit our offices as the economy tightens up in certain
parts of the country.
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A couple of things are happening out there. One is, people are
cutting back, not buying as much. And number two is, supposedly
the digital product is easier to service, takes less staff, less organization, less inventory and less parts. So, does that relieve the manager
of some of his or her responsibility? Or does it make the department
more profitable?
I don’t want to overstate it, but probably every week we see two
to three of these regional service managers’ resumes coming in the
door from IKON, Danka or Xerox. These people are unemployed, in
the process of being laid off or in the process of being V-RIFed
(that’s a term Xerox uses for “voluntary reduction in force”). Two to
three resumes a week doesn’t sound like a lot, but when you think
about IKON, Danka and Xerox, and how these people handle multiple cities and multiple states, there aren’t too many people in these
positions.
These managers are having a very difficult time replicating their
salaries. We are seeing a lot of them going back to independent dealerships and having to take significant cuts in pay.

Schwartz: This doesn’t mean that they exercised those stock
options. It’s just the potential value of the options. I guess the
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important thing is, it means these managers do have stock options
and they are keenly aware of their value.

Schwartz: 50 percent of these managers are happy, and when
you add “neutral” into it, that’s 70 percent are basically satisfied. I
guess this is most notable in its lack of surprises.

Schwartz: Working with leading-edge technology is only 4
percent. However, “my opinion and knowledge is valued” did
receive 42 percent, so they do want to be listened to, and they
want recognition like everyone else. Notice the percentage for
“understanding the company’s business strategy,” which was
just a blip on the technicians’ survey results. That’s very significant, and does make sense. Again, what’s remarkable about
these numbers is that they are unremarkable.
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Schwartz: Stock options are at the top of the list, but keep in
mind that the surveys were completed between June 2001 and
March 2002. So, today, if they were asked again, the responses to
this question may be significantly different. With the stock market
being the way it is and with people not wanting to take a risk,
stock options may not be that big a deal anymore. And, remember,
many of these surveys were completed before Sept. 11.

Schwartz: This surprised me. This is pretty much the reverse of
the way the technicians felt. Managers are relatively happy and
believe their companies are doing a good job. There seems to be a
bit of disconnect between them and the technical employees.
Forty-five percent say their employers are “good” to “excellent” at
attracting employees. However, it does appear that a fair portion of
them understand that their companies do a poor job at this because
they have front-line responsibility for attracting employees.
Forty-one percent of them say “excellent” for retention. That
seems funny to me, compared to the 27 percent who say their companies are “poor” at attracting employees. I think it’s probably a
reflection of their opinions of their own positions. So, with “retention” they appear to be thinking of their own positions, and with
“attracting” they are thinking of the positions of others. ■
O F F I C E T E C H N O L O G Y M A G A Z I N E | May 2 0 0 2 | 17

