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Boost your automation line 

and your bottom line with Bradfi Ethernet products for the factory � oor. You�ve relied 

on Brad for DeviceNet, PROFINET and ControlNet. Brad for Ethernet is a complete line 

of industrial Ethernet products from cordsets and gateways to a brand new offering of 

switches. All from the recognized leader in automation solutions.

Your net�s worth more with Ethernet products by Brad. For innovation, performance and 

reliability � from a company that knows your industry inside and out � choose Brad.

NET WORTH.
WHAT’S YOURS?

w o o d h e a d . c o m / e t h e r n e t d p n

' 2 0 0 7  W o o d h e a d  I n d u s t r i e s ,  a  d i v i s i o n  o f  M o l e x

Fritz is an engineer’s engineer. An 
undisputed technological expert, he 
takes great pride in looking into 

virtually every conceivable option for the 
design projects he is given by his employer, 
ABC Integrators. Deadlines sail by, are reset, 
and sail by again as Fritz’s hours allocated 
to the job pile up. When management puts 
pressure on him, he retorts that he wants 
“to get it right” for the customer. 

Next door at XYZ Distributors, Joan, a 

technical college grad, is a recent addition 
to the Customer Service Department. She 
is continually handling “difficult” custom-
ers who make repeated calls for delivery 
updates for items they have ordered. What 
frustrates her even more is how upset they 
become when promised dates are missed.

Is there anything that the managers that 
Fritz and Joan report to can do to turn 
these two employees around? The answer 
is “yes” if each manager understands that 
the common cause of the above problems 
is a fundamental lack of understanding by 
their employees of their own business and 
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that of their customers.
One way of addressing this lack might 

be to campaign for engineering faculties 
and technical colleges to include busi-
ness courses in their programs. But these 
institutions are trying valiantly to keep 
up with the break-neck pace of develop-
ments in technology and, as a result, 
their curricula are jammed with technical 
content. Consequently, it’s only logical 
that employers assume the responsibility 
for making their technical staff “business 
literate.” But where to start? 

What Fritz needs is a crash course in 

cost accounting. ABC could enroll him in 
an evening course at a local community 
college. There are also probably a num-
ber of people at ABC who could explain 
to Fritz how operating expenses (which 
include his salary) are deducted from the 
gross margin to result in an operating 
profit. Most employees are surprised at 
how low the operating profit margin typi-
cally is at the end of this calculation! 

At the end of his training, Fritz should 
understand that commerce involves one 
company providing products or services to 
another company in a way that both make 
enough profit to stay in business. In many 
cases this means that the customer can’t 
afford a solution with “all the bells and 
whistles” and, consequently, Fritz must 
restrict his proposed solutions to options 
that fit the customer’s budget while provid-
ing ABC with a reasonable profit.

Joan’s problem in Customer Service is 
that she can’t empathize with the chal-
lenges her customers confront every day 
in order to survive in an increasingly com-
petitive environment. One solution might 
be to have her tag along with a sales rep 
on calls to some of the more demanding 
accounts. Hopefully, when Joan sees a 
multi-million dollar machine sitting on 
the customer’s floor for which shipment 
is being delayed due to a missing part she 
will better understand why the customer 
gets upset when a part is late. Giving her a 
quick primer on how cash flow works and 
contributes to a machine builder’s stress 
will also be helpful.

There is a growing recognition on 
the part of employers that technology 
workers, especially those which interact 
regularly with their companies’ custom-
ers, need to be more business literate. 
While in-house solutions may work, today 
employers can easily out-source this train-
ing to local colleges. 

That was the thinking behind the 
Industrial Careers Pathway (ICP) initia-
tive (industrialcareerspathway.org) started 
by the Power Transmission Distributors 
Association (ptda.org). In Canada, two col-
leges are leading the ICP effort. Mohawk 
College in Hamilton and B.C.I.T. in 
Burnaby, BC, are offering business courses 
tailored to technology graduates. 

The courses are part of certificate 
programs in Industrial Marketing and 
Industrial Distribution, but companies 
can enroll their staff in just a few of the 
courses to meet particular needs. While 
the general thrust of these programs leans 
towards the needs of distribution, most 
of the courses will still be valuable for 
employees of manufacturing, service and 
other technology-focused companies.

Regardless of which route you take, 
making the effort to make your staff more 
business literate will pay off in better cus-
tomer service and less time wasted by your 
staff chasing or handling business that is 
probably a lose-lose scenario for you and 
your customers.

John Bachmann is the Corporate Sales, Marketing 
and Quality Manager for Wainbee Limited and 
the Chairman of the Canadian Fluid Power 
Association. Info Card 345.

By John Bachmann

Do your technology workers understand 
your business? If not, educate them!
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