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and steel industries. Indu.e—
trial Scientific was born.

ty C
concentration on gettmg
the best people énd treating

‘them that way i¢ the core of

his business model: People

- first, then customers, then
" shareholders.

-"It’s internal customer

gervice, engmeering views:

support as its cusgomer,
support views sales as its

- customer, which looks at

customer service that way,”
he said. “If you have that
internally, it automatically
flows externally: Your cus-

tomers are happy, and then-

’ your shareho]ders

¥

] :
! omrne aPower Breakfas o

3 areholders, and rd hear
¢ going through the au-

McElhattan said this was a con- .
d. “Wall Street really

cept that he never fully communi-
cated when the company went

Higed
diénce,” e
dxdn’t want to hear that. So in 1999

~public in 1993, .the cortipany back. That
"“Pd be standing up at these an- ' x years of my life.”
nual meetings saying, ‘people, cus i61i to the manufacturing

INNOVATION—-As chamher Presldent and CEQ Dorls Carson ‘Willizms quks on,

Kent MeElhattan shows how compact tndustiial Scientific's portable gas .meters
have hecome using a real -8izé promotional sponge )

cent.er at its Oakdale head-

quarters, Industrial’ Scien-

t1ﬁc a]se has plants in
Fiarice and’ China, manu-
facturing ‘various ggs detec-
oA meters “for European

- ‘and Asian #Hents.'But not

long ago, McEmatta.n dis-
-covered designing, .manu-
facturing and ‘g8 hhg the

-best devices, in the field

wash't enough

“We. wanted to build the
perfect portable detector,
and eventually we did, They
were programmable to spe-
cific .industries and . gases,
‘sturdy, and .we sent 'them
out” he said, “And in six
months, they'd have to come
back to be recalibrated or be-
cause - sormeone droppad
them in some oil. Thats
wheri we developed iNet
with the help. of Catnegie
Melon University.”

Though the company still
manufactures and sells a va-

' viety of stationary and

‘portable detectors, ilNet is a
. servica that allows customers
in the field to charge, cali

. brate and ' troubleshool

portable meters via the Inter
net: When the devics i
plugged in to charge it alsc

| transmits data about how if

is operatig and what it}

" been through. Software up

dates and recalibration, i
needed, are done online. If :
replacement is needed, it
-automahca]ly sent out,
‘where in the world,

“Why buy a dev-lce, whel
you can’ “dubscribe to a ser
vice that comes with the de
vite and handles all the ai
torcara?” he asked.

McElhattans dmtum abou
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