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s a concept, customer service is simply making
sure all of a customer’s expectations and needs are
met. Putting it into practice often may be difficult,
particularly in the wiring harness industry, due to the possibilities of obstacles arising frequently and unexpectedly.
At J&C Company in Lincoln, Neb., providing excellent
customer service is accentuated so emphatically that president Jim Becker regards it as a major element distinguishing
his company. “Customer care and support is very key to
what we do,” he said. “It makes us unique and has become
one of our market strengths.“Keeping in constant contact
with our customers is important to us,” Becker said. “Then
when we run into snags, when parts are not coming in, for
example, nobody is surprised.”
Though small as a business, keeping J&C Company large
in the minds of its customers and what it provides for them
has been emphasized by Becker, 64, and his wife Cathy, 55,
since they started it in October 1993. Harnesses are 95 percent of the firm’s business, but it also includes assembling
and testing printed circuit boards and cutting wire, loom,
PVC and heat-shrink tubing.
J&C is poised to have sales of approximately $1.45 million this year, outdoing the firm’s best of $1.21 million last
year. Annual growth in 2010 and 2011 was 25 percent, the
same goal this year.
“We’re managing our business smarter,” Becker said about
rebounding from what he called “bad years” when sales
dropped into the $800,000 range. Many of the improved
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management techniques have been learned the last several
years by working with business coaches, most recently one
from Action Coach, a company that has 1,000-plus offices in
more than 43 countries and coaches more than 15,000 businesses weekly.
“Having a business coach has been a great benefit to us,”
Becker said. “I’m an engineer, not a businessperson, and
Cathy’s strengths are in accounting, purchasing and production and operations management. We recognized that we
lacked the proficiency of running a profitable business and
that we were stagnant. You’ve got to grow or die.
“If we had not been coached before things got tough five
years ago, we would not have survived,” Becker said.“We are
doing a lot of different things to make us more viable as a
business. We’re more efficient, we make sure the quality is
there, we improve our turn time, and we keep our customers happy.”
Although everyone at the company is indirectly involved
with customer service, much of the direct interaction with
customers is handled by Andy Harris, the Beckers’ 32-yearold son. He has worked on and off at J&C since he was in
high school, starting in production. He also oversees all the
documentation and prepares technical drawings.
Harris does quoting and selling, too, complemented by
Jim Becker, who has abundant expertise and experience in
addition to a degree in electrical engineering from the
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University of Nebraska. Approximately 25 people complete
the J&C staff, whose number fluctuates because of seasonal
production.
Besides her aforementioned duties and responsibilities,
Cathy Becker oversees the enterprise resource planning
(ERP) system and controls the inventory. Sharon Cunning is
the production scheduler, Mary Ham and Laura Taylor are
working supervisors, and Sharon Steinbach does the shipping and receiving and helps with the ERP. Brenda Olenada
does ERP data entry and accounting.
Production has two main components. The first manufactures harnesses for the Kawasaki plant in Missouri that produces engines, most of which are used on John Deere lawnmowers. The account means J&C’s busy period is October
through May. One-third of the staff is laid off in summer.
The second component is manufacturing low-volume
pieces. One long-term customer is J.A. Woollam Co. in
Lincoln that makes spectroscopic ellipsometers, which optically determine indices and thicknesses of small items.
Instrumentation accounts for 50 percent of J&C’s regular
customers, which total 30 and primarily are in Nebraska,
Iowa and Missouri.The Kawasaki account and vehicle-industry clients make up 40 percent, and the remaining 10 percent is agribusiness and miscellaneous.
Customers include Toro and Exmark as well as Lincoln
companies that make grain bin and silo level indicators and
devices that measure plant growth. Other companies make
industrial vehicles, water distillers and valves for farm field
sprayers.“We want to develop new customers and get more
load from our current customers,” Becker said.“We know it’s
there. We also go back to companies we have quoted in the
past because their vendors may have run into problems.”
With his engineering background, Becker can provide
solutions. His experience includes 15 years doing industrial
service calls and installations. “I recognize all problems that
you can run into with equipment,” he said.“That made me a

better engineer, and I can recognize when a part can be
speced better or if the proper parts are being used that are
durable, the correct size, et cetera.”
The most basic harness is a Kawasaki item with an eightpin connector with wires, terminals, sleeves and insulators
that plugs into a housing. While one harness is more than 30
feet long, the most complex product has wires with 10 connectors that are spliced and soldered in a five-inch hub.
Almost any kind of product or process is accommodated.
Most harnesses are 6-36 inches long with 4-5 breakouts. Cost
ranges from $10 to $100, with $30-40 most common.
Orders may be as few as five pieces or up to 80,000 a year,
with weekly or monthly releases.
The manufacturing and quality-control processes at J&C
are highlighted by what Becker termed “complete traceability.” It involves having each process recorded on a job log,
noting who did what and when.
Lead times are quoted at 3-4 weeks, a time frame affected
by availability of tooling, pieces and components.
Depending on suppliers’ inventories, deliveries of finished
products can be made in a few days or 1-2 weeks. Although
J&C has 20-30 suppliers, only a few are used most of the
time for favorable pricing and reduced freight cost.“Delivery
is a function of customer need.We’ll bend as far as necessary
to meet those needs,” he said. “If a customer is in a big hurt
for parts, Andy and Sharon Cunning won’t jeopardize any
other customers but will work with our production people
to get the job done.”
A focus on marketing will help J&C prosper, Becker
acknowledged. “If our marketing program were better, we’d
grow,” he said.“It is our weak point and our biggest challenge
by far. We can get around the seasonality that we have, but
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our overhead keeps going on. We have to develop our own
products to take up the slack or get more customers to fill
that void.”
In September 2004 Becker learned about the importance
of customer diversity. Kawasaki officials notified him that
they were sending production of robotics systems, which
were used by Ford Motor Co., from Lincoln to China. J&C
had the Kawasaki job since January 1999, and the account
grew to 68 percent of the company’s business.“That was our
mainstay, so it really knocked us when we lost that assembly
work virtually overnight,” Becker said. “We were delivering
harnesses on a daily basis, and we had just come out with a
brand-new series of products that we had spent a year on
engineering. It took several years to develop the relationship, and it kept growing.
“We always knew that it was a hazard to do so much business with one company,” Becker said, who noted the lost
business has been regained.
After his university graduation in 1971 Becker founded
Electrometrics in Lincoln. The firm repaired and calibrated
electronic equipment. The company was bought by Geist
Plastics, also of Lincoln, and Becker remained with Geist five
years. Cathy Becker worked there, too.
The firm was involved in other products besides plastics,
so Becker continued to work on electronic equipment,
including microprocessor control systems for the weighing
industry as well as avionics. He also designed surge protectors for consumer office products. Geist executives decided
to leave the markets in which the Beckers worked and
allowed them to take over the accounts. Hence, the start of
J&C, where at first Cathy worked full time and Jim part time.
Becker also subcontracted to Hornady Manufacturing in
Grand Island, Neb. The firm produces ammunition for sport
shooting and law enforcement. He developed a device for
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measuring the speed of a bullet, but the device never was
marketed. Eventually Becker joined Cathy full time at J&C.
The Beckers plan to retire in 3-5 years, depending on
company growth. They may sell the firm, but they would
want to find a buyer interested in taking care of current
employees. “We are sensitive to the people who work for us
because we have helped a lot of people get work that would
not have gotten work otherwise,” Becker said about hiring
people through Nebraska Vocational Rehabilitation, a state
government organization. He noted they had physical ailments or injuries or are recovering from alcohol and other
drug abuse problems. “They have picked themselves up and
are doing great jobs for us.

Tashia Taylor uses one of six crimping presses to
apply terminals to wires.
“One lesson we’ve learned over time is that people who
work for you are the most important thing you’ve got going,”
Becker said. “Here people are always looking out for each
other, and we work together to develop systems and reduce
errors at different phases of the production process. We welKen Cohen, lead custom area assembler, inserts wires come suggestions to encourage innovation and creativity.”
into housing.
~3~

Becker has learned to be creative with pricing jobs.
“Different types of customers require different pricing structures,” he said.“If you want a broad range of customers, you’re
not going to get the same margins from all of them. Certain
industries are suited to get higher margins. If you have higher volumes, the margins are on a different scale.
Strategy is important when bidding for and obtaining new
work, Becker pointed out. He has found with large volumes
of simple assemblies that J&C can compete when labor is
not a large portion of the final price.
One trend Becker has seen is more business coming back
from offshore due to poor quality, the long lead times and ris-

ing overseas labor costs. Other trends are increased automation to handle larger volumes, smaller wire and connectors,
a growing instrumentation market and more fiber optic.
Despite such trends, Becker still advocates the basics. One
is inventory management. “It is the name of the game,” he
said. “Too much inventory will take you down. Good buying
is critical to your operation. It got us through tough times
and kept us viable.”
For more information, call 402-467-4837, e-mail
info@jccompany. net, fax 402-467-5137, visit www. jccompany.net or write 5000 N. 72nd St., Lincoln, NE 68507.
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