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OnForce Marketplace Highlights from Q1:

•	T otal number of break-fix events went up to 63% in Q1, sequentially, from 	
	 59% in Q4. 

•	TV  / Video was the second highest volume category for onsite service in 	
	 Q1; Desktop computer ranked first for the third quarter in a row. 

•	 Hourly rates for Point-of-Sale (POS) service dropped for the first time in 	
	 one year. 

•	I n Q4 hourly rates for Voice over Internet Protocol (VoIP) fell below the 	
	 national average; this changed in Q1 as hourly rates now exceeded the 	
	 national average, although work order value fell in Q1. 

•	 Hourly rates for Projector onsite service were more expensive than every 	
	 other Consumer Electronics category. 

•	 Ohio, Indiana, and Massachusetts were the least expensive states for onsite 	
	 service in Q1 as opposed to Hawaii, Delaware, and Maine that were the least 	
	 expensive states for onsite service in Q4. Hawaii and Delaware both moved 	
	 in to the top ten most expensive states. 

•	 Houston, New York, and Chicago saw more onsite service volume than any 	
	 other city in Q1 of 2009 for the second quarter in a row.

•	T otal work order volume increased 10% year over year. 

About the OnForce Services Marketplace Index
The OnForce Services Marketplace Index (OSMI) has been compiled by OnForce, 
the world’s largest marketplace for IT and CE service professionals. This study 
measures transaction data from over 70,000 on-site service events from the first 
quarter (Q1) of 2009. This report used best practices of statistical analysis to 
compile and normalize data in order to maximize the accuracy and reliability. 
Formerly titled the “OnForce State of the Industry Report,” the OnForce Services 
Marketplace Index will be published every quarter. For more information, please 
visit www.onforce.com.
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Ohio had the 
lowest hourly rates 
for onsite services
in Q1

Most and Least Expensive State

Summary:
•	 South Dakota, Wyoming, Hawaii, and Vermont were the most expensive  
	 states in terms of hourly rates for onsite service in Q1 of 2009.
•	 Hourly rates in Hawaii jumped dramatically, moving the state from 51st place 	
	 to 3rd place, from Q4 2008 to Q1 2009 respectively.
•	 New Hampshire, Kansas, Kentucky, and Nebraska hourly rates dropped  
	 significantly in Q1 by 40%, 45%, 20%, and 11% respectively, after being in the  
	 top 10 most expensive states in Q4.

Analysis: 
There have been several changes in terms of most expensive states. Out of the top 
15 from Q4, only seven states remained in the top one-third of the most expensive 
states. The states that made the biggest moves include New Hampshire, Kansas, 
and Louisiana, all of which moved to the bottom one-third (least expensive 
states.) As with many low volume states, the hourly rates are conversely related 
to the number of work orders placed. 
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HRI = Hourly Rate Index
All category average = 1.00

Rank
(Q1 2009)

Rank
(Q4 2008) State HRI

Rank
(Q1 2009)

Rank
(Q4 2008) State HRI

1 4 South Dakota 1.74 14 27 Mississippi 1.26

2 31 Wyoming 1.65 15 32 Rhode Island 1.25

3 51 Hawaii 1.49 16 21 New Mexico 1.24

4 43 Vermont 1.48 17 19 Oregon 1.24

5 10 Montana 1.40 18 18 West Virginia 1.23

6 1 North Dakota 1.39 19 47 Maryland 1.18

7 5 Idaho 1.36 20 37 Utah 1.15

8 7 Washington D.C. 1.28 21 6 Kentucky 1.14

9 8 New York 1.28 22 27 Missouri 1.14

10 50 Delaware 1.27 23 9 Nebraska 1.14

11 40 Oklahoma 1.27 24 20 Pennsylvania 1.14

12 13 Iowa 1.26 25 46 Nevada 1.12

13 30 Minnesota 1.26

Most and Least Expensive State Q1
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California and 
Vermont kept their 
spots at highest 
and lowest volume 
states respectively

Highest Service Volume State

Summary:
•	 For the fifth straight quarter, California had the most onsite service volume  
	 of any state.
•	 Conversely, for the second quarter in a row, Vermont had the lowest volume  
	 of onsite IT and CE service than any other state.
•	 Out of the top five, only Illinois and New York grew in terms of work orders  
	 by 24% and 6%, respectively.
•	 Additionally, median time of acceptance for work orders went down across  
	 the board from Q4 to Q1. 

Analysis: 
California ended Q4 as the highest volume state for onsite IT and CE service 
work for the fifth consecutive quarter. Along with Texas and Florida, the top 3 
states accounted for more than 10X the volume of the lowest ten states. As with 
hourly rates, volume of onsite IT and CE services is largely dependent on the 
population of a given region. As in previous quarters, Rhode Island, South Dakota 
and Vermont saw the least amount of onsite service volume. 
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*As of April 9, 2009

Rank State
No. of 

Technicians*

Median 
Time to 

Acceptance Rank State
No. of 

Technicians*

Median 
Time to 

Acceptance

1 California 1,221 8 14 Washington 375 61

2 Texas 1,051 6 15 Missouri 368 18

3 Florida 1,061 3 16 Maryland 683 37

4 New York 1,511 12 17 Colorado 259 9

5 Illinois 776 5 18 Tennessee 406 5

6 Ohio 724 9 19 Indiana 714 6

7 Pennsylvania 1,310 13 20 Massachusetts 593 12

8 Georgia 688 4 21 Alabama 435 16

9 North 
Carolina

636 7 22 Louisiana 260 21

10 Virginia 722 13 23 South Carolina 391 5

11 Michigan 556 8 24 Wisconsin 504 13

12 Arizona 316 7 25 Oregon 230 24

13 New Jersey 1,239 13

Highest Service Volume by State Q1
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Brooklyn had a 
great impact on 
New York city’s 
volume orders

Highest Service Volume City

Summary:
•	 Chicago, Houston, New York, San Antonio, and Los Angeles, respectively,  
	 stayed in the top five spots again this quarter.
•	 Orlando (not noted in the chart) dropped from 13th to 35th spot in Q1 in  
	 terms of onsite service volume.
•	 Chicago bumped Houston as the number one busiest city in terms of offsite  
	 IT and CE service for the first time in five quarters.
 
Analysis: 
Smaller cities such as Jacksonville and Columbus have now entered the top group 
of cities. As with previous quarters, there was minimal fluctuation among the top 
15 highest volume-producing cities. For VARs and solution providers evaluating 
new territories to expand into, California, Texas, and Florida had the most amount 
of cities in the top 15 highest volume cities. 
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City
Q1 Volume 
Rankings

Chicago 1

Houston 2

New York 3

San Antonio 4

Los Angeles 5

Dallas 6

Atlanta 7

Phoenix 8

Miami 9

Las Vegas 10

Columbus 11

San Diego 12

Jacksonville 13

Austin 14

Washington D.C. 15

Hightest Service Volume by City Q1
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ABOUT

ONFORCE Services Marketplace INDEX

This OnForce Services Marketplace Index report was compiled by OnForce, 
the world’s largest marketplace for IT and CE service professionals. Since its 
inception, the OnForce Marketplace has been used to complete nearly 1,000,000 
work orders. The timeframe for this study is January 1 – March 31 of 2009, and 
it includes data from all the work orders from this period, and encompassing 
more than 1,000 VARs, solution providers and IT service firms across the U.S. 

We used best practices of statistical analysis to compile and normalize this 
data to maximize the accuracy and reliability for our readers. We’ve provided 
some base-level analysis with each table, although we’re careful to let the data 
speak for itself. Formerly titled the “OnForce State of the Industry Report”, the 
Services Marketplace Index will be published every quarter.

About OnForce
OnForce is service made simple. Our marketplace provides access to a national 
network of over 12,000 local service providers connecting service demand 
with local supply through a powerful online marketplace — easily, efficiently, 
and profitably. Our marketplace has sophisticated tools that enable service 
providers to find, match, deploy, and pay the right technician for the right job, 
on demand. OnForce marketplace also offers a new model for managing all your 
service events while containing costs or growing your offerings. Nearing one 
million completed service orders, OnForce is a proven leader in helping service 
buyers increase profits, gain a competitive advantage, and contain service 
costs. The OnForce network is made up of 5,000+ IT and CE service providers 
and more than 12,000 service technicians who work in a number of technology 
categories, including computers, printers, networking, VoIP, point of sale, and 
consumer electronics. For more information, visit www.onforce.com.

Contacts:

Melissa Lane
OnForce, Inc. 
melissa.lane@onforce.com
(781) 761-9202

Jennifer Moran
Weber Shandwick Worldwide
jmoran@webershandwick.com
(617) 520-7076

http://www.onforce.com/

