
Recorded Statement

Q = Skip Weeks


A = Andy Elmhorst

A: No yeah I think you were on time I was late.

Q: Not a problem.  Well thank you for taking a few minutes with me I’m I’m anxious to get your perspective on the new website and what we can do to to help it serve our constituents better.  Have you had an opportunity to think about uh what you’d like to have changed on the website or if you had a white sheet of paper kinda how you’d wanna approach it?

A: Well I have some thoughts I can’t say that I have I certainly don’t have a a completed design or anything but I can tell you the things that I would like to see improved from what we currently have.  Our uh the biggest thing is for the website to have more uh dynamic content or more uh I guess you could call it dynamic content.  And by that I I just mean you know the the website as it exists today has has been very static and we’ve you know occasionally I think everybody acknowledges this I mean this this isn’t something that I’m coming up with obviously...

Q: Right.

A: But it’s just uh it’s been very static very uh uh I mean it looks the website conceptually looks exactly the same as when I was hired about give years ago five and a half years ago.

Q: Right.

A: Uh and we’ve added a few new products here and there and and uh things but the one the biggest thing that I think would help even I don’t even really care about what color it is or what graphics we use or uh if we change the look and feel so much but if the homepage could at least change at least once a month and have something new that we’re telling people.

Q: So when you say dynamic you mean uh frequent updates so that it’s always fresh?

A: Yeah I think fresh content and and done in such a way so that it is also uh it’s not just completely different each time but it’s like we’re adding to what’s already there.

Q: Yeah.

A: Kind of like in in many respects like a blog uh not that we should have a blog or I think a blog would actually be a good idea if we had people that would be interested in writing on a regular basis but so just you know you have a top level article that’s new and uh if you wanna look at articles from pre- you know maybe the last time we published an article they’re available in a list and everything’s searchable.  So you know if we publish a new article at least once a month you can always uh you can see you can read that but you can look through previous articles you can look maybe look up articles by keyword or uh you know some sort of a (inaudible) or something like that.

Q: Yeah.

A: Uh that’s really I think you know personally I think that’s one thing that I’d I’d like to see.  Uh and I don’t know I think I think when we even you know if we drill down to the to the products or to the developer’s section of the website I think we could have more content than what we do.

Q: Sure.  Now do you have um have you begun to aggregate that kind of content in your own private files that we could access and and repurpose for such a thing?

A: Uh you know I might have some I mean I’ve I’ve got a separate site that I run that we use for kind of our developer facing...

Q: Yes I’ve seen that site.

A: Uh developer facing content...

Q: Yeah I I noticed that and we’re by the way hoping that we can integrate that more tightly with what we’re doing on this go around.   Is that something you’re okay with?

A: Yeah I mean it’s certainly whatever use you can find there that’s certainly not a problem.  Uh you know and that that site I use my blog regularly on it uh I think I’d I’d have to look at the dates but like going back a couple of years I used to blog quite frequently several times a month and I I just don’t have the time to do it anymore so I I there isn’t any recent contact content like that but there is you know there there are some probably some good articles in there that could be pulled out.  Uh my hope was that could my hope always was that we could find other people to write about SIFF and invite them to join this site and kind of have a group kind of blog concept going.

Q: Yeah.

A: But uh so far nobody else has really stepped up to do that but uh...

Q: Well one of the things we’re kind of uh toying with is the idea of of possibly creating kind of a a a portal where we could actually create something like a almost a social network for people who are interested in this this space and provide a platform where they can collaborate and share ideas.

A: Yeah I think that would be a I think that would be a good idea.  I mean Microsoft does this pretty well they’ve got uh if you look on their MSDN site they’ve got a got a lot of content there but they also have wherever you go in the content you can comment on pages you can start discussions that sort of thing.

Q: Yeah.

A: Uh that that does come at a bit of a cost because you have to have somebody to kind of manage all of that make sure keep the spam bots away.

Q: Yep.

A: Uh and uh so it doesn’t come for free anytime you you open up a page to allow people to comment on it or start a new discussion or create an account uh you have to have a dedicated resource to manage to manage that obviously.

Q: Definitely.  Okay.  Uh one of the things I’d like to get your sense of is are there other websites that you often go to that uh represent their organization particularly well that you think we might be able to learn from?

A: Well uh I think you know I don’t know if this is the greatest example because it’s such a such a big company but but Microsoft’s developer site MSDN.Microsoft.com has in my mind it’s always been a great site for developers uh of course Edustructurer’s is not their audience is gonna be more than just developers so I’m not saying the developer content is what I’m looking for but uh you know that site is always has always had information about the latest things going on with Microsoft’s developer tools uh they always have lots of fresh new articles of course they they have a whole army or writers working for them so...

Q: Right that helps.

A: That makes it a lot easier.  Uh but just kinda that general approach being able to have new content available and being able to search it and look search for it either by searching or looking at key words or looking at past articles I think uh I think that’s uh that MSDN site I I’ve always like that uh...

Q: Yeah it’s always easy to get to what you want isn’t it?

A: Yeah.  Uh...

Q: How about navigation uh could you comment on what you’d like to see on the front page of the site?

A: Uh well I can tell you what I don’t like I don’t like I don’t like uh just personally myself I don’t like navigation that requires you to use JavaScript menus folding menus they just they’re almost they’re they’re so they always frustrate me even though I’ve you know consider myself an experienced computer user  they always seem hard to use.

Q: Like the drop down menus?

A: Uh yeah.

Q: Okay.

A: Uh so that’s that’s one thing that I don’t like but I guess I think when people come to the site I I like I be able to s- I I would like them to be able to get quickly to the areas that they need to get to depending on what they came for so you know that’s that’s obviously probably an ideal goal but it’s really a kind of a task driven design that I’ve I guess I would be going for and not necessarily you know a hierarchical design like okay here’s a hierarchical view of our website or here’s you have to go click on products to get to our products but but more you know if I’m coming as an end user what are the top five links that I’m most likely to click on uh make those really visible and top left on the screen.

Q: Yeah.

A: And if I’m coming as an IT person or you know what are the top five things that I might be interested in clicking on and making sure that those are easily available.

Q: Good well we’re we’re thinking in exactly the same terms then that’s exactly the direction we’re headed.

A: Okay.  Great.  

Q: Kinda need driven.  You know what what’s their pain what’s their need and allow them to you know get get to that solution as quickly as possible from the front page.

A: Yeah I also think there’s a big uh there’s a big hole out there that the SIFF association has never really filled very well.  Uh around uh kind of the expertise around SIFF so I think it would be good if our site had more than just Edstructure solutions but kind of uh some content that show that we are the thought leaders behind SIFF and whether it be you know some of the articles that (inaudible) just around SIFF rather than you know a particular product or maybe we have a section somewhere that kind of has uh some of the top questions that people might ask about SIFF those sorts of things.  Uh...

Q: Talk to me about your...

A: And...

Q: Sense of uh uh SIFF being less important than let’s say data integration or longitudinal data systems or you know some of the higher level uh uh terms that the people that aren’t in the SIFF world think in terms of?  Seems it seems like as I’ve talked to other people there seems to be a pretty urgent uh need to go a little higher level than SIFF and let SIFF be a subset of of these bigger issues that people are thinking in terms of.

A: Yeah I think that’s a valid point uh I think the uh I’m just trying to think that through because as our I mean that is a big chance for what people I think I mean I know internally we definitely think of ourselves as moving up above and beyond SIFF so we do SIFF but we also do other things and it certainly is true but it’s a big change to how I think our current users of our website perceive us.

Q: Sure.

A: Uh because currently uh if you look at our website and and you look at our district market they perceive us as SIFF solution providers and SIFF is all we do and uh you know everything about our site and our message on our existing thing is about SIFF so I wouldn’t wanna stray too far from that I mean I know that we do need to uh I I definitely agree that we we do much more than SIFF now and we need to have that message on our website so uh but I think there’s a balance.  I wouldn’t want us to take SIFF completely off or make or put it into a corner and say you know you kind of have to look hard to find SIFF on our site if you know what I mean.

Q: Sure of course.

A: So we definitely have to transition I think between where we are today to where we’re we’re going...

Q: Yeah.

A: I think for a state user coming into our site or uh someone coming in from a state level or or a a higher level that they’re looking for a big enterprise solutions you know I’d want them to to really see that at the solution level...

Q: Right.

A: You know the longitudinal data solutions the data collections solutions those sorts of things.  For a district user I think it’s gonna be harder for them to make that transition in their mind and to to come to our site and you know SIFF isn’t like in their face uh because I think that’s that’s really how they think of us today so and that’s I think we just need to keep that in mind.

Q: Well that’s true...

A: And make sure that both types of users...

Q: But that may that may have actually been holding us back too because you know when we do a reality check and we recognize that over 80 percent of the applications out there are not SIFF enabled they still need to get out of the (inaudible) mentality and and find some way to share data and collaborate between those silos and and if SIFF isn’t available to 80 percent of the market because of the applications they’ve already selected I think we need to see the bigger vision and share the bigger vision and deliver the bigger vision uh because if we just continue to tell the district people well this is the only way to solve your problem and there is no way to get SIFF for the applications and there are no SIFF agents for all the applications you’re using you know it’s it’s a no win for us and it’s a no win for them.

A: Yeah I I agree uh for the district market right now though we we really don’t have a non SIFF solution for for that problem so we’re talking about something new that we don’t currently offer.

Q: Not even in terms of uh flat files batch processing etcetera?

A: Not really I mean I mean when you when you mention us going above and beyond SIFF I think we’re doing that a lot with our vertical solutions so if you buy ver- VRF or ETF uh we have non SIFF interfaces for those and our message around those should definitely be more about the integration solution where the fact that it happens to be based on SIFF under the covers.

Q: Right.

A: But in the district space uh but no if if there isn’t we currently don’t have a set of solutions for um applications that aren’t SIFF enabled.

Q: And does anybody I mean what if what if the feds or the state absolutely positively needs them to share data between these (inaudible) systems what do we just say sorry you’re outta luck?

A: I think yeah at the district level we we haven’t gone after that business I mean there certainly is uh I’m not saying we shouldn’t I’m just saying we we currently don’t uh...

Q: But there are...

A: Currently...

Q: Technical there are technical ways of achieving that are there not?

A: Yes there are and some of our competitors do have things uh probably better toolkits that enable that than we do we just haven’t focused on that space.

Q: Like who?

A: Like who?

Q: Yeah who would the competitors be that might have a better (inaudible)...

A: Uh well CPSI is uh CPSI has what they call a universal agent.

Q: Right I’m familiar with that.

A: And so they they can hook that up to pretty much anything.  So that’s that’s probably one good example uh that’s one particular product direction that we’ve chosen not to go down at least not so far.

Q: Right.  Anybody else?

A: Uh I don’t not that I know of no.  I mean there there are other non SIFF ways to get to get that uh solve that problem you know there are other integration type of things I I believe uh I can’t really list them but but no in as far as providing you know solutions for districts that need to connect applications that don’t have SIFF agents I think CPSI is really the only one that has a solution.

Q: Okay.  And that particular solution doesn’t work all that well as I understand it either.

A: Yeah I you know what I can’t really comment on that I mean I think I think it has it’s issues but I think for the customers that are using it uh a lot of them are reasonably happy with it so it’s not as good as a pure SIFF agent like we would write...

Q: Yeah.

A: But for example Orange County, Florida is one good example they’re using a an agent from CPSI uh and they uh for awhile dropped CPSI and we thought that we would maybe get some traction there and we we actually did some work with them and some pilots and did a a little project for them and uh and eventually they went back to CPSI and they were happy with what CPSI was able to do so so I think their solution does work.  Uh we tend to to uh say that it doesn’t work very well but I think I think it does work better than not having a solution.

Q: Okay.  Uh all right well that’s that’s kind of a business issue that you guys are gonna have to decide how you wanna deal with it I suppose but it just seems like you know maybe that’s one of the issues that’s been holding back the uh broader uh adoption of SIFF.  

A: Yeah I uh it’s yeah it’s an interesting thought I mean I would guess that we we could address we could address that we could look into addressing that problem I uh I haven’t seriously you know thought about how easy or hard that would be or how we could make it profitable it’s uh it’s really a custom integration environment that you’re in...

Q: Yeah.

A: Once you get in outside of the SIFF agent and uh and so it’s it’s a it’s a something we should probably think about but uh it’s kind of a different way of of doing business but you’re right that in the fact that because of the fact that we rely on SIFF agents to be available it does limit our options and limits the customers that we can interact with.

Q: Yeah.  As I’ve talked to uh Rick(sp?) and Gary(sp?) and Dave(sp?) in the district uh sales area there’s I mean there’s some pretty pretty considerable frustration that the vast majority of the applications out there don’t support SIFF and don’t plan to support SIFF in the short term and so it limits what we can do in the dis- district space and what we do in the district space affects what we can do in the state area so it might be a pretty strategic thing to talk about.

A: Yeah.  Yeah.  I I agree I mean I think we could do more than what we have been doing.  I I really think that we could write a universal agent that works better than CPSI’s I’m sure we could.

Q: I’m sure.

A: And uh and if they’re having some success with it I mean we seems like we could have success with it as as well.

Q: Sure.

A: So uh it’s it’s certainly I agree I think it’s a direction we should look seriously at.  I think another thing I think that’s been a little bit holding us back uh is where we’ve been focused so heavily on the state market that the district market we’ve just kinda kinda holding onto it at the moment and so I think the district sales people are are feeling that frustration too that we’re uh right now we’re so heavily focused on the large amounts of money that are available in the state space we know that the district market is probably our long term our best our best market for long term growth but uh right now we’re we’re focusing a lot of our development on solutions for the states.

Q: Okay.

A: So I think that’s also gotten in the way a little bit.

Q: I understand.  Okay.  Uh any other things that you’d like to see included in terms of uh uh what we can do to better serve the different constituencies that we’re uh that are becoming to the website?

A: Hmm.  Well I don’t know if uh so have you had any discussions about our support area?

Q: Oh definitely yeah.

A: Yeah I mean that’s one area that in my you know opinion again I’m not alone here you know needs a lot of help.  It’s uh it’s just really hard to go there and find solutions uh and so I I think our support area just just needs a lot of help I think...

Q: Yeah one of the things we’re thinking about there Andy is uh uh creating a or moving the database the solutions database you know out of Sales Force perhaps into someplace that we can actually search for solutions and tags and keywords and that sort of thing.

A: Yeah.

Q: We’re also contemplating building a personalized page for every customer so that when they come into the site they can actually go to a really comfortable place where they see all of their licensed products and they also see all the products that they haven’t yet licensed and all of the services that they haven’t yet purchased in a very holistic way so that they can get a sense of what we can do for them not just what we did do for them.  And it would be we’re planning on providing a link with uh caller ID in in uh Sales Force so that when the calls come in the customer service reps will actually have the screen of the customer pushed to them and then from the customer’s perspective on their their screen that they get when they log in they’ll have the ability to see again all of their licensed uh uh applications their uh incidents that have been that are unresolved.  If they’re in an implantation we’ll have kind of a green bar that will go across the screen showing kinda a status of where they are now and what’s left to be done.  Uh there will be a button where they can click to uh uh initiate a a a text chat a voice chat or a video chat with a CSR and uh and then they’ll be able to see whatever they need to see that we’re storing in in our systems whether it’s Sales Force or someplace else.

A: Yeah that that sounds good and I think uh I mean just getting the solutions articles in an environment where they’re easier to find I think is gonna help a lot.  The other thing that I’ve noticed is that and this is more of a process issue than anything is that we we don’t manage our solutions articles very well.  Um I’ve found I haven’t looked at it recently but I’ve you know I used to poke in there once in awhile and I would find articles that didn’t even apply to current releases of products you know things that we had fixed or changed or...

Q: Yeah.

A: And you know they’re still showing up like you need to do this if if you’re using this agent ‘cause it’s you know broken or something.  So just...

Q: Yeah.  Who...

A: (Inaudible) policies around you know making s- maybe every time we do a release go through and look all the support ar- at the support articles for that product to make sure that they’re up to date and still apply.

Q: Yeah that’s a great idea.  Who who on the team could manage that sort of a process?  Setser(sp?)?

A: Uh well I don’t think it really think it’s would be Setser’s role as a sales engineer it probably would have to be somebody in support.

Q: Okay.

A: Uh as far as manage- you know one of Andy’s manager’s would probably be the best person to take on make uh kind of owning the (inaudible) space I don’t know who owns it now but somebody has to own it and make sure that you know they’re they’re responsible to make sure that the articles are up to date and they’re applicable.

Q: Yeah.  Maybe Adam(sp?)?

A: Yeah it’s possible.

Q: Okay.  All right.  Uh we’re also thinking of building kind of an intranet page intranet page where internal uh people can speak to other internal people and share ideas files collaborate.  I know there are some of those there are a number of Pearson resources that we we’re thinking of aggregating and at least providing links to on a central place where it’d be easy for everybody to get to including you know training and you know new employee orientation HR issues uh expense reporting travel arrangements knowledge base for employee benefits policies and procedures all that stuff.

A: Yeah.  We we definitely have a lot of internal knowledge that just gets lost and that’s why we’ve been we’ve been working to roll out a share point solution.

Q: Right.

A: And whether or not that’s you know would tie into what you’re talking about or not but I think...

Q: Absolutely.

A: Uh I think we need to uh so we we I started a process about a month and a half two months ago uh put together a team every manager donated a resource to start working on this share point solution and I don’t think they’ve done much work so uh I need to check up on them again but uh...

Q: Do you have a roadmap for that?

A: Uh no.  Essentially what I what I charged the team with was lets look at all of the ways that we collaborate now where are files stored you know we’ve got this files one repository with the stuff on it that’s hard to find uh and you guys you know and my charge to them was to come up with a design for share point you know what are the right number of sites what are the right set of policies for each department on how you communicate with each other uh and you know that that really was was what I was shooting for was them to kinda come up with a design and kind of run it themselves but I don’t think they’ve really spent a lot of time on it quite honestly.

Q: Is there a single individual that’s been in charge of that leading it?

A: Uh yeah uh I’m trying to think I think the person his name’s escaping me at the moment he’s one of Andy’s Andy’s managers uh it’s not Adam but the other manager.

Q: Okay.

A: Uh I’d have to look up his name and so...

Q: I can get that from I’ll get that from Andy.

A: And and it’s really probably partly my fault ‘cause I’ve been I’ve been gone traveling for the last six weeks.

Q: Wow.

A: Wait almost every week and so I haven’t touched base with them and my my goal would be to create a a share point site where all employee communication happens through that site so today we get a lot of e-mails from a lot of them come from Jean(sp?) uh just describing various things like she a few weeks ago sent out an e-mail saying there’s a new policy around uh uh what was it it was oh yeah it was if you’re if you’re uh if you’re trying to get a loan and you need a a re- a someone to verify that your employment here’s the process there’s a website you have to go to and click on this and I can’t do it anymore that sort of thing well she sent that out as an e-mail but you know six months from now who’s gonna remember what the policy was?

Q: Exactly.  Yeah we need to have a single place where we can build a knowledge base for institutional knowledge that’s easily accessible and searchable for all of the staff.

A: Yeah so what I did is I took her e-mail and I copied and pasted it into a blog entry on the share point site that we haven’t rolled out yet but I just put it in there so it shows up there and you can find it.  It may or may not be the best place to store information like that but it certainly is better than than what we have today.

Q: Yeah better than e-mail.

A: Yeah.

Q: Okay.  Uh are you aware of any other uh other websites that we might want to learn from or learn to avoid what they’re doing?  Either good examples or bad examples of websites that you have visited recently?

A: Uh well CPSI’s website is horrible so that’s a good example of a bad example.

Q: Yep.

A: Uh you know I think our some of our other competitors though however have done a good job.  I think Mazoonies(sp?) website is great I think uh...

Q: It is.

A: Visual Software’s website is pretty good uh...

Q: That’s Visual Software?

A: Yeah.

Q: I don’t think I’ve seen that one so thank you for that.

A: Yeah it’s VisualSI.com.

Q: Okay thank you.

A: And it’s not that uh it’s uh yeah it’s I mean it’s it’s for a one person company or whatever it is two or three person company it’s uh surprisingly a pretty good website.

Q: Okay.

A: I don’t think you get as much traffic on his website but uh in fact I used to have a link to he’s he’s got a his reporting engine for his website is actually publicly available I found the link one time on Google but it’s kind of interesting.

Q: Yeah.

A: So...

Q: (Inaudible)...

A: So I can actually monitor the traffic on his website.

Q: Yeah.

A: So that’s probably a good example of something we wouldn’t want people to have access to.

Q: Okay.  All right good well if I can just enlist your support as you uh first of all if you can get me anything that the Share Port the Share Point team has begun to discuss I’d like to take a look at that and review what they’re thinking.  Uh or what you know even if we can get independent uh feedback from three or four of them in terms of I’m sure they may have thought about it and if you can just forward those e-mails to me.  And then if you run across uh new ideas you know when you’re in the shower or waking up in the middle of the night or whatever that you think you’d like to have incorporated you know either call me or drop me an e-mail I’d appreciate it.

A: Okay.  Sounds good.

Q: Well again thank you for your time Andy you’re always uh full of great insights and I I really appreciating you uh taking a block of time for me this afternoon.

A: Yeah no problem thank you for taking this on.

Q: You bet.  We’ll talk to you real soon.

A: Okay.

Q: Thanks Andy.

A: All right bye bye.

Q: Take care bye bye.
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