
Recorded Statement

Q = Unknown


A = Tish
Q: Well I I appreciate you taking a min- minute with me this morning to kinda go through you know the issues that you think are important for the website.  I wanna make sure that we make that we’ve got everybody covered.  Um have you had an opportunity to kind of think through it and make yourself any notes on this?
A: Um I know that I was assigned that task and but I really haven’t but uh I think we can still um you know before this is definitely not my forte um but I you know I have some opinions on what I like and don’t like.

Q: Wonderful that’s that’s what I’m after.

A: Will that work for you?

Q: That’s exactly what I’m after.

A: Okay.

Q: Well um why don’t we just kind of begin with uh you know any frustrations that you have with the current site uh.

A: Sure.

Q: O- obviously we’re our intention is to make the site completely new and different have it look and feel um kinda like the Pearson stuff but with um a little more aggressive twist...

A: Um hum.

Q: To it.  

A: Um well just to s- to some immediate (inaudible) and uh and I so I guess I have thought about this but um I don’t think it is sophisticated enough in look.

Q: Right.

A: Here from an esthetic standpoint I don’t like the font size I think it’s too small and I think there’s too much text.

Q: Y- you know what I’m gettin’ that same exact feedback from everybody so we’re at least on all on the same page.

A: Oh good.  I mean that’s good right?

Q: Yeah well we...

A: Um.

Q: We know it’s time to make a change that’s for sure.

A: Yeah um I just you know there’s nothing well I I probably shouldn’t say this but there’s really not much about this website that makes me wanna go any further.

Q: Correct yeah.  Well n- now that we kind of both agree on the current state of the existing website if we had a blank sheep of paper and we’re starting from scratch uh at least from the the NTC perspective I’d love to hear your your vision on how you’d like to have us deal with the presales component in terms of how we get the message about NTC?

A: Yeah this is where my w- white page paralysis comes in but um I’ll just start talking and then maybe you can help pull some information out of me.
Q: Please.

A: Um.

Q: That’d be great.

A: You know I think first of all we’re a technology company so I feel like our website should show some sophistication there.  I don’t know what that means um but again I don’t think we do it today.  Um I think that I would like some presales I would like for us to acknowledge that we can hit both the K-12 market as well as higher ed.  Um I don’t want us to be perceived as only one or the other.

Q: Right how about...

A: (Inaudible).

Q: How about yeah this is exactly what I’m after what about the work force component?

A: The work force component is definitely going to be important but I don’t think we know yet what we would say um.  

Q: Okay.

A: I mean what are you hearing from others about work force I mean you’re right we should not forget that I mean we we’re starting to say we’re at P20 to W.

Q: Yeah.

A: System.  Um so yeah.

Q: I I think we basically...

A: (Inaudible).

Q: Just need to offer that so that people start getting the the broader more holistic vision.

A: Yeah I think you’re right.

Q: Okay now when you talk about sophistication uh I don’t wanna put words in your mouth but to me that that means and and what I’m hoping to do is to integrate a lot more uh diagrams videos animations uh.

A: Yeah it shouldn’t look like a website that I did at my home.  

Q: Yeah I get you.

A: You know what I mean?

Q: Yep.

A: I guess you’re exactly right I mean it should look like someone who knows what they’re doing get some pretty savvy things.

Q: Yeah.

A: But they’re informative I mean I don’t wanna be like sex and sizzle all the way and no meat.

Q: You beat of course.  Okay talk to me about um work flow and collaboration tools.  You know in particular since we’ve got you folks in Texas and the folks here in Salt Lake and then the other folks back east it seems to me that we need to have a piece that um th- that allows us to leverage uh kind of a virtual corporation wherever people are and...

A: Um hum.

Q: And uh minimize the distance issue.  You know by through technology.
A: Yeah you’re losing me a little bit there because I don’t see our web it it sounds like what you’re trying to say is that you want you think the website sho- should unite our two offices and I don’t I see the website as more of an external tool.

Q: Well par-...

A: Or.

Q: Pardon me and I’m now talking about an intranet component that would be kind of a back office suite of tools that the...
A: Okay.

Q: Customer facing side of the website would not reflect but where all of the employees and team members could go to collaborate and share and and communicate and do things beyond what they can typically do with uh with email.

A: Um so I don’t know what you’re hearing from other people but I know that we’re already working on some of that I mean we’re using share point sites we’re all we also have a Wiki and so to me my reaction to that is it’s just another place where now we’ve gotta got a third place where information is spread out.
Q: Well the intent was to draw the current initiatives into one place so that there’s only...

A: Okay.

Q: One there’s only one point of collaboration not three.

A: And I’m sure you don’t know this answer but I mean are you talking to development and um other people as well...

Q: Of.

A: I mean?

Q: Of course.

A: Or just marketing?

Q: Oh no no no of course I’m talking to everybody.

A: Okay so everybody’s onboard with that then I’m I’m onboard with that I just don’t wanna have multiple places where I don’t know which piece...

Q: No no...

A: Is (inaudible).

Q: No no of course I don’t either yeah that would be.

A: Okay.

Q: That would be worse not better.

A: Right.

Q: Okay um so talk to me some more about the what you want to see with respect to the presale messaging for the NTC site of the business?

A: Um I don’t think that it has to be just paragraphs and paragraphs I think that it should be stuff that joi- jumps off the page.  Um some things that come to mind are uh you know we definitely want a top security um speed you know cost savings um.  Is this what you’re?

Q: Yeah.

A: You’re asking for...

Q: Yeah.

A: Key words?
Q: Yeah.

A: (Inaudible).

Q: Yeah.

A: Um you know I don’t wanna fall too much into buzz words but just to throw one out you got streamlined um.  Did I already say speed fast?

Q: Yes yes.

A: Okay.

Q: Okay.

A: Um you know we talk about eliminating paper.

Q: Right.

A: The security I think is a is a big one I also think that um and I don’t know how we’ll do this but I wanna make sure that we also tout our online ordering functions.

Q: Yeah how’s that workin’ out now by the way?

A: Slow going.

Q: Okay uh and now we’re talking about the consumer piece correct?

A: Yes.

Q: Okay uh but we do have the the functionality currently exits?

A: The functionality currently exists it’s our newest like big big piece of functionality and um you know I I want to make sure that people when they know NTC they know that it’s sort of we have the component as well.

Q: Sure of course.  Um do...

A: Sometimes I think that that’s a secondary message where as I think it could be incorporated in as one of the benefits you know one of the presale benefits.

Q: Definitely.  Um let’s talk now about uh post sale for NTC.

A: Yeah.

Q: What kinds of things do we need to do on the website either for internal constituents or external consumers um after they have brought into the NTC product line?

A: Okay um first of all can we can I go back not that I I’m sorry I didn’t realize that an internet portion was a part of it but I wanted to say um for the presales portion I mean I think it would be great to have you know a marketing area where I if someone said hey I need a slick right now for blah blah blah I know where the fin- the latest final version is um so I don’t always have to go through people to say is this one out here...

Q: So.

A: (Inaudible) folder.  Is this the most recent is this the one I should print or send to a customer kind of thing.
Q: So have kind of a...

A: Um.

Q: Uh a shared file library where everybody could get to documents?

A: Yes but where only final versions go.

Q: Yep yep okay cool.  That’s...

A: Um.

Q: That’s very.

A: I realize that you’re probably just humoring me but I don’t know I...

Q: No I’m not at all no that’s very important...

A: Okay.

Q: And that’s actually a piece that had not come up so that’s very helpful thank you.

A: Okay so going to the post sales um.  Let’s talk external first.

Q: Okay.

A: Um you’ve probably seen that we use sort of I don’t know the right term but sub sites uh for our state project site.

Q: Yeah.

A: Um again they’re very simplistic I don’t always love websites when I have to do a lot of scrolling.

Q: Yeah.

A: Um so you know we definitely have a lot of some of them have a lot of information some of them don’t but it’s a way it’s sort of like always used in call to action right if if this is the method by which someone can get their contract or sending them there for the but this is the way by which they can always reference you know announcements that were made.  Um the training modules I think are a big deal which I wonder if they’re really used as frequently as they could be.

Q: Yeah we’re working on making those a lot more accessible right now they’re buried pretty deep.

A: Yeah so um.  Unless we’re gonna change the way we’re doing things I think we still need to have a way of providing information to our our current customers that way.

Q: Yeah.

A: Oh also I put this in my feedback but I really like how our competitors um show their presence in the country.

Q: Well like.

A: They’re.

Q: With a map?

A: They do it with a map I’ve seen a couple do it with a map but that’s just something that I’ve struggled with for a long time is people always ask who are your customers and we always list the states by names but something to throw out for consideration and I think that this can go either way right but we don’t do we wanna place where we list the schools or the districts or the colleges that um are participating and how are they participating are they participating by sending and receiving or just by receiving.

Q: That...

A: Um.

Q: That’s a great...

A: I think...

Q: Idea.

A: You can go both ways because if that list isn’t you know big enough that’s kind of what’s held us back but um.
Q: Sure.  Can you...

A: I think...

Q: Can you.

A: (Inaudible) you know pe- oh I’m sorry go ahead.

Q: Could you lest all your competitors for me?

A: Yes uh Docufide Xap which is X-A-P.
Q: Okay. 

A: The National Student Clearing House Connect EDU and while this one is sort of still new I think I’m gonna add Avow to that list which is A-V-O-W.

Q: Okay great and that’s it for now?

A: Yeah those would be the biggest ones.

Q: Okay and Docufide is the biggest?

A: Yeah Docufide is the biggest but National Student Clearing House is coming up on us.

Q: Okay.

A: And they’re more focused on the hire ed market but they’re um they’re definitely getting into the K-12 world and Docufide is exactly the opposite.

Q: Gotcha okay excellent.  Um so any anything else on post sale support either intranet or extranet?

A: Um I think it’s important that they know how to get in touch with our support team.

Q: Yep uh let me just share with you what we’re thinking on in that area.

A: Sure.

Q: We’re planning on building a module that when the phone rings either a phone or a chat uh comes into customer support the customer service representative uh that receives that uh call or uh chat request will automatically have the sales force record popped up on the screen for them for the customer that they’re speaking with which is not happening today.  

A: That would be cool um I will say that uh NTC is not integrated into our support team the way that the SIF products are and basically all they have is phone support right now.

Q: Well we’ll we’re tryin’ to to to unify and standardize all the support for the whole...

A: I.

Q: Company in the same way.

A: (Inaudible).

Q: And and in that respect what will happen is when when people come to the website we’re gonna actually put a cookie on there we we’ll allow them log in and once they’ve logged in we’ll put a cookie on their computer that will allow them to automatically get a personalized screen every time they come to our site.  And on that personalized screen it will show them all of the products that they’ve licensed from us any uh call support um issues that have been submitted and what their status is.  Uh if they’re a new customer and it’s an implementation we’ll have a progress bar across the bottom that’ll show a green bar moving to the right as as the implantation uh progresses.  They’ll have uh support options for chat phone and video chat video conference um.
A: I love it this is so cool I didn’t realize how far reaching you were uh going.

Q: Well we’re trying to come up with the ideal and if we can afford to get the ideal done we’ll do the ideal if not we’ll phase it so overtime we’ll get the ideal done.

A: Okay well I just wanted to uh it’s something I’ve raised with the support team that um I would like to see NTC get further integrated in the support so it sounds like I’m on the only one saying that...

Q: Right.

A: (Inaudible).

Q: Right for sure.  

A: Um.  Uh okay so going back to post sales we’ve talked about you know access to support access to training um access to any sort of forms that they have to download and by the way I’m a big proponent you know a lot of what we’ve done in the past we did because we had so few people...

Q: Yeah.

A: To to do things.

Q: Yeah.

A: Right so...

Q: Yeah.

A: It’s kind of like we did the best that we could for the resources we had so I don’t wanna fall into the trap of doing things the way we’ve always done them if they’re not the if we now have better ways.

Q: Yes.

A: To go about.

Q: Well and often technology is such a big um productivity lever i- it enables us to do so much more with so much less.

A: Right um I do think that I would like to see access to frequently asked questions for both NTC as well as online ordering.  Um and and and also our release notes which don’t necessarily have to be on our state project site which they where they currently are.

Q: Um hum.

A: Because NTC is a hosted solution so when we roll out a new release everybody gets it.

Q: Yeah.

A: Um.

Q: It’s like software is a service really.

A: Yeah exactly.

Q: Yeah so it’s just instant update.  

A: Um so switching to intranet for post sales um I think that this would be a great way to um you know I constantly worry that there are too many versions of our implementation materials like um checklists that we send to customers um.
Q: Yeah.

A: People make tweaks that might fit for one instance and then suddenly that becomes the template for the next one when it really doesn’t make sense you know what I mean?

Q: Yep yep.

A: So I I’d like to see um implementation you know internal implementation tools stored in this intranet I mean I think it would be a good way for people to say I made this change and this is why um.  I mean you know if we’re really talking about collaboration and kind of documenting what’s been done um you know documents don’t have to stay with you know the way they are but let’s talk about let’s let’s have more than just someone’s brain why a change was made.
Q: Exactly so there needs to be kind of a a version control there needs to be ownership of of certain documents and responsibility and and someone has to to sign off on the final version and that kind of thing?

A: Well yeah and maybe not so formal as to sign off and and maybe it’s that we have um different folders um for each you know type of customer or each state um where if if suddenly we got somebody new who can set up a district in Virginia on NTC they know to go to the Virginia NTC implementation folder into the tools you know what I mean and.

Q: Yeah yeah.

A: And grab that checklist and then that would be the one that they should start using.

Q: Certainly.  Okay and then that would then be the one that they would typically propagate from to do the next state?

A: Yes.

Q: ‘Cause that’s the one we have the most experience with and is the most current.

A: Yeah.

Q: Okay that’s that’s great thank you.  Uh I’d...

A: You know what would be great also to have internal training materials.

Q: Definitely.

A: Um.

Q: Well.

A: I think sometimes you know we all know what it’s like to be really busy and people don’t necessary have time to sit down and go into every detail about our products but I mean even you know I might find an hour here that I think I need to know more about VRF.
Q: Yeah yeah.

A: Um.  You know it would be great if we had some sort of training materials whether they’re modules or or documentation with screen shots or something that we could internally access to to know more about our own products.

Q: Absolutely that’s a great idea.  Probably uh well one of the things we’re gonna try and encourage uh Michael to do a lot more of his his actual videos where you can you have you know talking heads actually discussing you know a product or a technology and so the people you now pe- it’s just so much easier to learn than to read through a bunch of slides.

A: Um hum um hum.

Q: I I’d love to get your perspective on the Edustructures SIF side of the business as well um and I know you don’t spend a lot of a lot of your cycles there but g- give me a sense of of uh what you think we should be doing there?

A: Hmm.  Uh as far as (inaudible).

Q: Um hum.

A: To me and probably this is 'cause this is where I (inaudible) SIF is very difficult to to get your mind around if you’re not just in the guts technical.

Q: Yeah.

A: Um and so I think that if I were marketing SIF I would wanna make you know I have wanna have something out there that not only speaks to the people who are really gonna get why you want this.  Why you want these Edustructures products but I want it to the draw the person in who who’s gonna go I gotta get my IT guy to to see this.

Q: Yeah yeah yeah.  So get them where they live whether they’re technical or less technical or administrative or whatever whatever they’re need is respond to that need?

A: Yeah and tell them not just what it does but why they want that...

Q: Yeah.

A: Why is it important.

Q: Yeah what’s in it for me.

A: (Inaudible) these products.

Q: Yep gotta answer that question for sure.

A: You know the the products you know are are a lot about moving date um which is great but it sometimes I think it’s nice to put it into I mean they’re like powerful part is why do you wanna move that date.

Q: Exactly and what what pain does that make go away for you.

A: Yeah.

Q: Sure okay that’s helpful.  Um.

A: You’re very nice.

Q: Oh.

A: Um.

Q: Uh it’s just fun to work on this with good people.  Um so what else are we missing on the website if you know have you been to any other competitor sites or any other great websites that uh you’ve seen some tools or approaches to marketing or approaches to um work flow that we can learn from and and uh utilize in this uh initiative?

A: Well one thing that we haven’t discussed really um and uh maybe somebody else has brought this up but I would love to see us have a customer community somehow.
Q: Yeah we’re...

A: Or or.

Q: We’re talking about that that’s great thank you.  

A: Um okay.

Q: Uh yeah what we’re thinking of is acknowledging the fact that we’ve created a um kind of an ecosystem and uh a food chain and and and actually feeding the people all along the food chain uh however they need to be fed so that they come back for more and they uh become more loyal and we learn from that community and uh give them tools to corres- you know correspond with each other for example a discussion forum maybe even a shared Wiki...

A: Um hum.

Q: For suggestions or an idea thing or all kinds of things could be implemented to uh foster that sort of sense of community.

A: Yeah because this is a very collegiate if you will group you know they want...

Q: Yeah.

A: To know what are other people doing and what have you done differently to to solve this pain and I mean they like to do what everybody else is doing.  

Q: Yeah there’s safety in numbers.

A: Yeah.  Um the other thing is I guess you know when I now that I think about it and we’re all kind of combining I mean one of the things that’s important to me when I go online is I don’t want it to be hard to find something and so I don’t wanna have to go through a bunch of things for three products if I only have one product or.
Q: Yeah.

A: You know what I mean?

Q: Yeah.  

A: Um.

Q: So navigation?

A: I like oh go ahead.

Q: Navigation has to be real simple?

A: Yes I like I think I’ve already said this but I just I like it when you go to a website and it’s clean.

Q: Yeah what would you like to see on the front page in terms of navigation?

A: It’s a great question I’m thinking.  Um as far as navigation it seems to me like we would want to give kind of an overview of who are we.

Q: Yeah.

A: And what do we do but then I I feel like then as a user I would like to take that moment uh to drill down into what is important to me.

Q: Yeah. 

A: Uh I realize you’re probably asking for something different um.

Q: Well I guess I’m I’m I’m trying to collaborate with you and you know it’s helpful just to bounce ideas back and forth.  Uh I’m I’m struggling a little bit with the traditional um kinds of navigation links.  On one hand w- while on the other hand I’m I’m sort of toying with the possibility of organizing the front page based on needs of constituents.  If if we have l- let’s just say for example you go to a doctor and you’ve got a menu when you walk in the doctor’s office that says I’ve just said had a heart attack or I’ve got a broken arm or I’m feeling pain in my chest or...

A: Um hum.

Q: I can’t stand up or I’m dizzy you know if you could just see what my problem is and click...

A: Um hum.

Q: On my problem and have have the website help you get to your solution I’m wondering if that’s sort of a model might be better than the traditional you know about us company products services SIF NTC sort of navigation scheme.

A: It such an interesting um com- uh thought and I like it in the sense because it seems in a way it seems sophisticated (inaudible) intelligence.
Q: Yeah.

A: Um if there’s a way that we could that I’m trying to get my head around this you know how to (inaudible)...

Q: Well we already know I’ve asked Sandra and she and (inaudible) with (inaudible) who the (inaudible) and what their needs and I think once we have that (inaudible) list (inaudible) and we know what their problems are then it seems to me that that um will inform our our structure I mean you know form follows function and people come to a website for a reason and that the reason is usually I’ve got a pain and I want want it to go away.  Either I don’t have enough information or I’ve the feds are requiring me to do something and I haven’t you know I don’t know how to get it done and I hear you guys can do it and you know or whatever.  So usually it’s it’s based on wanting to solve a problem or wanting to buy something that will solve a problem.

A: Do you think that that that approach at all is problematic in there’s a particular market segment that we’re just starting to get into and don’t really know what the problems are?

Q: Um.

A: But we wanna make sure they n- I mean you know we don’t wanna miss out on saying we’re there for you it’s just we’re evolving as well.

Q: Sure I think there’s that risk but I think before you publish that you’re a s- a solution provider you owe it to the community that you’re serving to find out what what their needs are and make sure that your solution fits that so I would as- my assumption is that we would’ve already done that by the time we put something on the website.

A: Yeah I was think about the work force thing where.

Q: Yeah.

A: Um we’re still we’re still in the market research phase.

Q: Sure and so maybe we we hold back on that one a bit but on the other hand we we do kinda wanna nudge the market fo- forward we we know we’re gonna end up there in the next five years and uh.

A: Um hum.

Q: We ultimately know that they’re gonna need transcripts that include you know grades and Vo-tech information.

A: And by the time that we go live with this we should know a lot more.

Q: Absolutely.  Are there competitors...

A: Um.

Q: That are active in the work force space?

A: Uh ask that again I’m sorry?

Q: Are do we have competitors that are active in the work force space?

A: I don’t know the answer to that n- none come to mind.

Q: Okay.

A: Um but it’s also because there are about 50 different definitions of what the work force issue is.

Q: Okay.

A: So probably but it depends on where we’re gonna hone in.

Q: Sure my my reason for asking the question is very often you can learn the most about your own business by looking at your competitor.

A: Right.

Q: So if we had a a king kong out there that was doing well in the work force space we could go to their website and see what their messaging is like and and kind of plagiarize from there.

A: Right yeah definitely it’s something to look into once we get a little more fine tuned and and we’re what what problem we’re gonna solve.
Q: Yeah it seems to me that our bigger problem for NTC right now is is um achieving critical mass.

A: Yes.

Q: And you know dominating more states so that we become the king kong rather than somebody else.

A: Agreed I think we’re still in gobbling up the market.

Q: Yeah...

A: (Inaudible).

Q: Yeah yeah.  Okay have I have we missed anything that you think needs to be discussed or included in this new design?

A: No but you know what would be helpful is if if it once you have all of your initial conversations if you create some sort of documents or process flow or buckets I mean it doesn’t have to be anything fancy whatever it is that you create a lot of times looking at it holistically helps me got to phase two of the...

Q: Yeah.

A: What did we miss and.

Q: Absolutely yeah well we’re definitely doing that and um I’m I’m incidentally recording our conversation so that I I won’t have missed anything so I wanted...

A: Okay.

Q: Wanted to let you know that.  Um and I I’ll give you these notes and then the perhaps that will jog your memory as well.

A: Yeah um.  I’m just thinking through a few things.  No I don’t think there’s anything that I would um I don’t think there’s anything that I have to add right at this moment.

Q: Okay um what about the other members of the NTC uh department do you think that anybody there anybody there has needs that we’ve missed?

A: For for from the intranet perspective?

Q: Either either that uh customer facing or the intranet.

A: Well uh let’s see we’ve touched on kind of marketing and sales we’ve t- touched on support.  Um I know that that the person here who has been making our website updates um I mean I don’t know that the vision is for who’s gonna maintain the website but I would think that um I mean I know right now we moved our server to the Cloud and that has actually made making the website updates less efficient it’s because now it’s someone who’s more technical needs to do it who’s on our development team.

Q: Oh boy that’s not good.

A: So um I I don’t know what to say about (inaudible)...

Q: (Inaudible) aside from his (inaudible) perspective too.

A: Well (inaudible)...

Q: I know.

A: (Inaudible).

Q: No that’s great.  All right well Tish thank you for your insights and I’ll be continuing to communicate with you you got my email address if you have any uh any new brainstorms that you wanna share please do.
A: Okay great thanks so much.

Q: You have a great day.

A: Bye bye.

Q: Take care bye bye.  
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