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FOREWORD

FOREWORD

By robin robins

If you’re over the age of 35 and reading this book, chances are 
you remember a time when the latest car phone technology 
consisted of a 10-pound brick you carried around, complete with 
an antenna and a corded handset that plugged into your car’s 
cigarette lighter. Mine even had a shoulder strap. You might 
also recall how cool you felt when you bought your first Sony 
Walkman or CD player and how you had to unplug the phone 
line to get access to AOL via your phone modem.

Although this seems like YEARS ago, it’s only been a blip on the 
timeline of life. And today, new and disruptive breakthroughs in 
technology are literally changing the way we work, service our 
customers, communicate with others and run our businesses.

We’ve seen the demise of public pay phones, DVD rental stores 
and even bookstores with the omnipresence of fast Internet con-
nections and the proliferation of cheap devices. We no longer 
need to leave the house to buy a car or groceries. And business is 
conducted nationally and globally with people we’ve never met, 
merchandise we’ve never touched, and in online stores we’ve 
never walked into.

These technological advances HAVE made starting, growing 
and running a business infinitely easier. With a few clicks we 
can send e-mail or text messages to millions of people instanta-
neously at a fraction of the cost of other media. Finding detailed 
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information on our customers, competition and market trends 
can be found in minutes for free. And the massive amounts of 
information required to operate a business – from accounting, 
client data, inventory, payroll, work products and more – is all 
easily stored, searched and available quickly and easily, thanks 
to the ever-growing software systems and electronic storage of 
data online. 

But this convenience has also come with a price. New 
technologies (and our dependence on them) have introduced 
a number of new challenges and threats that, if not addressed, 
can bring even the most successful company to its knees in a 
moment. This is why I was so honored and excited to write the 
Foreword of this book.

For years, I’ve acted as a marketing and business consultant to 
thousands of IT services companies, giving me a unique insight 
into this group of smart, hard-working men and women – who 
keep the millions of small business owners around the world up 
and running.

It is my experience that these are some of the most under-utilized 
and under-appreciated group of professionals serving small busi-
ness owners today. With new technologies coming online daily 
and millions of new threats cropping up moment- by-moment, 
they have the unique and massively difficult job of staying on 
top of it all just to make sure your Internet doesn’t go down, your 
e-mail is always available, and your systems are always running. 

They spend their days constantly fighting a never-ending 
stream of fresh, new problems. They attempt to make multiple 
disconnected software systems and applications all play together 
“nice” so you as the user experience zero delays, problems or 
downtime – all on a shoestring budget and limited timeframe. 
And when they’re successful overcoming this incredibly difficult 
task, they often don’t get the “thanks” they deserve. 
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Technology is a vastly powerful tool; but if you don’t know how 
to apply it properly, you could end up like the Indian chief who, 
when given a brand new car, hitched up his trusted old team 
of donkeys to pull it along as his new mode of transportation, 
grossly ignorant of the power he had available to him with a 
single turn of a key. This book, and the IT consultants you’re 
about to meet, hold that key.

Each and every one of the professionals you’re about to meet 
in this book exemplifies leadership, business savvy, dedication, 
professionalism and a passion for excellence. Each of them holds 
keys to making your business more secure, more profitable, 
more successful and more efficient. I would strongly encourage 
you to take their advice and words of wisdom to heart.
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Chapter 1

Align Your Network 
With Your Goals 

By Jennifer Bleam

As an IT provider in the suburbs of Washington, DC, we consult 
with small businesses on their technology every day. The idea 
for our company started over ten years ago when my husband 
was working for PricewaterhouseCoopers, and I was working 
for Deloitte & Touche. At our respective companies, we each 
had a help desk and a staff of IT guys who were available by 
phone and could fix any problem quickly. 

In contrast, we saw that small business owners didn’t have a 
help desk. There was no team of people waiting to swoop in 
to fix the small business owners’ problems. Not only could 
their day-to-day problems not be addressed, there was no one 
advising them on making strategic technology decisions. Most 
businesses had a very simple idea that all they needed was an 
email address, a few computers, and a fax machine. They set up 
a free email account, spent their hard-earned money on several 
computers from a retail store, named it “My Network,” and 
secretly crossed their fingers that it was set up correctly. We saw 
that while small businesses represented 99% of all companies, 
no one was serving them! Nearly every week, we would hear 

AliGN YOuR NETWORK WiTh YOuR GOAlS
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about poor decisions a business owner had made. But there was 
literally no one advising them.

And just like that, our company was born. We had the dream 
of being able to help consult with small business owners about 
their technology, about how to use technology to meet their 
goals. We knew so little about running a business that we joined 
a popular franchise, where we could get the support we needed. 
Unfortunately, they changed their focus toward fixing people’s 
home computers, and that wasn’t where our passion was. So we 
separated from them and formed our own independent company.

Times have changed in the past 10 years. Now it’s much easier to 
get a branded email address. And computers are cheaper and fast-
er. But mistakes are just as easy to make, and just as costly. And, 
in some parts of the country, there is still no one filling the role of 
IT Advisor. Even in DC, we get calls from small businesses, ex-
plaining a challenge they need to overcome. Usually we talk to the 
office manager, and she’ll describe the crisis they’re having. We 
treat that call much like an emergency room visit. The first thing 
we do is stabilize the patient, in this case the computer network. 
As soon as we resolve the problem, though, we have a conver-
sation with the office manager to find out the root cause of the 
problem. And often, the problem was caused because the business 
owner had no one to turn to, and had made some poor decision. 
We also find out all the symptoms they’ve been experiencing. 

Sometimes there are specific signs that must be addressed, like 
computers that won’t turn on, or warning messages that repeat-
edly show up. But other times, the problems are more vague. 
The computer network just isn’t quite right, but they don’t know 
what’s wrong. It’s slow or inefficient, or maybe it has so many 
problems that it’s hard to know where to start. And that’s where 
our role of IT Consultant steps in. After talking with management 
and staff, we next do some analysis on their current network to 
diagnose the problem. You see, sometimes there are conditions 
lurking below the surface, even though they haven’t caused any 
symptoms yet. We have to diagnose those as well.
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And while the details are always unique, the situation is gener-
ally the same: usually the company began with a certain number 
of computers, and has gradually grown over time. If there was a 
network at inception, it was extremely simple. But now, they are 
a significantly larger organization, and they have limped along 
without any significant technological improvements. Maybe 
they’ve added a few computers or upgraded software, as needed. 
But that simple network is still the foundation, and it just isn’t 
enough for them anymore. 

Frequently, the business manager knows their technology is out 
of date. While the company has grown by adding employees, 
their technology solutions haven’t grown with them. The result 
is like a bunch of extension cords connected together: they might 
do the job, in a pinch. But it’s not up to code, doesn’t follow best 
practices and certainly isn’t efficient! In short, the organization 
has done a great job growing their business. But they’ve been so 
busy working IN their business that they neglected to work ON 
their business. They’re so busy adding clients and staff, and put-
ting out the daily (and even hourly) fires, that they haven’t taken 
time to see what is broken in their technology.

Often, there is no one filling the role of Chief Technology Officer. 
Sometimes, an employee is hired for another job, perhaps working 
in project management or accounting. He happens to mention that 
he knows computers and somehow becomes the ‘go to’ guy when 
there is a network problem. The fact is that while he might enjoy 
tinkering on his computer at home, that does NOT make him 
skilled enough to manage a business-level network.

The great news is this: If you’ve found yourself with an inef-
ficient, pieced-together network, or if you’ve delegated the IT 
needs of your company to an employee, then take heart! You can 
solve this problem! Here’s how one of our clients went from a 
hodge-podge network to actually using their technology to reach 
their business goals.
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When we met with Southern Maryland Oral & Maxillofacial 
Surgery over 10 years ago, they had about a dozen computers. 
While they used an IT company, the service was very poor. Jacki 
Taylor, their office manager, was tasked with managing the is-
sues that arose from the network, often on a daily basis! She 
actually crawled under desks, unplugging and rebooting, in her 
attempt to keep the four offices somewhat connected.

In addition to not having an IT company truly consulting with 
them, they were using outdated methods of running their prac-
tice. For example, all month-end numbers were hand-tallied. 
They were using tapes for backing up their data, and sending 
their corporate data home in a staff member’s pocketbook. Plus, 
they couldn’t quickly or efficiently send vital information be-
tween their separate office locations.

They knew something needed to change. But they were busy 
running a practice. They didn’t have the expertise to research 
other options, nor could they afford the downtime it would cost 
them if they chose the wrong solution. So they reached out to us 
for help.

When we initially met them, we took the time to analyze what 
was working and what wasn’t. We also took time to understand 
their growth goals and their company culture. With our help, 
they were able to make significant improvements, including 
adding high speed Internet and putting data and voice on their 
own dedicated lines. They even use the cloud for their off-site 
backup system. Their network was upgraded so that they were 
able to integrate digital X-rays and CT equipment without any 
challenges. They’ve even added computers to their consultation 
rooms, which they can use to view patient X-rays and show pa-
tient education videos.

In less than 10 years, they have grown from a just-barely-func-
tional 12-computer arrangement to a well-designed 40-comput-
er network — seamlessly communicating between all their of-
fice locations. They are truly using technology to advance their 
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practice!

So, if you are limping along with a network that simply “does 
its job” then you need to find an IT company to consult with 
you. You want your computer network to be so well designed 
and tightly integrated with your company vision, that it will help 
your business grow. You need your computer network to work 
well and not just be a necessary evil.

Here are three things you’ll want to look for when finding an IT 
company:

1.  You want a company who has been in business long 
enough to have references. And, please, check those 
references! It’s one thing for an IT company to have 
clients. It’s very different to have clients who are will-
ing to rave about their IT company. You want an IT 
company whose existing clients enthusiastically speak 
about them.

2.  This may be the most important piece of advice: make 
sure that the proposed company does more than just 
fix broken computers. They should certainly be able to 
fix your broken computers, but you also want them to 
know about onsite backup, offsite backup, anti-virus 
and anti-spam options, disaster preparedness and plan-
ning, and email configuration – at a minimum. Ideally, 
you want a company who will provide managed ser-
vices. This is a fairly new concept that allows you to 
pay one flat monthly fee, and they perform all mainte-
nance (and fix all problems) on your network.

3.  If your network hasn’t been upgraded in years, you’ll 
need to find a company who will perform some type 
of Business Review with you. This should be done an-
nually, but could be done on a quarterly basis too. The 
ideal company will meet with you and understand your 
organization’s mission, vision for growth, and your 
specific industry trends. They’ll want to understand 
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the ultimate goal for your company, and where you 
think you’ll be in one, three, five and ten years. This 
point is important enough that it bears repeating: make 
sure your IT company takes the time to understand 
your organization. If they offer to simply email you a 
generic PDF, or don’t insist on meeting with you, …
run away! Without understanding your business, your 
goals, and your growth potential, their “cookie cutter” 
plan is worthless.

At your meeting, expect some tough questions like:

•  What are your revenue or other growth goals? Are they 
being met? Why or why not?

•  If those revenue or growth goals were being met,  
what changes would that necessitate for your current 
staffing model? 

•  Would you (or your staff) like to work from home  
one or more days per week?

•  Are you planning to add locations or merge  
with/acquire other organizations?

•  What is your plan for replacing equipment?

•  Are you planning to purchase/lease new hardware  
or software?

•  Are there any business processes that you would like to 
see streamlined or automated?

•  How is your data backup managed? Who is in charge of 
verifying the data integrity?

•  What are the coming technological changes in your in-
dustry? Do you want to embrace them?

•  Are there any technological challenges that are specific 
to your sales and marketing department? ...your HR 
department?

Based on this in-depth conversation, you’ll walk away with a 
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good understanding of where you are currently, and what still 
needs to be achieved. Then, using the information that was 
shared, your IT company will create a customized Technology 
Road Map. This Road Map will serve as your guide for the next 
several years. It will outline when to add equipment, when to re-
place existing equipment, and when to have strategic conversa-
tions. We also recommend that you review your plan every year 
(at a minimum) to make sure it still reflects the direction of your 
company. Otherwise, you could end up with yet another network 
that doesn’t meet your needs. 

If finding a company to meet the above three criteria sounds 
tough, then you’re right. An IT company that can fulfill the above 
three criteria goes well beyond the typical “computer guy.” Find-
ing an IT company who can fix a broken computer is relatively 
easy. But finding an IT company who has the training to perform 
an in-depth analysis of your company, create a strategic plan, and 
mange that plan is a rare breed! You may have to interview a few 
different companies before you find the right fit. You’re going to 
be spending a fair amount of time with this person, so make sure 
you like them. And make sure you’ll trust their advice. Again, 
checking references is strongly recommended.

The exciting thing is that you already know what you want: you 
want an IT company that can work alongside you to help make 
your company’s dreams come true. You simply want your tech-
nology to work with you and not against you. And that is NOT 
too much to ask!

If you’re having trouble finding a reputable IT Professional, and 
you’re around the Washington DC area, we’d be happy to help you. 
And if you’re not in our area, contact us anyway. We have a net-
work of dependable providers. If there’s one in your area, we’d be 
happy to refer you. Just visit us at: www.GetFrogworks.com.
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About Jennifer

Jennifer Bleam is a veteran business owner who enjoys 
solving business challenges by shaping unique solutions. 
Her colleagues and clients recognize her unique ability 
to translate techno-babble into everyday English that any 
business owner can understand. 

In her spare time, she enjoys working on jigsaw puzzles, and applies the same 
analytical skills when thinking through clients’ challenges. She loves to create 
operational systems that simply make things function better. Jennifer also has 
the uncanny ability to walk into a business and quickly spot some aspect that, 
if improved, would transform customer satisfaction. 

To learn more about Jennifer Bleam and how you can receive a free report 
entitled An Insider’s Guide To Choosing An Honest, Reliable & Competent 
Computer Guy please visit: www.GetFrogworks.com.
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Chapter 2

Are Your IT Needs Being 
Adequately Served?

By MJ Shoer

I often like to refer to the Information Technology (IT) industry 
as a temperamental teenager. In terms of mature industries, 
the IT industry is really just in its teens, having really hit the 
mainstream in the 1980’s with the advent of the desktop PC.

With such a young industry, there are often challenges for 
consumers who are trying to make sound business decisions and 
partner with firms that have the expertise and experience to help 
them reach their business goals. When looking at the IT industry, 
we have a not-so-glamorous history of hyping one shiny new 
widget after another, and trying to move the marketplace to 
where we think it should be going – as opposed to responding 
to the needs the market brings to the industry. So how does a 
consumer of IT products and services see through what can 
sometimes be a confusing array of messages?

One of my longstanding criticisms of the IT industry is that 
there has been no professional standard set for consumers to 
look to for validation. While most technology manufacturers 
certify professionals on their specific technology, that does 
not help most business people with qualifying who is the right 
type of firm to partner with for their IT needs. A Microsoft or 
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Cisco certified professional will clearly bring technical prowess 
with technologies from those companies. If you are looking 
to implement a specific solution, a certification from a major 
technology manufacturer may be just what you are looking for, 
but how do you properly ascertain whether a firm, a company 
that provides a myriad of IT services, is properly qualified to 
deliver on what they are selling?

This is where company level credentials come into the equation, 
and this is where the IT industry has been lagging behind more 
mature industries almost from its inception. Before I started 
my business, which provides IT services to small and mid-size 
business clients, I was in the position of hiring firms like mine to 
service the company I was working with. One of the key lessons 
that I learned from this was that the IT industry was trying to 
invent itself along a similar model to other industries – in which 
the dealer was certified by a given manufacturer to sell and 
service their hardware or software. However, very different from 
established industries, this is where the similarities tended to end. 
While a dealer might be authorized to sell their customer a given 
line of hardware or software, that did not necessarily mean that 
this same dealer had the skills and experience to help implement 
these offerings in a way that was truly best for the end-consumer.

Let me illustrate what I mean with an actual story. One of the 
last major IT projects I was leading (before starting my own 
business), was the implementation of a new financial system to 
consolidate the backoffice operations of three distinct companies 
that shared common ownership. Each of the businesses had 
specific requirements of course, but one of the business units 
had a radically different business model from the other two. 
Those other two businesses had complimentary but distinct lines 
of business. In interviewing various consultants to help us with 
this project, we settled on one specific software technology that 
we felt would be able to address our needs. In so doing, we next 
zeroed in on a set of companies that were authorized dealers 
for this particular software company. We went through a fairly 
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exhaustive interview process, meeting with each of the potential 
vendors, visiting their offices and checking references. We made 
our selection and began the project implementation.

Not very long into the implementation, it became clear that the 
firm we selected was very knowledgeable about the software they 
had sold us. They were excellent at representing the technology 
and what it could do. However, they were not as strong as we 
had thought in understanding our unique business needs and 
how to apply their knowledge to our needs to reach the goals we 
had set out. It was not long after this discovery that we realized 
we had hired the wrong firm for this project. We contacted the 
software manufacturer directly and asked for their advice on 
how to proceed. Because of the dealer model they had in place 
with their partners, we put them in a very uncomfortable place, 
asking them to replace their dealer of record with a company 
more suited to our needs. At the end of the day, our needs as their 
client should have been the most important thing, but it took 
quite a bit of negotiating just to get a list of properly qualified 
organizations that had demonstrated experience with a project 
the scope of ours. 

With a fresh new list of prospective business partners to work 
with, we reset our project, putting actual implementation work 
on hold after releasing the first company we worked with. At the 
end of the day, it turns out that all they did was sell us the software. 
We set out a fresh new round of meetings, reference checks and 
expanded due diligence and we ultimately hired a new firm that 
was far more qualified to deliver on our requirements. What 
set this new firm apart? Primarily it was experience, but it was 
also the caliber of their staff and their processes and excellent 
communication and project management skills. They took the 
time to learn our businesses before they ever did a single bit of 
work on the project. They came back to us with their analysis of 
our project needs and asked us if they had it right. In doing so, 
they also initiated new discussions that looked at things from 
ways we had not previously considered. In some cases, this 
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simply served to validate what we were intending to accomplish. 
In others, it modified some of our project goals and ultimately 
delivered a better result and value.

Does any of this seem eerily familiar to you? In over 15 years 
of consulting, providing IT services to our clients, I have had so 
many conversations that tell a similar story. The common theme 
between them all is how are you, a consumer of IT services, to 
know whether a firm is properly suited to work with you? In 
many cases, especially for smaller businesses, you simply do not 
have the time or the expertise to properly qualify your potential 
business partners. I have often heard the IT partner referred to 
as the 4th Trusted Business Advisor, alongside your banker, 
lawyer and accountant. What I find fascinating about this is that, 
unlike the other three, the IT partner does not have to hold any 
industry credentials or work within an established regulatory 
environment.

Let’s think about this for a moment. Bankers work in one of 
the most regulated industries there is, with numerous state and 
federal regulations and monitoring agencies overseeing their 
work to ensure that our funds are safe. CPA’s must pass the 
CPA exam and annually maintain their credentials by pursuing 
continuing education credit to keep their credentials relevant 
and up to date against new laws that come into being. Similarly, 
your lawyer must be admitted to the Bar Association in your 
State and must also pursue continuing education credits to 
ensure that their legal skills remain polished and up to date. In 
the medical world, we all know the AMA (American Medical 
Association), and in the consumer marketplace, we all trust the 
Good Housekeeping Seal of Approval and the Underwriters Lab 
UL listing. It’s amazing to me that the IT industry has matured to 
where it has without a similar credentialing authority. However, 
that is all changing and changing for the better.

If you are at all familiar with the IT industry, you may 
recognize the names A+, Network+ and Security+. These are 
technical certifications that are acquired by individuals from the 
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Computing Technology Industry Association, commonly known 
as CompTIA. For approximately twenty years, CompTIA 
has been developing and delivering vendor neutral technical 
certifications to help technical professionals advance their 
careers in IT. It is not uncommon for Fortune 1000 companies 
to require that their IT staff hold one or more of these technical 
certifications. There are many more than the three we have listed 
for illustration purposes. As another example, in order to be able 
to work in a Department of Defense Data Center, you must hold 
specific CompTIA certifications. Being vendor neutral, these 
certifications speak to a person’s fundamental knowledge and 
expertise in certain technical disciplines, different from just 
knowing a given manufacturer’s technology.

Today, CompTIA is taking their experience at the individual 
level and deploying it at the organization level through what 
are known as CompTIA Trustmarks. The first two Trustmarks 
to enter the market are the Security Trustmark and the MSP 
Partners Trustmark. The Security Trustmark identifies IT 
services firms that consistently follow security best practices by 
helping companies to identify regulatory compliance gaps and 
address problem areas in security policies, process and planning. 
The MSP Partners Trustmark qualifies and differentiates 
organizations providing on-premise IT services via a managed 
services business model. This credential separates organizations 
making a commitment to the managed services model from 
those claiming to do so by making inquiries into a number of 
business and technology fundamentals – areas such as the service 
agreement, standard operating procedures, systems and tools for 
delivering services and general business best practices. When 
combined with customer references, it creates a comprehensive 
credential that illustrates the quality and commitment of a 
managed services provider.

A further distinguishing fact about these Trustmarks is that 
the measure by which the credential is earned must apply to 
the applicants business as well as their clients. Simply stated, 
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companies that hold these Trustmarks must not only talk the talk, 
they must walk the walk. Credentials like this would hold little 
value if the company earning it did not apply the same standards 
and best practices to their own business. It helps assure potential 
consumers that the company they are considering partnering with 
fully grasps the scope of the service area under consideration, 
and has demonstrated expertise in the given solution set – which 
includes applying it to their own business as well as that of their 
client base.

As the non-profit trade association for the global IT industry, 
CompTIA is uniquely qualified to administer this type of 
credential in the IT industry. It’s vendor neutrality is critical to 
ensuring the objective evaluation of the Trustmark criteria and 
with an experienced team of certification professionals behind 
it, the credential has credibility that far exceeds what any given 
vendor could produce on their own. CompTIA, taking the 
initiative from the desires of its worldwide members, seeks to 
make the IT industry more professional and the Trustmarks are 
the newest tool designed to make this happen. In so doing, it 
provides consumers with an objective measure to help them 
ascertain if a potential IT partner is the right fit for their needs.

Put another way, there is no barrier to entry in the IT industry. If 
someone wants to become an IT provider, all they need to do is 
hang out a shingle declaring that they are. CompTIA certifications 
and more importantly, Trustmarks are a way to validate if that 
person or organization has made the necessary investments in 
education, training and practical real world experience to make 
that claim.

With a little industry history and perspective behind us, along 
with a real world horror story that you hopefully will not have to 
repeat, let’s look at a few things you can do to ensure you make 
a good choice when selecting your IT partner. If I were in the 
market for an IT partner, here are seven qualifiers I would use to 
help make my selection:
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1.  Don’t hire a firm without a proper, verifiable industry 
credential that speaks to the organizations capabilities 
and demonstrated expertise. The CompTIA Trustmarks 
as leading this charge and will assure you of a very 
high caliber partner.

2.  If your needs revolve around a specific technology, 
check to see what individual certifications are held by 
the technical staff, that demonstrate specific expertise 
with the technology.

3.  Ensure that your IT partner has direct access to 
manufacturer support organizations for the various 
technologies you have or will be deploying.

4.  Setup a Google Alert for the prospective IT partners 
company name and perhaps one or more of the 
principal players and see what results come back.

5.  Research the potential partner online, clicking through 
any social media links on their web site to see how 
active and timely they are on topics germane to the 
industry and your needs.

6.  Check references.

7.  Ask about their services guarantee. They should have one.

In summary, the point I hope I have made is that the IT industry is 
still maturing as compared to other long-established businesses. 
As such, it may be little more challenging to qualify potential 
business partners to help you with your IT needs. That being 
said, IT is so fluid that there is no question that an IT partner is 
the right avenue to pursue, in order to ensure that you have access 
to the range of expertise that you need. A trusted IT partner will 
also help keep you apprised of developments in the IT industry 
that may have impact on your business. IT moves at such a rapid 
pace that it is all but impossible for a non-IT professional to stay 
abreast of all that is taking place.
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While advances in consumer IT have brought more capabilities 
into our hands at home, this doesn’t always translate easily into 
the workplace. Especially when it comes to ensuring the security 
of your IT assets and preventing embarrassing data breaches, 
it’s critically important that you work with an IT professional 
who will not only look out for your best interests, but will also 
help you see through the hype. Like many industries, IT has a 
track record of hyping what it feels are the latest and greatest 
innovations to benefit your business. In many cases, the hype is 
not far off from reality, but it’s important not be taken in by the 
messaging without thoughtful evaluation.

There is absolutely no question that technology has become the 
great enabler for all manner of businesses. That’s what makes this 
book so valuable. While you remain focused on your business, 
IT professionals remain focused on the wealth of innovation and 
how to apply it to various businesses. I have always believed 
that IT is a profit center, not a cost center. Properly implemented, 
IT should be a great enabler of profit maximization within your 
business. Partner with an IT firm that can make this happen, 
and you will enjoy all the benefits that technology is able to 
bring to the table for your business. It really can be that simple. 
Hopefully, this chapter has expanded your knowledge and your 
thinking to allow you to realize these results for your company. 
It’s a great time to leverage technology to take your business to 
the next level and IT professionals are here to help you reach 
those goals.
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About MJ

MJ Shoer started Jenaly Technology Group, Inc. in 
February of 1997. The vision for Jenaly grew from 
MJ’s collective experience with a variety of technology 
companies, focusing on sales automation, executive 
information management and electronics distribution 

and recycling, where he held both sales and technical management positions. 
MJ was also a principal in the first dial-up Internet Service Provider in the 
Seacoast New Hampshire region. In these roles, MJ had responsibility for 
hiring and working with outsourced IT services firms, experiences which have 
directly influenced the culture, mission and vision of Jenaly Technology Group.

MJ holds a Bachelor of Arts degree in Political Science from the University of 
New Hampshire, (www.unh.edu) in Durham, New Hampshire, graduating in 
1986. MJ is also Cisco Select Certified, a Microsoft Certified Professional and 
has completed many business and technical professional education programs.

MJ is very active in both the local community and the global IT community. 
Locally, MJ has served on the Board of Directors of the Seacoast Family YMCA 
and the Board of Directors of Seacoast Crime Stoppers. In the IT community, 
MJ serves on several Advisory Councils. MJ is also very active in the Computing 
Technology Industry Association, CompTIA. He has served as a member of the 
Board of Directors and Chairman of both the Audit and Investment Committee 
and the Certification Advisory Council. Additionally, MJ participated in the 
formation and testing of the CompTIA Security Trustmark and CompTIA MSP 
Partners Trustmark and serves as a CompTIA Ambassador and member of 
the Ambassador Advisory Council. MJ has been named to the MSPmentor 
250 ranking of the 250 most influential executives in the IT industry. MJ is 
a member of the Taylor Business Group, an IT industry consulting and peer 
mentoring group firm (akin to a Board of Directors) and a longtime member 
of the Master Mind association of Technology Marketing Toolkit, an IT-focused 
marketing firm. MJ and Jenaly are also founding partners in TOGL, LLC a 
provider of leading-edge Cloud solutions for business.

MJ is an accomplished writer having published his first book, Hassle-Free 
Computer Support, in August of 2006. He also writes columns for two local 
newspapers, The Portsmouth Herald and Fosters Daily Democrat, as well 
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as contributing to several regional and national business and technology 
publications. MJ maintains a blog about IT for small and mid-size businesses 
at mjsblog.jenaly.com and is frequently interviewed for local and national 
publications. MJ also maintains an active Twitter feed under the hash tag 
@mshoer. Additionally, you may connect with MJ via LinkedIn. MJ was 
featured on the covers of ChannelPro magazine in November 2009 and 
Business Solutions magazine in June 2012 for feature stories on Cloud 
Computing. MJ has also testified before the United States Congress and the 
Massachusetts Office of Consumer Affairs and Business Regulation on the 
topic of information security.

A native of Swampscott, Massachusetts, MJ resides in Portsmouth, New 
Hampshire with his wife, three children and two dogs.
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Chapter 3

Customer Service makes 
All The Difference

By Bill Ooms

Business System Solutions, Inc. has been in business in Lafayette, 
Indiana for over 17 years. We believe that customer service is 
the main ingredient in the success of an IT service provider. 
Customer service must be responsive, provide expertise, pay 
attention to the details, and communicate successfully with 
clients, vendors and employees. Certainly, a second ingredient 
in customer service is technology. Technology should provide 
solutions and improvements to your business.

A large part of our business comes through referrals from happy, 
satisfied clients. We want our clients to recommend and refer 
us to other businesses they know, and that will only happen if 
they are happy with the services we provide. Having the greatest 
widget or newest technology may get a client or two, but it 
does not keep a client. That is why we have worked hard to go 
above and beyond the call of duty. We have established a Client 
Bill of Rights, along with continual and substantial investment 
in our staff, processes, and technology to provide the best IT 
Customer Service. The following ten-point Client Bill of Rights 
is certainly a great marketing tool, but more importantly, it is a 
guide for how we should be providing support to our clients.
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1. ExCEPTIONAL CUSTOmER SERvICE

You have a right to expect and demand complete satisfaction 
from the information technology and technical services you 
receive.  

We have to deliver “Exceptional” customer service to set us apart 
from our competitors. We have to be on time for appointments, 
answer the call and not just send to a voicemail system, and 
respond quickly to all issues that a client has. The solutions we 
recommend and provide for our clients must meet their needs 
and be within their budget. 

2. PLAIN ENGLISH ANSWERS

You have the right to get answers to your questions in PLAIN 
ENGLISH.  

We need to understand the issues and solutions so well that 
we can actually explain it to the non-technical client in simple 
terms. Using acronyms and technical terms may make ‘you’ feel 
important and above the client, but it makes them ‘feel’ like you 
are talking down to them and even taking advantage of their lack 
of technical expertise. Know that how a client feels about your 
service is more important than anything.

3. ATTENTION TO THE DETAILS

You have the right to have our attention to the details for each 
issue, question and request you have.

We have to get the job done right the first time. We cannot fix 
one issue and leave a second issue unresolved. We have to listen 
carefully and make sure we understand and resolve the concerns 
of the client.

4. PROFESSIONAL AND PERSONAL

You have a right to expect your IT service provider to sustain 
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the highest levels of personal accountability, professional 
commitment, and employee empowerment in every interaction 
with our organization. 

Our clients may be having a bad day, stress in their life. The 
added stress of technical problems many times puts them in a 
bad mood. We must treat our clients with courtesy and respect, 
even when they do not treat us that way. Let your employees have 
the ability to say ‘Yes we can do that!’ to get a problem solved. 
We must have integrity and honesty in the business relationship 
we have with the client. Know more about them than just their 
technology, this will make those tough times go much easier!

5. BEST TECHNOLOGY AND ExPERTISE

You have a right to expect us to lead the way in fostering and 
implementing innovation and creativity in our service offerings 
through an unyielding commitment to providing the best 
technology and services possible. 

Keeping up with technology is difficult, but we must be on the 
leading edge with solutions that can improve the businesses of 
our clients. Our staff needs to be continually learning new and 
better technology, and must provide expertise for the solutions 
we offer our clients.

6. RESPONSIvE AND RELIABLE

You have a right to individual attention and dedication.

We need to have service level agreements that we follow, such 
as responding to all requests within an hour. Multitasking is a 
myth – we need to focus on our client when we are working on 
their issues. Our service must be prompt, courteous and efficient.

7. STANDARDS AND BEST PRACTICES

You have a right to understand all of our business policies and 
support procedures within every aspect of our business. 
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We must have standards that we follow and let clients know 
what they are. Our best practices need to be communicated and 
help educate the client to minimize the human factor in technical 
issues. We need a way to record the resolution to the problem, 
and give the client access to our ticketing system.

8. BEST vALUE FOR SOLUTIONS AND SERvICES

You have the right to receive the best value in computer and 
network support services in return for placing your trust and 
business with us. 

We must provide the best solution for the client, not just the current 
great technology we are offering. We need to always inform our 
clients of potential costs, and future recommendations, so they 
can plan and run their business in a profitable manner.

9. SINGLE POINT OF CONTACT

You have the right to a single point of contact for all your 
technical issues or concerns. 

We must take ownership of all their IT issues. Dealing with 
vendors may be difficult but it is our job to resolve the technical 
issues they may be having. Become the clients trusted advisor 
for any IT related question, even if you don’t support it. You can 
be the liaison with all their IT vendors.

10. GREAT COmmUNICATION IS THE KEY!

You have the right to great communication and knowing the 
status of your account and tickets, no matter what time of day 
or night. 

Regular communication that is clear and easily accessed is the 
foundation for all of customer service. We must always be able 
to inform the client of what was done, how long it took, and 
what the bill is going to be.
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Here is a letter of appreciation we received from one of our 
clients. Several components of our Bill of Rights show up in 
this letter – from attention to the details in fixing problems, 
to exceptional customer service through being responsive and 
reliable, and getting the best technology for their business: 

As I gaze out of my office window, a white puffy cloud 
catches my eye. I start to drift off in thought, and before 
I know it I am “back in the day.” You know, the good old 
days where there were no cell phones or computers. I 
can remember sitting at the very desk I am sitting at now, 
only back then, it had books and folders piled eye high. 
Research was done by finding a book, searching the index 
of the book, turning to the page, locating the paragraph 
only to find out that the information I found was outdated 
by 50 years. I can remember using a memo pad, writing 
notes, ripping out the pages and then walking over to the 
staff mailbox wall to distribute the memos in the various 
boxes that they needed to go into. If I had any luck, by 
the follow week, I might get a response. Thoughts of 
Punching in at the time clock cross my mind as I crack a 
smile and giggle at the way we used to do things.

I smile because I think of all the time and money we have 
saved over the last few years using technology brought 
to us by our computer consultants, Business Systems 
Solutions (BSS). The very first year we started using a 
computer / software system as our payroll system, we 
lowered our overall payroll by $55,000. $44,000 of that 
was in reduction of overtime alone. The software we use 
enables us to see real-time hours worked. Calculating 
hours worked in real-time and integrating those hours 
with the proposed schedule allows us to manipulate our 
staff schedule in a more controlled manner, alleviating 
overtime. In reducing staff overtime we have also reduced 
staff fatigue, therefore increasing productivity and staff 
longevity. 
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Using computers has also allowed us to calculate quickly 
each resident’s daily supply expense. We can look at 
the exact unit cost of each medication, bandages used, 
wound care equipment implemented, food consumed, 
specialty items used and therapy services provided. We 
can compare these costs with our reimbursement rate 
and determine if a more suitable plan of care would be 
financially beneficial to the facility.

On the revenue side of our business we have grown 
our bottom line by 23% since employing software that 
helps us capture the patient’s condition more accurately. 
This proper collection of data provides a more defined 
picture of the care provided to each of our patients. A 
more accurate assessment of a resident’s condition 
allows us to bill payer sources at a more accurate level 
of reimbursement. The revenue generating software and 
expense controlling software systems we have installed 
have paid for themselves many times over. It is almost 
impossible to quantify the overall impact computers have 
on our bottom line. 

With the help of our computer consultant, Business 
Systems Solutions (BSS), we have equipped every 
nurse with a laptop computer. This allows every nurse 
to communicate with the pharmacist, doctors and 
specialists in a quick responsive manner. Instantly 
sharing Information between doctors, pharmacists and 
nurses provides prompt, accurate care for patients. We 
have recently added a vital sign monitoring instrument 
which allows our computer system to monitor residents’ 
vital signs and alert nursing staff to any significant 
changes. 

Our computers are constantly monitoring data that is 
translated into statistics. The data is reviewed daily for 
any negative trends. This Quality Assurance tool allows 
us to act quickly in adverse situations. The analysis of the 
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gathered data further allows us to put preventive measures 
in place, which not only saves time, but also has a direct 
positive impact on the bottom line. Computers enable 
our nursing staff to streamline care, reduce cost and 
communicate more efficiently with the Inter-Disciplinary 
Care Team. Thus, we are capable of serving our residents 
and their families in a more effective manner.

None of these advancements would have been possible 
without the knowledge and help from our computer 
technicians at Business System Solutions (BSS). Without 
constant attention and upgrades to our computer system, 
we would not be able to stay competitive in the Health 
Care Industry. The professionalism of President Bill 
Ooms team and their knowledge of advancing resources 
enable us to stay one step ahead of the technology 
supplied to our industry. Getting involved with Business 
Systems Solution’s Maintenance Program allows us to 
pay a monthly fee that guarantees our computer systems 
stay updated and efficient. It would be impossible to 
navigate the complexity of the computer / software 
industry without the help from the professionals at BSS. 
The Maintenance Program offers us the ability to upgrade 
our systems regularly without incurring significant 
capital expenditures. Being enrolled in the Maintenance 
Program gives us confidence that our systems will always 
be functioning at or above their expectations. It is also 
reassuring to know that all of our systems and data are 
being backed-up daily should a catastrophic event occur. 

As a Health Facility Administrator, I do not have the 
luxury of spending time worrying about our Anti-
Spyware or Anti-Virus software being updated. In our 
business we receive information and money directly from 
the Federal and State Governments, so it is imperative 
that our security is impenetrable. With confidence, I 
completely entrust the computer experts of BSS with the 
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task of keeping current all our Anti-Virus, Anti-Spyware, 
Security Patches, Firewall and Spam-filtering defenses. 
Another great asset to working with BSS is their ability 
to keep our HR team updated with current employee 
Policy and Procedures related to computer use in today’s 
workplace.

All-in-all, our business would not exist if it were not for 
the computer technology advancements of today. In order 
to stay competitive and successful, we must team up with 
a knowledgeable IT firm that is willing to burden the 
partnership of success. BSS does that. We rely on Bill 
Ooms’ team to continuously look at the future and show 
us options that will enhance our growth and productivity 
while providing outstanding customer service.

As the clouds outside my office come back into focus, I 
recall Bill saying something about cloud computing in 
the future. Hmmm…

K. Lafayette, Indiana

This is a client that has trusted us for over ten years. We have 
moved them from a few PCs connected together to a business 
with multiple servers and dozens of PCs. We did not have to 
be an expert in their industry, just IT experts that were able to 
provide the solutions they needed.

In summary, the key to keeping and growing your business is great 
customer service. Regular communication and understanding 
how your client feels about an issue is just as important as the 
technology you use. Get your clients to see you as partners and 
trusted advisors, and provide exceptional customer service to set 
your business apart from other service providers!
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About Bill

Bill Ooms has over 25 years of experience in computer 
consulting. His business and economics education, 
along with his experience, help Bill provide valuable 
recommendations for using today’s technology to meet 
the needs of small businesses. He has consulted for 

major corporations as well as dozens of small businesses. He has developed 
several applications, taught classes, worked extensively with networks and 
the Internet, and has designed and planned various systems. Bill currently 
is President of the Greater Lafayette Information Technology Society, and is 
serving on the Board of Directors for the Greater Lafayette Public Transportation 
Corporation.

As president and owner of Business System Solutions, which is based in West 
Lafayette, Indiana, Bill has focused on customer service to meet the IT needs 
for small business. Bill’s clients consider him an absolute genius at all things 
technical. His goal is to help business owners gain incredible peace of mind 
by eliminating costly, frustrating and time-consuming problems that most 
businesses have with technology.

Business System Solutions specializes in providing management level 
responsibility for all technology in small businesses. This includes support for 
computer networks and working with hardware and software vendors whose 
technology is used by those businesses. They do this with friendly, proactive, 
and responsive service. Visit Bill’s company website at: www.bssconsulting.
com or follow him on twitter at: twitter.com/billooms.
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Chapter 4

Using Technology to
manufacture Time
and Print money

By Jeff Brodie

Most people have got this whole technology thing backwards. 
Focused on what the coolest new “tech toys” can allow them to 
do, techies and business owners alike fail to ask the most critical 
question that should be asked of ANY new business investment:

“Will this technology help my business become 
 more profitable?”

Your technology should be able to manufacture time and print 
money that drives more PROFIT to your bottom line. 

Wait a minute! Everyone has the same 24 hours in a day. How 
can you manufacture time? …And printing money? Hey, they 
put people in jail for doing that! 

Read on and discover how a Canadian not-for-profit actually 
manufactured 120 “man-weeks” of time, which, in turn, “printed 
money” by allowing their staff to increase new funding, while 
providing even more services to their community.
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You can do this for your company as well! Just complete the 
Profitability Assessment at the end of this chapter. It will provide 
you a road map to discover how you can start manufacturing 
your own time and printing more money in your business. 

If you stumble along your way through the Assessment, just 
give Codefusion a call. Our Profitability Assessment Strategic 
Reviews normally take a couple of hours and cost $695. But if 
you mention this book, you will receive a FREE Profitability 
Strategic Review.

Now on with the story!

People who could not read depended upon him. If he did not 
solve this problem for his country, many of these people would 
be forever locked in a world of illiteracy. 

Since 1899, Toronto Ontario’s Frontier College fulfilled the 
promise of Alfred Fitzpatrick, their founder, who said, “We must 
educate the whole family wherever the work is, wherever they 
earn their living.” This ‘have-book-will- travel’ philosophy has 
guided Frontier College’s growth ever since. 

But Frontier’s very success now stifled their ability to continue 
this growth. And not growing meant people who desperately 
needed their services would not learn to read. 

The more success Frontier had, the more stories, training 
programs, and data they compiled, …the more difficult the job 
became to manage and maintain all that new data. And without 
that data, their funding would be in jeopardy.

The job of processing all that data fell to Frontier College’s 
Manager and Staff. They knew that they should focus on 
developing new programs to improve literacy in Canada. They 
knew that they needed to find more funders who were willing to 
invest in those new programs. 

But data managing, correlating and reporting consumed nearly 
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one quarter of the Manager’s time. And Staff spent about 30 
man-weeks per quarter, which equates to about 120 man-weeks 
per year for this essential process. 

The overall out-of-pocket cost of reporting for this organization 
was two-and–a-half man-years of staff cost! This killed the spirit 
of the Staff who wanted to see that money invested in Literacy, 
not Data Management.

And, of course, these figures do not include the “Opportunity 
Costs” of new programs that were not being created, or the 
discovery of new funders for those programs. This was a critical 
source of desperately needed new revenue that would sustain 
Frontier’s continued growth and help thousands of people 
discover a new world through literacy.

Codefusion slashed that 120 man-weeks of data managing, 
correlating, and reporting time down to 2 hours per quarter, 

eight hours per year!

How did Frontier College and Codefusion Communications 
Inc. apply technology to manufacture this time? In the past, the 
Frontier College Field Reps all had to manually enter data about 
their training programs. 

In many cases the data had different variables – so the Manager 
would have to spend hours upon hours “normalizing the data.” 

A new online data collection system was created that allowed 
each Field Rep to enter data immediately after training. While 
they could still enter “exceptions,” nearly all the “data variables” 
were accounted for, so most of the data entered the system 
normalized.

Because this data entry could be done in real time, immediately 
after training programs were complete, Frontier College could 
actually create a very clear “snap shot” of exactly where they 
were at any point in time. 
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When the formal Quarterly Reports needed to be produced, the 
Program Director could now finish them in less than 2 hours! 

And what about that “printing of money?” I mean, how do you 
do that in a not-for-profit? Aren’t they supposed to not make 
money? 

On the contrary, if a not-for-profit could not make a profit, 
they could never grow. By law, a not-for-profit simply has to 
“reinvest” any profits back into the organization. So every time a 
not-for-profit reduces their administrative costs, the people they 
serve get the benefit.

And with the time Frontier “manufactured”… well, you can 
see Frontier’s success below, during a time when many not-for-
profits have struggled to stay afloat:

In 2008:
14,000  Participants in programs across Canada

  2,400 Aboriginal children in summer literacy camps

  2,050 Active Volunteers

 38,850 FREE books distributed to Canadian children

$859,000 - Revenue from corporations & foundations

In 2011:
 17,000 +21.4% Participants in programs across Canada

  3,200 +33.3% Aboriginal children in summer literacy camps

  2,500 +21.9% Active volunteers

 39,340 +1.2% FREE books distributed to Canadian children

$1,792,000 +108.6% - Revenue from corp. & foundations
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WELL DONE FRONTIER COLLEGE! 

Your nation and its people are very grateful for your “gift” of 
reading!

Now how about your business? 
Take the Profitability Assessment below. For each of these chal-
lenges you face, do your best to “Do the Math,” as we do here 
with our Codefusion Clients to determine how much these is-
sues are costing you each year in out-of-pocket costs as well 
as the “opportunity costs” of not being able to take actions that 
would grow your business.

Please note that you might not think the solution to your problem 
lies in technology. That is fine. Technology might not be your 
answer. But mark down your score anyway. You never know 
what you might come up with.

In the Frontier College example, some people might have 
thought “better training of field reps” would help, or “pushing 
field reps to get their reports in faster,” or “create a better form 
to fill in.”

But in Frontier’s case, they threw out their old data collection 
system and created something new that they had never considered 
before – “online data entry” into a “normalized data base.” 

Further along in this assessment, you will find questions about 
your future as well. This is important to everyone in business. 
But for any of you Baby Boomers out there remember this:

$10 TRILLION Dollars worth of businesses will change hands 
(or be abandoned because no one would buy them) in the next 
12 years as Boomers move past age 65. That started in 2011. 

A BUYER for your business, regardless of when you sell, will 
want to see how well you manage, maintain, control, and use the 
data in your business. If your IT support, and your strategic use 
of technology to gain a competitive edge in your market place 
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are not clearly evident to your buyer, well, let’s just hope the 
“market” is good to your investments!

“Hope” has never been a great business strategy!

So just identify the “pain” you are feeling and then determine 
what that pain is COSTING you. If the pain and the cost are 
great enough, you will find a solution! 

Please rank yourself accordingly for these 25 question: 

10 = your highest score. (You are maximizing your time and profit 
in this area.) 1= your lowest score. (HELP!)

1.  ________ We have some processes that just take us too 
long to do in our business. (So Frontier College would 
have ranked this a “1”…right?)

2.  ________ We have a lot of duplication in our company. 
One person does one thing; the next person has to redo 
it in a different format. Things are just not easy and 
integrated.

3.  ________ We are wasting too much “windshield time” 
driving from place to place. We cannot access what we 
need from anywhere, at anytime, so we end up having 
to travel. 

4.  ________ We can’t get information to the right people, 
at the right time, in an easy manner.

5.  ________ Our “processes” don’t talk to each other. 
They do not play well together. So we have to find a lot 
of time-consuming workarounds. 

6.  ________ Our staff, our customers, and even our 
prospects do not know how to do things we need them 
to do. We need a better way to capture, document, and 
share processes.
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7.   ________ We have spent a ton of money on technology 
but we don’t really seem to get much in return. I know 
we could be getting more out of it but don’t know how 
to get beyond that 20% line.

8.   ________ We are limited by how quickly and easily 
we can input information. Especially for those who 
cannot TYPE! 

9.   ________ We waste a lot of time just SEARCHING 
for information, files, even our inventory in the 
warehouse.

10.  ________ We know some products and services make 
us money and some don’t. But our systems cannot 
tell us what is PROFITABLE.

11.  _______ All our labor is stuffed into “overhead” and 
we cannot SEE where our labor costs go. 

12.  _______ Email continues to be a pain. If it is not 
SPAM, then it is tracking and backing it up. Finding 
emails in archives. Following up on emails I send and 
forget.

13.  _______ Our phone systems cost too much and offer 
too little. I have so many numbers to keep track of 
now, and I spend too much money on my telephone 
and cell phone bills. 

14.  _______ I have too many programs to look at 
simultaneously. Flipping back and forth between 
applications makes me crazy.

15.  _______ Travel used to be fun. It just ain’t fun no 
more! I wish I could collaborate EFFECTIVELY with 
my remote staff, clients, colleagues, and suppliers so 
I always have the right information that I can share 
with them.
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16.  _______ I wish I had a better idea of what my 
competition was up to. I need a better way to stay on 
top of my market.

17.  _______ Social media! Seems like a new world. I 
don’t know what I could do and should do that would 
make a difference in my business.

18.  _______ YouTube and video channels. Everyone but 
us seems to be a “star” these days. They have their 
own YouTube channels. How should my company be 
using video?

19.  _______ Cloud Computing is the BIG buzz. How do 
I know if it is right for me? How do I pick the right 
vendor? What “gotchas” are out there that I have not 
yet thought about?

20.  _______ How can we get in front of BETTER 
prospects and capture better CLIENTS who seek us 
out from our competitors?

21.  _______ We keep increasing REVENUE but our 
PROFITS are static, or worse, they are sinking fast. 
What are we doing wrong?

22.  _______ What processes do we currently do manually, 
that we could automate and do more things at once, 
without having to even think about them?

23.  _______ Unconscious Incompetence. When you 
don’t know what you don’t KNOW, that is scary. 
That is how your business dies without you knowing 
it. Am I missing something with new technology that 
I am not even aware of?

24.  _______ I just want OUT. Do I want to sell my 
business and retire? …Or do something totally 
different? What will BUYERS of my business want 
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to see in my technology and my data that will make 
them WANT to buy my business for TOP DOLLAR?

25.  _______ I am a Baby Boomer. I want to be able to 
live the rest of my life on my terms. I need a new plan 
that can somehow harvest the wisdom I have learned 
over the years so I never have to worry about Wall 
Street or the Government. I want to always be able 
to make a buck from where ever I am, whenever I 
choose, working only with the people I want to work 
with.

Interpreting your scores.
It would be just super if we could give you a number and 
say, “If you are above this line, you are safe. Stay the course. 
Don’t change a thing.” But any such attempt would be a total 
fabrication on our part.

You need to understand that technology is a “disruptive” influence 
in any business, especially small ones. Have you noticed that 
your neighborhood pharmacist, travel agent, photo store, and 
others have literally disappeared? Much of those changes can be 
attributed to technology.

But remember this above all else:

It is NOT about technology…

It is about PROFITABILITY…

We hope the Profitability Assessment has given you more to 
think about than just…

 How good is my network?

 Is my data safe?

 Are my computers working?

All this stuff is critical to the success of your business, and 
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without doubt, our Codefusion super GEEKS can fix ‘darn near’ 
any tech problem you have. 

And if we don’t know how, we are part of an international 
network of IT Consultants who have the answers.

But in today’s world, “just fixing computers and networks” is just 
the “ante up” to use a poker term. You have to have that ability 
just to be able to be in the game of supporting small businesses.

No my friend, you don’t want someone who can only fix your 
computers, you want someone who can help you fix your 
business. Someone who will drive profitability to your bottom 
line so you live the life you deserve.

Well, frankly, you deserve Codefusion!

FREE OFFER! Remember that just for reading this chapter 
and completing the assessment, you can qualify for a FREE 
Profitability Assessment Review.

Just go on line to www.codefusion.com/PROFIT and fill in the 
assessment. Once you submit it, we will contact you.

We wish you all the best as we believe that small business is 
truly the way out of the current economic upheaval. And we 
know that technology can help you win this battle. 

Jeff Brodie, Owner Codefusion Communications Inc.

Bill Metcalf VP Business Development
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About Jeff

Jeff Brodie can’t help himself. He just has to tear things 
apart to discover how they work. And then he has to figure 
out how to make them work better. It is his cross to bear. 
He is simply never satisfied with the status quo. And that 
drive “to make things better” means MORE PROFIT for 

Jeff’s clients. 

While Jeff believes that technology can do wondrous things for his clients, he 
also believes that if those “wondrous things” do not lead to more PROFITS for 
his clients, then what’s the point? Small companies are in business to make 
money, while serving the needs of their clients or customers. 

But as technology drives business more than ever before, people often forget 
what’s really most important: is it the new tech gadget…or the money the 
gadget makes for your business?

If you search for “Managed Services” in Jeff’s hometown of Toronto, you will 
find no less than 60+ companies who can deliver these “technical” services 
to you. 

But, today, August 2, 2012, you won’t find one of those companies whose 
sole purpose in life is to help small businesses make more money. I know. 
I looked. I expect there will be many more who will copy this approach once 
this book is published.

So how did a kid who grew up in rural Northern Ontario become this strange 
combination of super techie and profit-focused entrepreneur? Jeff discovered 
“entrepreneurial thinking” when he was just a pup, as he rented out his 
parent’s lounge chairs for cash! Jeff’s life-long love affair with “cash flow” 
was started! It has never stopped.

As a kid fascinated by how things worked, Jeff constantly took things apart, 
much to the dismay of his mother. But as he put them back together, Jeff 
learned how to fix things, out of sheer intuition. 

The son of a talented auto mechanic, Jeff served an unofficial apprenticeship 
under his father, from age 8 to 18. Local mechanics liked “the kid’s” work so 
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much, that they referred their friends to Jeff to get their cars fixed “on the 
cheap.” 

But as good as Jeff was at mechanics, it was truly “love at first sight” when 
Jeff saw his first computer at the Ontario Science Centre at the tender age of 
13. That was a year after Steve Jobs debuted the first Apple II. 

That tiny ripple of the first packaged personal computer grew into the computer 
age tsunami that Jeff rode for the past 30 years.

He worked in nearly every area of computer technology until he struck out 
on his own as an entrepreneur, building his Codefusion Communications 
company into a very successful enterprise. He embraced the new wave of 
“managed services” as well, to provide even better service to his customers. 

But as he surveyed the landscape of his technology world, and the challenges 
that small business owners faced, he started to take things apart again. Things 
just weren’t right. Yes, we have great technology. Yes, we can fix it and maintain 
it better than ever. And yes, this can allow business owners to focus on their 
business and not on making their technology work. But is that all there is? 

Is this just about fixing computers and maintaining networks? No way! 

Jeff Brodie’s mission in life is to help business owners Manufacture Time 
and Print Money in their business by looking at their entire business, 
understanding what makes it work best, and then finding new ways 

to take it to the next level of profitability.

Jeff hopes his Profitability Assessment will set you on a path to discover how 
to boost your profits through technology. If you need help doing so, please call 
him at (416) 335-9392. And he will walk you through the process.
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Chapter 5

Pros And Cons Of moving 
To The Cloud

By Chris Wiser

I am sure you have heard of Cloud Computing, whether it was in 
a meeting, or you saw the commercials from Microsoft, IBM and 
other mega companies trying to ingrain the word “Cloud” into 
your brain. The problem with all this media hype is, it doesn’t 
tell you or explain what the “Cloud” really encompasses. 

Cloud Computing is NOT a good fit for every company; and if 
you don’t get all the facts or fully understand the pros and cons, 
you can end up making some VERY costly decisions that can 
drastically affect your business.

My hope is by the end of this chapter you’ll have a much better 
understanding of Cloud Computing, and hopefully, by the end 
of the book – technology in general. Of course, I am always 
available as a resource for a second opinion or quick question, so 
please feel free to contact me directly if I can clarify any points 
made in this book or answer any questions you have. 

In today’s world, business models are rapidly evolving – and 
it is so difficult to stay on top of all of the different models – 
let alone the technology that is evolving – and really changing 
your business as you go. What is probably the most difficult is 
the technology piece – which evolves faster than any other part 
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of your company. This piece is hard enough for someone like 
me – who is pretty cutting edge (and I really work hard daily on 
learning all of the new pieces) – let alone someone that either 
‘knows enough to be dangerous’ or is what some would call 
‘technology inept’. So my goal here is to give you a piece of this 
puzzle that, hopefully, you can relate to and then have enough 
background knowledge to at least know when to ask questions – 
and hopefully at some point – when to ask for help.

One thing to remember as you work through this chapter – 
probably the largest challenge my staff and I run into on a daily 
basis with prospects is the fact that they do not budget enough 
for technology. You simply cannot run your company these days 
without some type of technology plan and a budget. You need to 
realize that technology can make or break your company – and 
the threat of breaking your company with the lack of planning 
and proper budgeting is a REAL THREAT. Please do not take 
this advice lightly…I am not saying that you should go spend 
like crazy – but put the same or more effort into your technology 
that you would put into staffing or health insurance – it’s THAT 
IMPORTANT!

So I am going to start out with something that is a really big 
“BUZZ WORD” right now – this is the ‘Cloud’ or ‘Cloud 
Computing’. As you move forward with the information below, 
keep in mind there is no “perfect” solution. All options, be it an in-
house network or a Cloud- based solution have both advantages 
and disadvantages. Cloud-based solutions have to be determined 
on a case-by-case basis and need thorough consideration before 
you can come to a complete conclusion on which option will 
work for you. (Warning: Do not let a non-Cloud expert tell you 
there is only “one way” of doing something.) Most companies 
end up with a hybrid solution where some of their applications 
are in the Cloud and some are still hosted and maintained from 
an in-house server. More of this should be discussed in depth 
with your trusted technology professional; however, here are the 
general pros and cons of Cloud Computing:
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I. PROS OF CLOUD COmPUTING:

• Lowered IT costs. 

This is probably the single most compelling reason why 
companies choose to move their network (all or in part) to the 
Cloud. Not only do you save money on software licenses, but also 
on hardware (servers and workstations) as well as in IT support 
and upgrades. In fact, we save our clients an average of 10% to 
40% when we move some or part of their network functionality 
to the Cloud. So if you hate constantly writing big, fat checks for 
IT upgrades, you’ll really want to look into Cloud Computing. 
Now keep in mind one big piece – if you have never budgeted 
or spent any money on technology in the past – then you will 
more than likely not save money here. Please take my advice 
from above and put due diligence into planning and budgeting – 
and make sure you compare physical server-based solutions to 
cloud-hosted solutions – THEN you should see some savings!

•  The ability to access your desktop and/or applications 
from anywhere using any device. 

If you travel a lot, have remote workers or prefer to use a tablet 
computer while traveling and a laptop at your house, Cloud 
Computing will give you the ability to work from any of these 
devices. Whether you get snowed in or have an employee with 
a sick child at home, the ability to work remotely can be huge. 
Have a court docket but the power is out? Grab your laptop 
and run to the nearest coffee shop or restaurant, jump on their 
Internet and grab your documents. Have a four hour flight? Most 
airlines today offer Wi-Fi for a fee and it will allow you to access 
your Cloud desktop while literally being in the clouds.

•  Backup, Disaster Recovery & Business Continuity. 

The server in your office may be extremely vulnerable to a 
number of threats including viruses, human error, hardware 
failure, software corruption and, of course, physical damage due 
to a fire, flood or other natural disasters. If your server was in 
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the Cloud and (God forbid) your office was reduced to a pile 
of rubble, you could purchase a new laptop and be back up and 
running within the same day. (Your data is not where you are 
when you’re using Cloud Computing). This would NOT be the 
case if you had a traditional network and were using tape drives, 
CDs, USB drives or other physical storage devices to back up 
your system.

There is also the aspect of business continuity…this term is quite 
different to simple data backup or even disaster recovery. What 
many companies do not plan for – is what I call a realistic disaster. 
This is an event caused by something that could be preventable, but 
is often overlooked – which then leads to an unplanned downtime 
event. Common things like power supplies or hard drives going 
bad in a server can cause more than one day’s worth of outage 
– with all staff at a complete standstill. Did you know that the 
average event of this kind is two weeks in a small business? Could 
your company withstand two full weeks of server downtime? 
This kind of event is quite common in the real world, and Cloud 
Computing can really alleviate this potential hazard.

Plus, like a public utility, Cloud platforms are far more robust 
and secure than your average business network. They can utilize 
economies of scale to invest heavily into security, redundancy 
and failover systems making them far less likely to go down. 
Large data centers are setup with multiple points of failure, 
and not only that – they usually have multiple connections so 
even in the event of an outage – there is failover to another big 
data center. The data center your Cloud environment is hosted 
in should have redundant Internet providers, redundant air 
conditioning, redundant battery backups and backup generators 
that have full contracts to keep them running for days. 

• It’s faster, cheaper and easier to set up new employees. 

If you have a seasonal workforce or a lot of turnover, Cloud 
Computing will not only lower your costs of setting up new 
accounts, but it will make it infinitely faster. 
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• You use it without having to “own” it. 

More specifically, you don’t own the responsibility and risk 
of having to install, update and maintain the infrastructure. 
Think of it similar to living in a condo where someone else 
takes care of the building maintenance, repairing the roof and 
mowing the lawn, but you still have the only key to your section 
of the building and use of all the facilities. This is particularly 
attractive for companies who are new or expanding, but don’t 
want the heavy outlay of capital for purchasing and supporting 
an expensive computer network.

•  It’s a “greener” technology that will save on power and 
your electric bill. 

For some smaller companies, the power savings will be too 
small to measure. However, for larger companies with multiple 
servers who are cooling a hot server room and keep their servers 
running 24/7/365, the savings are considerable. 

• Scalable. 

The Cloud technology model allows you to grow your business 
and its IT usage on an ‘as needed’ basis.

II. CONS OF CLOUD COmPUTING:

• An Internet or power outage. 

While you can mitigate this risk by using a commercial 
grade Internet connection and maintaining a second backup 
connection, there is always a chance that you’ll lose Internet 
connectivity. If the power in your office goes down, the 
secondary Internet connection is a moot point. Either losing just 
Internet or total power, these will make it impossible to work 
from your local devices in your place of business. I want you 
to try and remember the last time your building power went out 
or your Internet connection at work failed. Also, don’t forget 
that you can use your laptop and a wireless Internet connection 
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from your Smartphone while the power is off. It is also very 
common for many remote locations to have high speed Internet 
– McDonalds, Starbucks and Subway, just to name a few. You 
can also have a high speed internet wifi card from a cellular 
provider available in case of emergency. This is something I 
personally have and take with me everywhere I travel, so I have 
Internet connectivity pretty much anywhere. The bottom line is 
that not having internet is becoming more and more of a rarity.

• Pure Cloud, Hybrid Cloud, data types and file size. 

One of the best ways to determine whether or not your company 
is ready for Cloud or not is this simple question…Do you 
have a line of business application that requires a local server? 
There is a term in that question that is quite ‘techie’ sounding 
– Line of Business Application, or LOB for short. A LOB is 
simply a program which your company uses which is unique 
to your company and/or the use it needs. For example – many 
law firms use unique time-tracking software programs which 
are considered an LOB, and many accounting firms use unique 
accounting programs such as QuickBooks or Peachtree. If you 
are one of these companies, than you need to keep that program 
functional for all of your employees, and therefore – will need 
a full local solution or a full Cloud solution. We call this Pure 
Cloud. Many other companies ONLY need file storage, email 
and use basic office applications like Microsoft Word, Excel and 
so on. In this environment we can put you in more of a desktop-
based Cloud platform – we call this Hybrid Cloud.

However, more and more companies are moving to paperless and/
or are working with much larger files than in the past. Engineering 
and architectural companies use programs for drawing and 
designing items from bridges to houses to general landscape. 
These programs create rendered drawings which then turn into 
very large files. Additionally, Doctors are working with very 
high quality x-ray images. Working with either of these file types 
require a high-end graphics card and a lot of system resources. 
These large file types are also handled in a hybrid Cloud solution. 
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• Working Offline. 

There are times you will want to work on files or programs 
while you are not connected to the Internet. This is a concern to 
some users and is being addressed through replication of data 
between devices. File synchronization is being tested and a few 
big players now have a program function that will allow you 
to checkout files and return them once re-connected. You can 
copy files from your Cloud solution to your local device, but it 
is currently a manual process. This is another place that a hybrid 
Cloud can really be a great benefit.

III. A FINAL WORD…

The reason I chose Cloud Computing for this chapter is to 
hopefully help fortify business owners and executives with 
the basic knowledge they need to make a great decision when 
choosing a Cloud Computing partner.

I believe a qualified computer consultant can contribute to your 
business success just like a great marketing consultant, attorney, 
accountant or financial advisor can.

Unfortunately, the complexity of technology makes it easy for 
a business owner to fall victim to an incompetent or dishonest 
computer consultant. When this happens, it creates feelings of 
mistrust toward all technology consultants and vendors, which 
makes it difficult for those of us striving to deliver exceptional 
value and service to our clients.

My purpose is to not only give you the information you need to 
find an honest, competent computer consultant, but in doing so, 
to raise the standards and quality of services for all consultants 
in my industry.
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About Chris

Chris Wiser is the CEO and Founder of TechSquad IT, a 
Milwaukee-based company which provides Managed 
Technology Services to small businesses with 10 to 200 
employees. Since founding TechSquad IT in 2004, Chris 
and his team have set the industry standard by bring-

ing practical and pertinent expertise to the “outsourced IT” experience. It is 
through his 10-plus years of experience, in professional IT consulting and tele-
communications, that Chris and his team have been able to consistently sur-
pass the unique business needs of today’s SMB end users. The vision of where 
TechSquad IT is today -- and where it is going in the future -- has been built by 
Chris and his team. Being one step ahead of the market curve is Chris’s (and 
TechSquad IT’s) daily goal.

An entrepreneur at heart, Chris also saw the need for a full-service MSP (Man-
aged Services Provider) marketing and appointment-setting tool, specific to 
the small to midsize market. As a result, he founded, and currently serves as 
CEO of MSP Leads, a provider of outsourced appointment setting and lead-
generation services to US-based Managed Services Providers. MSP Leads is 
built on the foundation of offering customized lead-generation and direct mar-
keting campaigns, as well as a trained staff of Communications Specialists 
who have experience in the Managed Services and IT industry. It is through 
this business model, that MSP Leads can offer today’s growing MSPs a profes-
sional, organized and valuable tool with the goal of creating and maintaining 
new business development.

As both a public-facing entrepreneur and MSP, Chris can often be spotted 
sharing his expertise and best practices at various industry events – both live 
and online. He has been featured several times as a guest on Zenith Infotech’s 
MSPtv television network. Most recently, Chris appeared on the network’s 
“VSR Channel Live” talk show offering tips on how VARs and MSPs can best 
market themselves. In 2011, Chris was a featured panelist on a session at 
CompTIA Breakaway discussing “What Keeps Solution Providers Up at Night?” 

Chris is also the author of Small Business Owners Guide to Stress Free Net-
work Support. In this newly published book, Chris shares his expertise and ex-
perience on how business owners can find a professional, competent, honest, 
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considerate, on-time, fairly-priced and dependable computer consultant. As a 
business owner on both the vendor and MSP sides, Chris offers his unmatched 
and unique expertise on issues such as: 

• How to avoid getting ripped off, disappointed, and paying for sub-
standard work; 

• The 12 warning signs that you hired the wrong computer consultant; 
and 

• Everything you need to know about contract, payment schedules, 
and rate negotiations.

Prior to founding both TechSquad IT and MSP Leads, Chris was the Chief Tech-
nical Officer (CTO) and Client Support Director at NConnect Internet – an ISP 
based in Slinger, WI.  

Chris also holds the titles of Microsoft Certified Systems Administrator, Micro-
soft Certified Desktop Support Technician and has completed the Microsoft 
Certification Course. In addition, he holds the distinction of membership in 
Robin Robins’ Producers Club, a private group of IT business owners whom 
Robin has personally coached on marketing, sales and business success. 

As a member of the Producers Club, Chris, who is a two-time winner of Robin’s 
“Genius of the Month” Award, has personally traveled with Robin to share his 
success story of how her Technology Marketing Toolkit has helped him as a 
business owner and entrepreneur.
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Chapter 6

It’s Cloudy Enough Without 
All The Fog…

By Frank Ballatore

I suspect you’ve heard a lot of the hype surrounding “cloud” 
computing. With so much information out there it can be  
difficult to understand, even though most people are already  
using ‘the cloud’ in one way or another. In this chapter, I’ll de-
mystify and help you understand what cloud computing is and if 
it’s right for your business.

First, let’s define cloud computing.

“Cloud computing is simply using the internet to access remote-
ly-hosted digital data, applications, servers and storage from 
anywhere, on any device, at any time.”

Now let’s break that down. Content is remotely hosted, mean-
ing it’s not on your local network or computer and is accessible 
24/7 using an internet connection. What’s more, the data can 
be accessed using any device – a Windows or Apple computer, 
tablet, smartphone, even a smart TV. Sounds a bit less daunting, 
doesn’t it? With that definition, imagine the number of ways that 
you’ve used the cloud over the years. 

• Ever used AOL? 

• What about Hotmail, Gmail, or Yahoo? 
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• Browsed the web?

• Accessed your banking data or paid bills online? 

• Streamed a movie from Netflix? 

It’s all cloud. I’m sure you can think of more examples. The 
“cloud” has been around for quite sometime. It just wasn’t called 
the cloud until now.

Where things do get a bit complicated is when you add the word 
computing to cloud, and apply that to your business. Most of the 
examples given above relate to individuals or consumers. How 
does the definition change when applied to a business? Well, not 
much! In a business environment, in addition to email and web 
browsing, cloud computing includes offsite backup, file stor-
age, cloud-based applications and servers, and in some cases, 
your entire technology infrastructure. There are three primary 
approaches to cloud computing:

• Software as a Service (SaaS)

• Infrastructure as a Service (IaaS)

• Platform as a Service (PaaS)

SOFTWARE AS A SERvICE

You may already be using SaaS in your business. With SaaS, 
users pay a monthly fee to “rent” applications from a hosting 
provider. The servers, infrastructure, storage, maintenance and 
software updates are all taken care of by the service provider. 
You simply use a web browser or application on your computer 
to access the software. Examples of SaaS include CRM software 
(Salesforce.com), general business applications (Google Apps), 
and hosted email.

Advantages for Small Businesses

• Greatly reduce the expense of an in-house infrastructure

• Access software that can be cost prohibitive to install 
in-house
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• Faster install than in-house

• Scales up or down easily as demand changes

• Provider handles upgrades, so those headaches go away

SaaS is not yet for everyone. Specialized applications might not 
run in the cloud. However, the number of applications available 
increases daily.

INFRASTRUCTURE AS A SERvICE

IaaS is quickly gaining ground as an integral part of many busi-
nesses. IaaS provides an entire desktop computing experience 
to the end user. IaaS providers can offer a desktop operating 
system interface, servers, storage, firewalls, virtual LANs, and 
applications.  

Advantages for Small Businesses

• Minimal upfront capital expenditures

• Ease of Deployment

• Fees are often less expensive

• May be able to use “thin clients,” scaled down 
computers that require little maintenance

PLATFORm AS A SERvICE

PaaS offers a complete development platform to the end user, 
which includes the infrastructure plus application development 
tools and environment. Examples of PaaS are Google’s App 
Engine, Microsoft’s Azure and Intuit’s Quickbase development 
platforms.

Advantages for Small Businesses

• If you require customized applications, these can be 
developed and provided without the cost of an in-house 
development and a production platform.

• Costs are much lower than with an in-house platform.
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CLOUD COmPUTING mODELS

Cloud computing is not all or nothing. Entering the world 
of cloud computing doesn’t necessarily mean that you will  
completely abandon your in-house network and servers. Many 
businesses will want to take the cautious route by dipping their 
toes in the cloud. As we’ll see later, there are services that make 
this easy for the business to do. There are basically three cloud 
computing models to consider.

•  Public Cloud – Under the public cloud model, providers 
offer cloud applications, storage, and other services and 
make them generally available to the public for free, for 
a monthly fee or on a pay-per-use method. Examples of 
public cloud services are Amazon Web Services (AWS), 
Google Apps, CRM software such as Salesforce.com, 
and ERP software such as NetSuite.

•  Private Cloud – In a private cloud scenario, the entire 
infrastructure is managed and maintained for the benefit 
of an individual company. The management may be 
done by in-house personnel, or by a third party. The key 
is that the computing resources are not made available 
to the general public. In this model, the cost benefits are 
reduced because of the infrastructure expenses required 
to build the network. However, since applications, 
storage and other computing resources are hosted within 
the organization and made available via the internet to 
remote users and internally to local users, many of the 
other benefits of cloud computing still apply. Since 
applications and resources are installed on servers and 
provided to users via a web or application interface, the 
on-going maintenance of the individual PCs is reduced. 
In fact, many businesses using a private cloud model 
use thin client computers thereby greatly reducing 
maintenance costs. Examples of delivery methods 
for private cloud services are Citrix Xen services and 
VMWare ESXi.
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•  Hybrid Cloud – Most businesses, especially when first 
getting into cloud computing will utilize a hybrid cloud 
model. As the name suggests, hybrid cloud computing 
offers some hosted services via the public cloud, and 
other services via a private cloud or in a traditional 
network infrastructure. The main benefit to the hybrid 
cloud model is that the business can choose the best 
applications and resources to be locally and remotely 
hosted. This provides flexibility to the business, 
and allows the use of an existing network for some 
applications while outsourcing other applications to a 
cloud provider. Commonly, businesses first outsource 
email, backup and disaster recovery services in the 
cloud.

BACKUP AND DISASTER  
RECOvERY/BUSINESS CONTINUITY

Backup and disaster recovery (BDR) is a special form of cloud 
computing that falls under software and infrastructure as a ser-
vice. The backup systems in place in many small and mid-sized 
businesses have been inadequate at best and non-existent at 
worst. The cloud has opened up the world of enterprise level 
BDR and business continuity services to all businesses. Today’s 
cloud-based disaster recovery services are fully capable of keep-
ing a business up and running, even in the event of a complete 
disaster. Over the past year alone, tornadoes, hurricanes, and 
freak snowstorms have left many businesses crippled and with-
out power or internet. In extreme cases, office buildings have 
been leveled, completely destroying everything within them. 
Statistics show that up to 40% of small businesses fail or do not 
reopen after a natural disaster. Others fail after a catastrophic 
loss of data not involving a natural disaster. Fires, floods, theft 
and misconduct by disgruntled employees can lead to data loss. 
A modern BDR system protects businesses against these types 
of occurrences. 
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A proper BDR system incorporates an in-house image-based 
backup, which is replicated to a cloud-based storage provider. 
The in-house backups work in a similar way to traditional back-
up methods. Files and folders if accidentally deleted or lost can 
be easily restored. However, since the backup is an image-based 
backup which essentially is a snapshot of the entire server in-
cluding the operating system, applications and files, a full re-
store takes a fraction of the time of a traditional backup. More 
importantly, the image-based backup provides an additional tre-
mendous benefit. The replicated offsite image of the server can 
be very quickly converted to a virtual machine and accessed via 
the internet using remote desktop services or a virtual private 
network (VPN). This gives a business that has experienced a 
disaster immediate access to their critical applications and data 
in order to continue operating the business.

WHY THE CHANGE TO CLOUD COmPUTING?

Several things have occurred over the past ten years that have 
accelerated the move to cloud computing for businesses. First, 
internet access has become more widespread and much faster. 
Advances in internet access and availability, and computing 
power now make high-speed remote access to hosted desktops 
and applications much more feasible. At the same time, appli-
cations have become more streamlined. The workforce has be-
come more mobile necessitating access to data and applications 
from anywhere, anytime, from any device.

In his book “The Big Switch,” Nicholas Carr describes the chang-
es that occurred over 100 years ago after the Industrial Revolu-
tion. In order to power their factories, businesses had to generate 
their own power using steam engines and other methods. These 
internal generators required tremendous capital to build, with 
high maintenance costs. With the advent of the power grid after 
the invention of electricity, businesses were able to plug in and 
abandon their internal power plants, thereby saving money and 
the headaches of maintenance. A similar revolution is occurring 
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today around computing and data access. In the years to come, 
fewer businesses will go to the expense of maintaining their own 
computing “power”, and will be paying monthly utility fees to 
their hosting providers. In mid-2011, the Gartner Group fore-
casted that worldwide SaaS revenue would reach $12.1 billion 
in 2011; a 20.7% increase over 2010, and would grow to $21.3 
billion by 2015. Analysts predict that overall cloud spending in 
2012 will exceed $23 billion, an increase of 30% over 2011.

5 REASONS WHY YOU’LL WANT CLOUD  
COmPUTING FOR YOUR BUSINESS,  

AND 3 REASONS YOU WON’T

As with any form of technology, there are advantages and dis-
advantages that have to be considered. I believe it’s best to give 
you both the positives and the negatives of cloud computing so 
you can decide what’s best for you. 

Reason #1 To Choose Cloud: It’s Cheaper
Building, installing and supporting a server and computer net-
work in-house is expensive and requires you to write the occa-
sional big check for upgrades and new hardware, not to mention 
the ongoing support costs. By moving your infrastructure to the 
cloud, you get the advantage of shared resources for hardware, 
peripherals, software and management, so you pay a low month-
ly fee for the services that most find very attractive.

Reason #2 To Choose Cloud: Better Security  
And Faster Recovery
Good cloud providers are like a bank; they have greater secu-
rity systems in place to protect your money than you do at your 
house. I find it funny that people who are concerned about their 
data’s security in the cloud don’t think twice about using the 
work “password” as their password or allowing the cleaning 
crew access to their office after hours, unsupervised. The real-
ity is, cloud providers have more robust firewalls, security and 
backups than most businesses ever could.
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Reason #3 To Choose Cloud: Access To Your  
“Desktop” Anytime, Anywhere
If you’re a road warrior or if you simply like to work from home, 
the cloud may be an excellent choice for you. With cloud ser-
vices, remote workers and telecommuters can have full access 
to data and applications without being tethered to the corporate 
network. And access is not limited to a PC or laptop; they can be 
accessed via most tablets and smartphones as well.

Reason #4 To Choose Cloud: Add And Subtract Employees 
And Resources FAST
It can take days – sometimes a week or more – to set up, con-
figure and deploy an in-house network, office location or group 
of new hires. With cloud computing, new employees can be set-
up and configured in minutes. As your business grows, a cloud 
computing environment easily grows with you.

Reason #5 To Choose Cloud: It’s Kind To The Environment
Without the burden of in-house servers and other equipment, 
you will see a significant drop in utility costs. In addition, there’s 
less hardware to dispose of when systems are upgraded.

Downside #1: You’re Now Dependent On  
The Internet Being Available
The best planning and cloud provider in the world won’t be of 
any use to you if your internet connection is down. To overcome 
this problem, we recommend clients have a backup internet con-
nection. This will virtually ensure that you won’t experience an 
outage and loss of access. Lower speed internet connections can 
also be an issue, so be sure whoever is planning your move to 
the cloud properly assesses your network to make sure your in-
ternet connection is capable to support the number of users and 
applications.

Downside #2: Loss of Control
When your data is hosted by a 3rd party provider, you lose a bit 
of control. Obviously you’ll be dependent on that provider for 
24/7/365 access to your data and that your information will be 
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secure. Again, make sure you choose a reputable provider with 
financial security, a good track record and with a history of pro-
viding solid cloud solutions. Ask for references and check them!

Downside #3: Potential Loss of Data
I’ve got three words for you: Backup, backup and backup! Regard-
less of which hosting provider, applications, and data you choose, 
be absolutely certain that you are doing a REVERSE backup of 
your data back to your own site. This is even more critical in the 
cloud than it is in an internal network. Many businesses that move 
to the cloud have a false sense of security that because they’re 
paying a third party for the hosting services, their data is safe. 
Don’t be one of those businesses. Did I mention backup?

CHOOSING THE RIGHT CLOUD HOSTING PROvIDER

Businesses should exercise caution and perform due diligence 
when considering cloud services. Since you’ll be outsourcing 
the infrastructure and management of your network and critical 
data to a third party, choosing a provider should not be taken 
lightly. Here are five factors to be considered when choosing a 
hosting service:

1. Track Record – A key consideration when evaluating a 
cloud-hosting provider is a proven track record and lon-
gevity in providing hosted services to clients. Be wary 
of new startups; they may not have the expertise and in-
frastructure necessary to provide these critical services.

2. Service Level Agreements (SLA) – Be sure to complete-
ly read the SLAs offered by the service provider (yes, in-
cluding the fine print!). Make sure you fully understand 
the service guarantees and what happens when there is 
an outage. Also, be aware of your responsibilities and 
those of the provider under all circumstances.

3. Services Provided – Of course, you’ll want to choose a 
cloud hosting provider that offers the types of services 
that best fit your business needs.
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4. Security – Find out what policies and procedures the 
cloud provider has in place to ensure that your data will 
not be compromised and is secure from the outside and 
also from within their organization.

5. Service and Support – Find out what type of support is 
provided by the cloud hosting provider when an issue 
occurs. Is it email only? What is the guaranteed response 
time? What about off-hours support? Where is the sup-
port based? Technical expertise is critical in a time sen-
sitive situation. You will want to be sure that you can 
reach a knowledgeable support professional when the 
need arises.

IS THE CLOUD RIGHT FOR mE?

The cloud isn’t right for everyone, so be sure to closely examine 
your needs and how they fit into a cloud solution. For some busi-
nesses, the advantages of around the clock remote access and 
ease of deployment make perfect sense. For others, it doesn’t. 
Even if your business doesn’t have remote workers or a need to 
access data anytime from anywhere, certain cloud services make 
sense for almost any business. In an informal survey we did of 
our client and prospect database last year, we asked what the 
single most important component of their computing infrastruc-
ture was to them. If a disaster wiped out their offices or build-
ing, and only one piece of their network could be saved, what 
would they most need that to be? Overwhelmingly, the answer 
was email. Most respondents said that they could function with-
out their accounting systems, databases, CRM and other data 
and applications for up to a few days as long as they had the 
ability to correspond with their clients and vendors using email. 
Interestingly, for small businesses, hosted email is the most cost-
effective cloud service available. Consider the following cost 
analysis for a typical 25 user small business.
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In-house Email
Server hardware, licensing and implementation $10,000.00

Ongoing maintenance/support ($250/month) 15,000.00

Total Over 5 years  $25,000.00

Average cost per month  $416.67

Hosted Exchange Email
Upfront Implementation  $2,500.00

Averaged over 5 year  $41.67

Monthly hosting fee  250.00

Average cost per month  $291.67

In addition to all of the other benefits, there is a cost savings 
of $125 per month by implementing a hosted Exchange email 
solution.

Another easy cloud decision for most businesses is a BDR sys-
tem as described earlier. The cost of these solutions for many 
small businesses can be well under $500 per month and well 
worth the peace of mind and the assurance of business continu-
ity in the event of a disaster.

Despite all the hype, there’s no such thing as a “one size fits all” 
cloud solution and cloud computing is not a be-all, end-all solu-
tion. However, advances in technology have brought us to the 
point where cloud computing is a game-changer for businesses 
and you can’t afford to ignore it. Work with a good IT consultant 
and see what the cloud can do to make your business more ef-
fective and efficient.
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About Frank

Frank J. Ballatore is the President of The New England 
Computer Group, Inc. He took the knowledge and expe-
rience gained from a successful career as a corporate 
executive, and left to start NECG, where he could com-
bine his business expertise with his passion for comput-

ers to provide automated solutions that work for businesses. For over 20 
years, he has been successfully designing, implementing, and managing 
automated business and financial solutions for small and mid-size business 
clients across a broad range of industries.

NECG offers a wide array of technology consulting services such as managed 
services, cloud computing solutions, backup and disaster recovery and 
business continuity, VoIP, VPN and remote access, automated accounting and 
business solutions, hosting, and hardware and software training and support.  

Professional Highlights: 

• Quoted in notable technology trade journals and web articles.

• Participated as a board member on the advisory boards of several 
IT vendor organizations.

• Consulted with local attorneys in computer-related  
litigation matters.

• Designed and implemented computerized solutions for  
clients that resulted in substantial cost savings and productivity 
improvements. 

• Presented numerous seminars and panel discussions on  
computer-related issues and emerging technologies. 

• Past Chairman of the Board and Treasurer of the  
Ridgefield, CT Chamber of Commerce. 

• Former Treasurer and Board Member of The Ridgefield  
Chamber Foundation, Inc., a non-profit charitable organization  
that establishes and manages an educational scholarship  
fund for Ridgefield high school students planning on majoring  
in business.
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• Hosted a weekly talk radio show - “Computer Talk” on WREF 
Radio in Connecticut. 

Frank has worked with and is enrolled in the Partner Programs of various 
computer software and hardware vendors. He is also a CPA, and a member 
of the American Institute of Certified Public Accountants. Frank holds a B.S. 
Degree in Accounting from St. John’s University. He lives with his wife Toni in 
Ridgefield, CT, and has two grown children, Christina and Joseph.

Phone: (203) 431-9300 x801
Email: frank.ballatore@necgnet.com
Company website: www.necgnet.com
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Chapter 7

How Good Is Your  
IT Support?

By Dan Donathan

If you’re in business, technology plays a key part in the running 
of your business. For most small business with less than 250 
users, you will likely be using some sort of outsourced IT 
provider. Whether they are providing all of your IT support or 
supplementing your existing IT staff, there is a skill that they 
must master in order to provide you with exceptional care. 

COmmUNICATION

As an IT provider, communication is the most important thing 
we do. Interestingly enough, it is much more important than 
our technical skills. Now certainly there is a baseline level of 
technical skill that is required to provide the service that we do, 
but our ability as a company and as individuals to communicate 
well with our clients and vendors is the key to high customer 
satisfaction. 

What do I mean by communication? We certainly don’t need to 
be great orators, or have the booming voice of James Earl Jones. 
Communication is the art of knowing when and how often we 
need to communicate as well as what and how much needs to 
be said.
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Time and time again as we meet with new clients, we find 
that most often the reason a client leaves a service provider is 
because they aren’t being communicated with well enough. In 
a few cases we find that the provider was actually doing a fairly 
decent job managing the client’s network. The problem being 
that the client didn’t know it! As a business owner, I cringe when 
I see cases like these. They had the right tools in place, they were 
getting good backups, their techs did a good job keeping the 
systems up and running, but they just couldn’t communicate all 
those things and the client didn’t feel supported. 

But for every one case like that, there are a hundred where the 
lack of communication is just the tip of the iceberg. If a provider 
hasn’t setup the necessary tools and processes to communicate 
with their client, I’ll wager that they haven’t setup the tools and 
processes to properly manage their clients’ networks. If they 
haven’t made communication a keystone habit in their company, 
they are far more likely to be not communicating well within 
their organization. This can only lead to a breakdown in their 
ability to service their clients.

When it comes to communication, it’s not just people that need 
to communicate well. The systems that you interact with need to 
communicate as well. When a customer submits a support ticket, 
it’s imperative that the customer receives an auto-response letting 
them know that the ticket was received, and what to expect next. 

How can you judge how well an IT Service Provider is 
communicating? We’ll cover a few key areas in this chapter 
and give you a few keys areas that you can use to ensure your 
provider is up to snuff.

SUPPORT

Support is the backbone of what we, as IT service providers, 
do. It is also the most common reason why you, or your staff, 
interact with your service provider. Therefore, it’s important that 
communication be examined very closely as it pertains to support.



818181

hOW GOOD iS YOuR iT SuppORT?

Reporting an issue is likely the way that you will interact most 
with your provider, and it’s a key area that they will communicate 
with you. There are a number of ways that issues can be reported 
to most IT service providers: by phone, by email, in person, and 
using a support portal of some kind.

If you call their office for support during business hours, does 
someone answer the phone or do you have to leave a voicemail 
and wait for a call back?

If you have an emergency issue and you call for support, do 
you get an answering service that will hunt every tech down if 
they have to – so that your issue is handled? Or do you leave a 
message in that same voicemail box and hope there is someone 
that will get back to you and help get you back up and running?

If you’ve reported your issue to a tech in person, do they still 
open a ticket to make sure that your issue is handled? Or do they 
simply say, “I’ll take care of it” only to forget to follow up with 
you?

If you have emailed support or entered the issue in via a support 
portal, you should receive an auto-response, letting you know 
that the ticket was received. Within your agreed upon Service 
Level Agreement, you should receive notification from your 
provider that your issue has been assigned to a technician.

Your provider should provide updates and communicate with 
you through their ticketing system on service issues. It may 
take some getting used to – to receive updates this way, but it 
ensures that all communication is captured and that your issue 
is quickly and efficiently resolved. It also ensures that vacations 
or scheduling conflicts don’t have your issue waiting on any one 
tech to get back to you. Managing your issue through the system 
allows a Service Manager to ensure you are taken care of.

There are times where a ticket will need to stay open for a while. 
This may be because we’re waiting on parts to arrive, waiting on 
a scan to complete, or even simply waiting to make sure that the 
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issue has been resolved. In these instances, your provider should 
set a “Waiting On…” status so that they know to follow-up with 
you. You should not be the one that has to “Check In” on your 
issue. Your provider should know the status of your issues and 
should make sure that you do too.

Finally, no ticket should be closed without your consent. At 
Bellwether, we use a status called “Pending Closure” that notifies 
the user that we believe the issue to be resolved. This gives the 
user an opportunity to verify that the issue has been resolved to 
their satisfaction prior to the ticket being closed.

SERvICE LEvEL AGREEmENTS

Service Level Agreements are a great way to ensure that you 
and the service provider are on the same page when it comes to 
expectations for how your issues will be handled. Tickets are 
assigned a severity as well as an impact level. Each severity 
and impact level has an appropriate, agreed-upon response 
time associated with it. This way you know that all issues will 
be responded to within an hour during business hours, or that 
emergency issues will be responded to within an hour – even on 
a Saturday at 11pm.

Setting these expectations are very important to ensuring you 
and your provider are on the same page. Make sure that you 
have a Service Level Agreement and that you review it on an 
annual basis at least.

SURvEYS

Receiving client feedback is key to running an organization that 
serves its clients’ needs. There are two types of surveys that help 
ensure they are serving your needs.

As tickets are closed, you should be given an opportunity to 
provide feedback on the experience you had while receiving 
support on that issue. This is your opportunity to provide 
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valuable feedback on how quickly your issue was handled, 
how knowledgeable your support person was, as well as how 
thoroughly the issue was handled for you. 

In addition to ongoing ticket surveys, you should also receive 
a survey a number of times per year. This survey, sent to the 
leadership in your organization, should be focused on whether 
your provider is operating at a high level, doing the things that 
you want them to do. Are they meeting your expectations? Do 
you feel good about your relationship? Are there areas in which 
they could improve? These are the types of questions that should 
be put in front of you and other key leaders in your organization 
on a regular basis to make sure that your provider is aware of 
any shortcomings as well as areas that they are doing well in.

Any feedback you provide that is less than stellar should be 
followed up by the Service Manager or President of the company 
asking how they could have done a better job. They should also 
provide a plan to make it right and work with you to ensure that 
end is accomplished.

mONTHLY REPORTS

Let’s face it, you’re paying a lot of money to your IT provider, 
and if they’re doing their job, you’re having far fewer issues 
than you ever have had. But how do you know they’re doing 
their job? Is it just luck or are they doing something to cause this 
increase in productivity you’re enjoying?

One of the best ways for your provider to demonstrate their 
value is to send you a Monthly Executive Report. Every month, 
your provider should be providing you a report that lists at least 
the following items:

• A listing of all servers and workstations being protected

• Spam Statistics

• Windows Updates status on all machines
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• Anti-Virus Updates and Scans performed

• Backup Logs

•  Any computers that aren’t under warranty or that are 
expiring soon

•  Any other items that are expiring soon (domain names, 
warranties, SSL certificates, etc.)

•  A listing of all tickets opened for you by your service 
provider

These monthly reports let you know that your provider is doing 
the right things to protect you against threats and to create 
efficiencies for your company that allow you to focus on what 
you do best – running your business.

NEWSLETTERS

Newsletters are a wonderful way for your provider to keep you 
up to date on what’s going on with their business, as well as 
what is going on in the industry. You should receive a newsletter 
on at least a quarterly, if not monthly basis from your provider. 

The newsletter could be a collection of articles, news updates 
and some fun-stuff thrown in for good measure. It should include 
industry trends like, “Why Smart Small Businesses Are Moving 
to the Cloud” or “Tapes are Dead, What Now?” that will help 
you make informed decisions about running your business. 

The newsletter should also update you as to what is going on 
with their company. New employees, new products being 
offered, new clients, etc. are all things that you need to be kept 
aware of as a client. 
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BUSINESS REvIEWS

One of the most important things your IT provider can do is to 
stay plugged into your business: 

• how you operate

• where you are going and 

• how you are getting there 

Knowing these things, your IT provider can help you by 
providing efficiencies, tactics and strategies. 

The Annual Business Review is a meeting that occurs on an 
Annual Basis (hence the name!). In attendance should be senior 
leadership from your company as well as the service manager 
and outsourced CIO from your service provider.

They should update you on anything new within their company 
that is more confidential than they would want to share in their 
newsletter and give you a feel for where their company is headed. 
They should also work with you to provide an updated budget 
for the following year. Finally, they should provide you with 
suggestions on where to take your technology and what they are 
seeing in other organizations.

Also in this meeting, you should take the time to speak with 
your provider about what is happening in your organization. 
How has business been? Are there threats facing your company? 
Are you planning for aggressive growth? Looking to expand 
through acquisitions? Oftentimes, business owners don’t think 
these are the kinds of questions that they should answer for their 
IT providers. After all, they aren’t really technology related. But 
these are precisely the areas a good IT provider can help support.

Depending on the size and complexity of your business, your 
provider may recommend meeting more often. Whether it’s 
once per year, or more often, make sure you are meeting with 
your IT provider.
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There are many IT service providers out there to choose from, 
and though I wish I could give you a surefire way to pick a great 
one, there is no easy way to weed out the mediocre provider 
from the superlative. 

You certainly want to make sure that you choose a provider 
who has great technical skills, but how can you truly test their 
technical skills before taking a risk on them? The truth is: YOU 
CAN’T.

But what you CAN do is test their communication. 

•  How well do they follow-up with you during the sale 
process? Do they call you when they say they will? Do 
they give you the items they said they would?

•  Ask to see their newsletters. Are they providing good 
information you can use?

•  Which system they use to track service issues? Can it do 
the things I’ve outlined above?

•  How often do they send surveys to their clients?

•  What do they cover in their monthly report?

•  Here’s extra credit: Can you call their office and get a 
live person on the phone during business hours? How 
does that make you feel vs. leaving a voicemail and 
waiting for a response?

Here’s a bonus tip for you: do not ask your potential provider 
these questions. Ask their references. Ask your potential provider 
for a list of references and check them. Really check them. In 
addition to the above questions, ask the reference how happy 
they are with their provider’s service. How quickly do they 
respond to issues? Ask them whether they do what they say they 
will do. These are important questions to ask their references, as 
this is your opportunity to hear how they provide service to their 
clients right from the source.
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By reading this chapter and holding your provider to a higher 
standard, you will ensure that you are receiving the highest 
possible standard of care in your IT organization. A healthy and 
vibrant IT organization will lead to a happier, more productive 
and profitable company.
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About Dan

Dan Donathan is an Information Technology Professional 
with more than 10 years of industry experience. He began 
his career by working with a major retailer as a Sales 
Associate and worked his way up to an experienced 
Computer Technician. In 1998, Dan joined a local IT 

consulting firm as a Systems and Network Consultant and evolved into the 
company’s most senior Network and Systems Consultant during his seven-
year tenure. Advancing up the career ladder, Dan landed the role as Chief 
Information Officer at PrideStaff, an $85 million staffing company with more 
than 30 branch offices across the nation, in 2005.

In 2008, missing the interaction with clients he had in consulting, Dan set 
out to start a new kind of consulting firm; a firm that would bring IT service 
together with IT Executive Management. A firm built on a different model, 
providing unlimited service at a flat-rate. The result of that search for a newer, 
better way of providing IT service to clients is Bellwether.

Dan brings to the table an incredible amount of experience in the IT field. His 
portfolio of technical credentials include superior knowledge of the Windows 
Operating Systems, success in building and maintaining servers, designing 
and administering Windows network systems, systems and network 
administration, LAN/WAN installation and management, Internet technologies, 
database-driven Internet technologies, telecommunication systems, disaster 
recovery planning, data backup and storage solutions, and much more. 
His technology qualifications are extensive and include applications across 
backup, anti-virus, programming, and operating systems. Additionally, he has 
demonstrated proficiency in scores of Microsoft products and other software 
products including Citrix Metaframe and proprietary applications. He remains 
on the cutting-edge of technology and harnesses the power of emerging 
technologies to position a company for dynamic success and growth.

Dedicated to the pursuit of IT knowledge, Dan brings to the table several 
information technology certifications including MS Certified Professional + 
Internet, MS Certified Windows NT Workstation 4.0, MS Certified TCP/IP, and 
MS Certified Internet Information Server. He also holds a Bachelor of Science 
degree in Business Administration from California State University-Fresno.
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Dan is a dedicated IT professional who has long been a believer in providing 
exemplary customer service. His commitment to his clients has been one of 
the principal keys to his success - he will go to great lengths to resolve critical 
issues for his clients. With more than a solid decade immersed in Information 
Technology, Dan has acquired rich experience underscored by expertise in IT 
consulting, Microsoft server products, disaster recovery, and client relations.
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Chapter 8

Technology & Disaster  
Recovery Preparedness

By John Motazedi

As Founder and CEO of SNC Squared, my Company provides 
IT support and comprehensive managed services to small and 
mid-sized businesses in Joplin, Missouri and the Four-State 
Area.

In the spring of 2011, our city was ravaged by an EF5 tornado. 
The Joplin tornado was one of the single deadliest tornados since 
the National Oceanic and Atmospheric Administration began 
recordkeeping in the 1950s. The tornado’s path was 6 miles long 
and more than a 1/2 mile wide – which laid a path of devastation 
through the center of Joplin. It was estimated that 25-30% of 
Joplin, including highly populated areas such as our own, had 
been damaged. 

May 22, 2011, started off as a beautiful day. However, shortly 
after 5 p.m., the sky turned grey and the wind picked up. I 
gathered my wife and kids and headed to our basement. We live 
in a wooded residential neighborhood about 2 miles away from 
my office. We stayed in the basement for about 30 minutes. We 
lost power, but as we emerged from the basement we realized we 
had sustained almost no damage to our home. 
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With the power still out, I worried about my office, because 
the magnetic doors we have as part of a security system would 
only remain locked for another hour or two on battery backup. 
I grabbed my keys and gathered my family to go check on 
the office. We didn’t get far before we realized that a tornado 
had hit Joplin. Widespread damage was all around us. Entire 
neighborhoods were decimated along our route to the office. 
There was chaos in every direction, and I was trying to weave 
my way through it. The kids were screaming and crying. My 
wife just kept repeating, “I can’t believe this. I can’t believe 
this.” It is an indescribable experience when you can’t even 
decipher where you are, because nothing is left.

On May 22, 2011, I had a business with an address most of the 
day. My building had walls and doors. Then, a few minutes after 
5:41 p.m., I had rubble. It was complete and utter devastation. 
After I contacted all my employees and knew they were safe, we 
began to initiate our pseudo-survival plan. I say ‘pseudo’ because 
this plan was put in place a week or so before the tornado. This 
plan had to encompass and ensure the safety of our clients and 
their network infrastructure – in the event of a disaster. They had 
to have the ability to be operational again in the quickest way 
possible. 

I remember walking around the general area of where my 
business should be and wondering if I was on the right street 
or not. Then, I realized I was standing in my own parking lot. I 
did a 360-degree pan of where I stood. Trees were completely 
twisted, with their bark peeled off from the sheer pressure of the 
wind. Less than a mile to the west of my office was St. John’s 
Regional Medical Center. I was never able to see the hospital 
from my office before. The silence was startling. 

Nature’s fury shifted a nine-story building four inches off its 
foundation. What employed hundreds of construction workers 
over a year’s time to erect, Mother Nature had decimated in 22 
minutes. 
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After the storm, I realized how important a disaster recovery 
plan was. Because, ready or not, the plan was put to the test in a 
matter of minutes on that Sunday evening in May. 

My company has a story, and we have learned a few lessons and 
tried a few things through our journey. After a year of rebuilding, 
I now have a new career objective: to tell everyone they must 
make a Business Disaster Recovery plan—now. It certainly 
contributed to our own survival. However, before you can help 
your clients, the first step is to make sure your own business is 
operational first.

The morning after the tornado, we had an emergency strategy 
meeting. We put together teams to address three strategic areas; 
the first was our own recovery; the second, assisting afflicted 
clients recovery; finally, the third team was to address issues 
with our client base that was not affected. I knew we had to get 
back up and running so that we could get our clients back up and 
running. They were going to need access to patient records in 
order to treat those who were injured by the storm. It was also 
vital to get functional because not all of our clients are located 
in the Joplin area, and they still had to continue regular business 
operations. 

We brought damaged machines to my house, cleaned and dried 
them out. I found a network switch, said some ‘Hail Mary’s’ and 
turned them on. Astonishingly, many of the servers fired up. 

Because of our plan, we had set morning meetings in my 
basement. Considering cell phone service was anything but 
reliable, it was important to formulate a routine. It also helped 
establish something solid in such an uncertain time. We 
brainstormed about the absolutely necessary things we needed 
to function. We made a list of equipment needed to create a 
temporary NOC in my basement. Thankfully, our vendors were 
gracious enough and had ample supply, so they could overnight 
much needed equipment that was instrumental in bringing our 
clients’ networks back into operation.
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We had to get power from every outlet in the house. We had 
extension cords coming through windows, from the garage 
and from upstairs. The afternoon following the tornado that 
destroyed my business and over a third of our city, we had a 
fully functional operations center running in my basement.

When developing a plan, it is important to take the opinions and 
insights of others into account. A fresh pair of eyes or ideas can 
help sort objectives and decipher importance. When your entire 
existence has been spun upside-down and inside-out, there is 
no way to fix everything or think of everything. Necessity takes 
place over comfort and frills. That’s why we brainstorm a lot at 
SNC Squared. I highly recommend a portable dry-erase board or 
large sketch pad to be kept somewhere in your office for YOUR 
collaborations. Regardless of a natural disaster or not, we find it 
instrumental to have daily meetings every morning. 

A necessity for us after the tornado involved Internet access 
for our clients to use, and accessibility to our client locations. 
Authorities prevented us from accessing many locations. They 
would not let us gather client workstations or enter their buildings 
because of structural integrity risks. 

Internet capability was slim and unreliable. We were told by the 
cable company that restoring service in many areas was a low 
priority due to the extent of the destruction. So, we signed up 
for DSL with another company to try and help our clients gain 
Internet access. Without the Internet, they couldn’t access many 
of the files they needed. 

I expressed extreme urgency to try and get our clients operational 
and to have their Internet access restored. Nonetheless, you 
can’t control everything, whether it is what causes the plan to 
be put into action or the components within the plan. Sometimes 
flexibility is unfathomable, but you can only do what you are 
able to. 

This is where I highly recommend having a reliable Internet 
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connection and a dual redundancy provider in the case of an 
outage, or on the more extreme end, a natural disaster. 

However; in the event of a disaster, all businesses are limited to 
the services they can offer. This I do truly understand, in more 
ways than one. Flexibility and adaptability have to become part 
of the new routine. 

For the first few weeks after the tornado, we had three ISP 
accounts running from my basement. The customers’ servers, 
which numbered around 21, were shared across all three accounts. 

We recovered 100% of our customers’ data within seventy-
two business hours of the deadly storm. I sent a message to the 
local Chamber of Commerce: ‘We’re up; our customers are up. 
We’re willing to assist anyone. We just want to help.’ The Joplin 
Chamber posted it on their Facebook page. This message proved 
instrumental in placing us back in touch with our clients. We had 
a number of clients join us in my basement to access their servers. 

Another huge component in your disaster plan is the concept 
of communication. This was by far the biggest ‘gotcha.’ Policy, 
procedure and a plan were really what saved us amidst the chaos. 
It is pertinent to discuss these policies and procedures with your 
employees. In general, good communication is key in all areas 
of your business. Communication can determine the success or 
failure of your plan. After all, it does no good if no one knows it 
exists. Try incorporating parts of your BDR (Backup & Disaster 
Recovery) plan into your company’s daily routine. 

I mentioned before that cell phone service was erratic. Texting and 
email really helped us communicate internally as a company. We 
would take turns going outside or driving a few miles in order to get 
enough service to receive any missed messages or emails. Landlines 
aren’t very common anymore, because everyone is mobile. 

What are you supposed to do when you are unable to be “mobile” 
anymore? 
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Getting 2-way radios was an addition to our BDR survival pack. 
Here is a breakdown of our pack. Keep in mind; all businesses 
have different needs and priorities. So, you have to take the 
time to customize the pack to what fits your business. Our 
survival pack was stored in a secure location at our business. My 
Operations Manager, Senior Engineer and I had the combination 
to unlock the safe. 

Our disaster kit includes:

• Basic First-Aid Kit

• Flashlights

• Extra Batteries

• Tarps

• Rain Ponchos

• Heavy Duty Gloves

• Extension Cords 

• Surge Protectors 

• Rope

• Thermal Blankets

• Wire Cutters

• Bottled Water

• Extra Laptop

Our safe includes the following recovery documentation:

•  Printed Copy of Current Company and Client  
Contact List

•  Utility Billing Information For Your Business Location

•  Vendor Information

•  Insurance Policies

•  Continuation of Business Legal Documentation 
/Legacy Plan
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If possible, I also recommend having a generator and fuel for 
emergency power. Battery powered tools are also great additions 
to your pack because they are the only option if you have no 
electricity. Periodically change the bottled water and charge the 
batteries. In our case, we do this once a quarter. A safe room 
would also be ideal in the event of a disaster. 

A BDR plan and survival pack will save more than just headaches, 
stress and frustration. You have to try the plan and apply it. Poke 
holes in it and investigate back-up options. Explore different 
avenues and options within your plan. Never be afraid to ask 
for help. Without the help of other IT companies, suppliers and 
volunteers, we couldn’t have gone from destruction to production 
in 72 hours. My continual gratitude for all of their support is still 
carried through to this day and will only grow as we rebuild 
our company and community. We were lucky, but part of that 
luck was being prepared for disaster. Our preparedness met the 
opportunity. And, that’s what luck really is.

Although the images of surviving a natural catastrophe provide 
a vivid view of destruction, it isn’t the only reason to have a 
BDR plan. I want to use a few examples of different situations 
and scenarios that a few of my clients have experienced.

Kay Yust has spent thirty-nine years working in the medical 
field. In those years, she agrees there have been a number of 
changes. She has spent the last 14.5 years of her career managing 
M&T Dermatology Services, LLC. She and I agree that the 
biggest change taking place over the past twenty years in the 
medical field is computerization. Just like a tornado, ready or 
not, electronic medical records and regulations are here to stay. 
Technology is constantly improving, and in return, we must be 
willing and ready to adapt to our ever-changing environments. 

“Having immediate access to medical resource materials online 
is one way EMR has improved office efficiency,” Kay said. 
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Although M&T Dermatology, LLC. was severely damaged in 
the tornado, they were back up and functional due to the use of 
computerization and technology. 

Kay said she feels compelled to share the importance of knowing 
that your computer network is secure and backups are being 
made at regular intervals in any event. It may even be something 
as small as a power surge that can affect your productivity and 
cause you to lose valuable information. 

“Through the use of technology we will be able to achieve 
our future plans. We look to our future with confidence and 
assurance that whatever it may hold, we will be able to do what 
is necessary to continue our business of providing the best care 
possible for our patients. Technology and having a plan to utilize 
that technology will allow us to achieve that goal,” Kay said.

Another client of ours is a husband and wife team that owns 
Joplin Floor Designs, Inc. Over the past 13 years, their company 
has grown from two computers to a network of 10 workstations 
with a server, offsite backups and the ability to work remotely. 

A year or so ago, their firewall was hacked. Hackers and key 
loggers pose a threat to your network and have become a more 
recurring menace as technology advances and information is 
submitted electronically.

Holly said, “This hacking episode could have had a significant 
impact on our daily business as well as exposing us to data loss, 
but our data was secured so well that the hackers were not able 
to access any of it.”

Additionally, another common form of disaster is theft. In 
August of 2010, Southwest Foot Clinic had the unfortunate 
experience of this disaster. An employee arrived at their office 
in the morning and noticed the doorframe had been cracked. 
Once inside, the office was trashed. The police were notified and 
once the office was secure, employees were allowed to enter and 
survey the damage.
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Office Manager, Gina Woods said, “At first glance we thought 
our loss was going to be minimal until my eyes wandered to the 
reception area and I discovered all the computers were gone.”

It is vital to back up all of your company data and secure it in a 
safe place. The next morning, loaner workstations were installed 
at their office and because of backups from the previous day, all 
of their data had been restored.

“With the exception of fewer computers in the office, it was as if 
the theft had never occurred,” Gina said. 

There are numerous events and variables that can lead to disaster 
in your business. I’ve shared my story along with those of a 
few of my clients. I hope you don’t ever have to experience any 
form of loss to your business. But, it may be a warm and sunny 
Sunday that obliterates the norm and forces you to act fast and 
act now. 

I want to stress the importance of having a plan, telling others 
about the plan, and trying the plan.  

For the past year, we have been growing and rebuilding with 
Joplin. We are looking toward a brighter future and commend 
the community in helping with these efforts. Joplin is on the 
right path, and we are proud to be a part of such a resilient 
community. 
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About John

John Motazedi is the CEO and founder of SNC Squared. 
He started the company 14 years ago as an individual, 
and it has grown to a staff of 10.

John is the leading expert in disaster recovery and has 
been recognized by Fox Business, NPR, PBS, CRN, FedEx 

and the Missouri Health Information Technology Assistance Center for his 
expertise and swift response during the May 2011 tornado that devastated 
Joplin, Mo. He has been a guest speaker at multiple Chamber of Commerce 
regional disaster recovery events. He is also a leading force in helping 
businesses in the Tristate area develop their own disaster recovery plans. 

SNC Squared was one of the top finalists for the Joplin Area Chamber of 
Commerce Small Business of the Year Award in 2012, and has been accepted 
in the 2012 Edition of Inc. 500|5000 Magazine for being one of the fastest-
growing companies in the nation. John is also the 2012 winner of the 
Technology Marketing Toolkit, which awards the best IT company in the US, 
UK, Canada and Australia. SNC Squared was voted the number one company 
by Heartland Technology Group for efficiency, growth and best delivery of 
solutions to the end users. They also received the highly coveted Hands That 
Give, No One Left Behind Award for reaching out and assisting during the time 
of need in a disaster. 

John believes that giving more to others is one of the most important reasons 
for his success. He periodically hosts and welcomes other IT service groups at 
his office to share different perspectives, knowledge and skill sets. 

History 

Founded in 1998, SNC Squared has more than 14 years of hands-on mission-
critical experience. Their computer consultants have extensive technical 
expertise combined with a strong customer-service focus to deliver advanced 
solutions for your business on time. 

Although they have the expertise to work with large companies, their focus 
has always been to support the small and mid-sized businesses in Joplin, 
Missouri and the Four States Area. 
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While the critical component that they manage is the network, hardware and 
systems, what is of utmost importance to them is their business relationship 
with you, the client. They strive for the highest degree of accountability 
and integrity by building positive trust and respect in their relationships. 
They recognize their responsibility to their community and environment by 
supporting local charitable causes, promoting business relationships and 
strengthening small business development.
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Chapter 9

Outsourcing: The Key to 
Small Business Survival in 

a Darwinian World

By Linda Lynch

How important is small business to the US economy? How 
about this: over 50% of Americans work for or own a small 
business. If the economy is going to significantly rebound from 
the effects of the great recession, it must be led by growth in the 
small business sector. 

But small business owners are subject to the rules of a Darwinian 
world in which only the strong survive: continue to grow or fail 
to continue. Tim Colonnese, the owner of an American small 
business, finds himself constantly challenged to find ways to 
responsibly grow his business. Many times the challenge boils 
down to a single, fundamental question. Should he invest in new 
technology or additional personnel? 

Colonnese is founder and president of KTM Industries, a unique 
manufacturing company located in Lansing, Michigan that 
manufactures bio-based and biodegradable packaging materials 
that are based on cornstarch. KTM’s products can be composted, 
used to start a fire, recycled or even dissolved in water. They also 
manufacture a fun product for children called Magic Nuudles 
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that come in bright colors and can be used to create all kinds 
of craft projects. They stick together with just a little water and 
allow children to build, decorate and create. KTM has even been 
able to develop a market for this product in other countries and 
they are currently exported to China, Korea, Turkey and Europe. 
Sales of packaging materials are following manufacturing, with 
markets opening up in Mexico, China and India.

In 2009, KTM Industries emerged from the great recession a bit 
bloodied, but generally in good shape. The Key Management 
Team was intact, their manufacturing equipment was functioning 
well, and sales of their environmentally-preferred packaging 
materials were starting to accelerate. Since Colonnese is a sports 
guy, he put a lot of emphasis on momentum and they had it going 
on. While preparing the company budget for 2010, the warning 
bell was sounded: sales were expected to grow by a factor of 
two - a record pace. 

This growth, while clearly welcomed, would challenge the 
organization as it existed. The sales team had to manage greater 
customer demands and expectations. Manufacturing output 
would increase by almost twofold – putting more stress on KTM’s 
production manager, line workers and equipment. The quality 
systems would be challenged to ensure that each shipment of 
product was within critical tolerances. Office personnel would 
also feel the heat from this increased activity through more 
orders, invoices, purchase orders, bills, paychecks and general 
support functions. There was clearly much more work to be 
done, but with limited financial resources, the company was 
forced to find economical ways to efficiently handle the increase 
in workload. 

In reviewing the matter more intently, it was evident that there 
was a need for change in the manufacturing area. The 2009 
headcount of one manager and five line workers would be 
overtaxed to handle such a significant increase in production 
volume. To address this, the production area was split into two 
sections: the actual making of the material and the downstream 
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handling and shipping of the material. The current production 
manager had vast experience in the first section, so the decision 
was to identify and hire a manager for the second section. The 
two managers would coordinate each day’s production schedule 
and oversee their areas to ensure safety, quality and throughput. 

During the review of the office and support functions, the problem 
was more glaring. While the company used a comprehensive 
accounting packaging (Peachtree) supported by the Microsoft 
suite, many of the required duties were accomplished using 
time-consuming, labor-intensive efforts:

•  Payroll was manually input into Peachtree, checks were 
cut and the weekly tax deposits were typed in. This 
process took hours every week and mistakes created 
more work and more cost (the IRS doesn’t forgive!). 

•  The Peachtree inventory system was too rudimentary 
for KTM’s multi-level bill of materials, so there was 
a second inventory list kept in MS-Excel. For every 
month-end, the inventory was captured in Excel and 
adjustments were input into the accounting package to 
generate the financial statements. 

•  The month-end financial statements were taking 
three full days of effort by the president and office 
personnel to complete. Bank reconciliations, inventory 
adjustments, journal entries and statement preparation 
(actuals vs. budgets) headed a long list of requirements. 
Many months’ financial statements were not completed 
until five weeks after month-end.

•  Even KTM’s simple six-person peer-to-peer computer 
system was tenuous and cumbersome. An enormous 
amount of time was spent keeping the system even 
somewhat functional. Printers would disappear from 
options. Software wouldn’t load correctly. Emails 
would stop coming in from the website. It was clear 
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that KTM needed a reliable, competent resource to keep 
their system running. 

Each of these items was required to keep the company 
functioning, but none of these items helped them grow. For the 
company to keep their focus on gaining customers, they needed 
to find more effective ways to complete these tasks in a cost-
efficient manner. 

KTM was not the first company to acknowledge it needed help 
in these areas. Many companies have been created precisely to 
help small businesses. But time had to be invested upfront to 
review the various options and make a choice that was right for 
them. It was time for research, interview and selection. Here’s 
how it was handled:

•  Payroll – The Company initially considered bringing 
in a part-time payroll clerk to handle these duties. 
This would require interviewing and selecting the best 
candidate, providing them with a desk and computer, 
training and oversight and, of course, retaining them 
over time. And while most of the burden would be 
shifted to the new clerk, the cost was quite high; it 
required management oversight and any mistake 
would be the responsibility of the company. As an 
option, they looked at purchasing the enhanced payroll 
module within the Peachtree system. While this would 
streamline the weekly system, it was costly and still 
required a lot of time and effort by internal personnel. 
Again, any mistake would fall on the shoulders of the 
company. KTM also reviewed using third-party payroll 
services and were pleasantly surprised with the ease-
of-use, relative low cost, and shift of the legal burden 
associated with errors. The technology involved - 
phoning in payroll hours, receiving electronic deposits 
and recordkeeping, and handling of all tax matters by 
the service provider made this an effective solution.
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•  Inventory – When a manufacturing-based company 
enters a high-growth stage, managing the costs 
associated with inventories is critical. Too much 
inventory will consume precious cash. Too little 
inventory restricts sales. Both scenarios must be 
avoided. The company reviewed its internal procedures 
and the current inventory module in Peachtree. In 
discussions with Peachtree representatives, there was 
an enhanced module that would handle KTM’s multi-
level bill-of-materials and, with some changes to their 
internal reporting systems, would effectively manage 
their inventory. This technology was not expensive and, 
since it would be part of the current Peachtree system, 
the learning curve was slight. The management team 
opted for this solution.

•  Financial Statement Preparation – The financial 
statements are the scorecards of the company. To 
effectively understand and manage a company, the 
financial statements are a critical tool, but only if they 
are accurate and timely. While Peachtree did a nice 
job as a repository for the information, there was a lot 
of preparation work required before the information 
was ready for compilation. The company looked at 
hiring a part-time person (maybe full-time with the 
payroll function, but it didn’t make economic sense) 
and came up with the same conclusion as a part-time 
payroll clerk. They reviewed several accounting firms 
to outsource this work and recognized the time/cost 
benefit. The key was selecting the right firm. One firm 
used technology to a level that was clearly unmatched 
by the others. Instead of sending personnel to KTM 
every month to do the necessary fieldwork, they would 
remote into Peachtree and send questions/comments 
to management via email. More complex issues would 
be discussed by phone. Not only was this less intrusive 
and quicker to completion, the costs associated with 
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the travel were eliminated. This was technology at its 
finest! Their solution was found!

•  Internal Network – Finding a solution to KTM’s 
unreliable peer-to-peer system was the most vexing 
problem. Nothing stopped them in their tracks as fast 
as a computer that was down, a printer that wouldn’t 
print or emails that failed to function. Their system was 
comprised of only six computers – mostly refurbished 
desktops from a salvage store – that operated on various 
Microsoft platforms. The two main printers ghosted 
in and out requiring the time and attention of the 
Production Manager. Seriously! The company asked 
various IT systems management companies to review 
the current situation, understand the financial and 
operational constraints and offer an effective solution. 
Each of the companies recommended a server-based 
system that would cost tens of thousands of dollars 
upfront with $1,000+ month management fees. The 
company did not have the wherewithal to entertain 
such solutions. Colonnese then asked representatives 
from KI Technology Group to tour their facility and 
discuss the situation. The team from KI was provided 
the same information as the previous IT management 
companies. KI provided a wide-range of options, 
from full server-based solutions, to a unique solution 
integrating incremental steps that would limit the 
upfront out-of-pocket costs, monitor KTM’s systems 
to proactively address problems, provide technical 
support – by phone, internet or on-site – as required, 
and improve hardware and software over time to build 
a more reliable and cohesive system. Colonnese had 
never seen such an imaginative and elegant solution to 
his IT problems. The first order of business when KI 
was hired was to eliminate the underlying problems 
that had been causing much of the network instability. 
Once these problems were corrected, the network ran 
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much more smoothly – without spending any money to 
replace major equipment!

It has been two years since these changes have been made 
and the results are remarkable. The previously mentioned 
momentum is still with them, with sales growth approaching 
4x! The two-manager system in the manufacturing area started 
slowly, but eventually settled in to allow the company to meet 
the increasing needs of their customers without significant delay 
or quality concerns. The payroll service keeps the employees 
paid, their records complete and their tax obligations fulfilled 
without incident. KTM’s accounting information is handled 
competently, efficiently and the important financial statements 
are placed into the hands of management on a timely basis. 

Best of all, their IT system has been running smoothly and 
routinely without any intervention of company personnel. 
They now have 11 units running on a unified operating system, 
including two new laptops for managers when they are not 
in the office. Desktops have been replaced with newer, faster 
systems when finances allowed and the newer machines have 
been more reliable and allowed staff to work more effectively. 
Since all of the machines are kept up to date, there have been 
fewer problems, and when problems do occur, internal staff is 
not burdened with the resolution. One call to KI Technology 
Group is all that is required and the issues are resolved quickly. 
Changes have also been made to allow wireless access to the 
network from the office area.

Colonnese believes that KI Technology Group was clearly the 
best choice to support his network, not just from a technology 
standpoint, but also from a relationship standpoint. He views KI 
the same way he looks at his banker, lawyer and insurance agent. 
Those are the people who help him run his business, understand 
what he has and know how to make it better. And KI’s proactive 
approach is a big benefit as well. Colonnese knows that if he just 
waits for trouble before he looks for solutions, everyone suffers 
– his company, his employees and his customers.
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KI’s approach differs from that of many of their competitors in 
that we truly take the time to learn about our clients and find the 
solutions that will meet their needs – not just from the standpoint 
of technology, but also financially. We have seen so many clients 
that have clearly been the victim of technology companies who 
want to solve every problem by installing a new server that is 
bigger than the one they had before. We have even seen this 
done in situations where the problems could have been solved 
by putting procedures and limits in place. We consider ourselves 
to be an important partner with each of our clients and work with 
them to help them meet their goals. If we recommend a solution 
that works but causes financial hardship for our client when a 
less expensive solution would have also solved the problem, 
then we may have solved one problem while creating another. 

It’s hard to believe that KTM has grown so much in the last 
two years with only two new personnel on board. Rather than 
“throwing people” at various problems, they have essentially 
relied on technology in the hands of qualified parties as a cost-
efficient, effective solution to their problems. This has allowed 
the management team to devote their energies to running the 
business and serving their customers. KTM is gaining customers 
and market share within their industry and earning a reputation 
as a smart, results-oriented company. It is without question that 
their reliance on technology has been – and will continue to be - 
instrumental in their future. 
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About Linda

Linda Lynch graduated from Michigan State University 
in 1979 with a Bachelors of Science in Computer 
Science. A computer programmer by training, she held 
programming positions at Consumers’ Energy and 
Burroughs Corporation before coming to KI Technology 

Group in 1986. 

At KI Technology Group, Linda has handled most aspects of supporting and 
training clients, acquiring an ownership interest in the company in 1990 and 
has been serving as President since 1992. She has also been instrumental in 
managing the company’s transition from a software company to a full service 
technology company, providing outsourced IT services to businesses and non-
profits in the greater Lansing area.

Linda participates in a number of national industry organizations, including 
The ASCII Group and The Computing Technology Industry Association, where 
she currently sits on the Board of Directors. Participation in conferences 
and regional meetings held by these organizations and select vendors helps 
Linda stay current on trends in the industry and best practices for technology 
companies.

Locally, Linda is a member of the Capital Area IT Council, and is on the Board 
of Directors for Capital Area United Way. She is a member of the Rotary Club 
of Lansing and the Founding Chapter of the National Association of Career 
Women, of which she is the immediate Past -President.

Linda is the author of The Executive Guide to Trouble Free IT, which she wrote 
because she believes everyone should have enough knowledge to have an 
intelligent conversation with an IT provider. She has also written for Capital 
Area Women’s Lifestyle Magazine and Greater Lansing Business Monthly.

In her spare time, Linda enjoys bicycling, golfing, reading and playing electric 
bass in the worship band at her church. She also enjoys vacationing with 
her husband of 25 years, John. Together they have taken nearly 20 cruises 
and visited many exciting ports. They have lived in Dansville, Michigan for 22 
years, where they enjoy country life and fresh eggs from their small flock of 
chickens.
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Chapter 10

How To make Sure Your 
Computer Consultant Is 

An Asset To Your Company 
And Not A Liability! 

By Dan Izydorek

The most common problem business owners have in finding 
a competent computer consultant they can trust is lack of 
knowledge. The majority of business owners are not up-to-date 
on the latest technology and how it works, and therefore are 
targets for dishonest or incompetent technicians. 

The biggest concern you should have as a business owner is 
not being ripped off by a con artist; the person you most need 
to look out for is a well-meaning but incompetent consultant. 
This type of consultant is not always easy to spot. But with the 
knowledge outlined in this chapter, you will be able to weed 
through consultants vying for your business and choose the one 
who is going to provide you with the best advice and service.
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WHY IT’S SO ImPORTANT TO HIRE  
THE RIGHT CONSULTANT

We live in a rushed world of business. In this kind of environment, 
every second counts and you can’t afford to have computer 
problems or server crashes slowing you down. Business owners 
depend on their e-mail, databases, accounting software and 
other office applications to be fully operational every day. When 
these applications don’t function properly, it can be frustrating 
and stressful and make you feel you’re at the mercy of your 
consultant. 

The wrong consultant can make things worse. Remember, he 
is tinkering around with your business’ critical and confidential 
data. That’s why it’s so important for you to invest a little time 
NOW. This investment will eliminate a lot of frustration in the 
future. 

TEN WARNING SIGNS THAT YOU HIRED  
THE WRONG CONSULTANT 

The consultant:

1.  Becomes defensive or argumentative when you ask about 
project costs or completion dates, or when you question his 
recommendations.

2.  Won’t guarantee the work or your satisfaction.

3.  Talks down to you, uses “geek speak,” and makes you feel 
stupid when you ask questions.

4.  Is consistently late or rushed, and misses deadlines without an 
explanation or apology.

5.  Leaves your office a mess.

6.  Uses high-pressure or scare tactics to get you to buy.
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7.  Doesn’t explain your options for resolving a problem or 
completing a project.

8.  Doesn’t follow up after completing a project.

9.  Never takes a proactive approach to supporting your network, 
and doesn’t offer recommendations to help you secure your 
network, save money or improve your company’s productivity.

10.  Doesn’t offer a preventive-maintenance or monitoring 
program to ensure that your network is protected from 
viruses, hackers, data loss, downtime or other problems. 

THREE REASONS THAT SmALL-BUSINESS  
OWNERS END UP PAYING FOR mEDIOCRE  

COmPUTER SUPPORT

If you’re like most business owners, you’ve paid for computer 
support services that you weren’t satisfied with. Maybe the 
person you hired didn’t really know what he was doing. Even 
though there are many computer consultants to choose from, 
most business owners settle for mediocre computer consulting 
services for several reasons:

Reason #1: You know even less about how to find a competent 
computer consultant than you do about how to fix your own 
computer problems. Fortunately, you’ve invested the time to 
read this chapter, which will clarify exactly what you need to 
look for. Most business owners don’t have this information and 
therefore make quick, uninformed decisions.

Reason #2: You believe your business is “too small” to need 
professional support. The reality is that small businesses are 
every bit as reliant on technology as large organizations. In most 
cases, you deal with the same issues but on a smaller scale. 
If you can’t send and receive e-mail, get a virus, lose files, or 
if you experience a major system melt-down, your business 
communication is halted, billable time is lost, client projects get 
delayed, and deadlines are missed. Small or large, these types 
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of issues can dramatically add to your stress and hurt your 
bottom line. 

Reason #3: You believe you don’t have time to look for 
another computer consultant. This is similar to saying you’re 
too busy chopping wood to sharpen the axe. Here’s the truth: 
It WILL take you more time to research your options and the 
computer consultants in your area. However, once you’ve done 
the work, you’ll have a great consultant who will make your life 
easier over the long haul. A great computer consultant is worth 
his weight in gold, just like a great tax advisor, CPA or attorney.

TEN FEATURES YOU SHOULD DEmAND FROm  
YOUR COmPUTER CONSULTANT: DON’T LET THEm 

TOUCH YOUR NETWORK UNTIL YOU’vE  
CONFIRmED THESE!

Now that you understand the importance of investing time into 
finding the right consultant, there are basic features that you 
should demand, such as insurance, qualifications and references. 
These features are black-and-white and can easily be proved.

Then there are other features that are just as important, but are 
more of a “gut feeling” determination you will have to make, 
such as how well the person communicates with you. 

Feature #1: qualifications and Experience
As mentioned earlier, much of the trouble you’ll run into with 
computer consultants is well-intentioned incompetence. There 
are many people claiming to be professional computer consul-
tants who shouldn’t be working on business networks. Maybe 
they don’t have the right experience, they’ve only been doing 
this type of work for a short period, they don’t have the right 
tools or training, or they don’t know how to fix your specific 
problem. Whatever their shortcomings are, it won’t turn out well 
for the business owner who hires them.

Obviously, the more experienced your consultant, the better 
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your chances of getting the right repair done quickly. Junior 
technicians who offer cheaper prices can take two or three times 
as long to repair your network (costing you more in the final 
bill), and may not provide the right recommendations or repairs, 
which means additional problems and service bills down the 
road.

Not all networks are the same. Every business has a different mix 
of hardware, software and configurations. The more networks 
a consultant supports, the more experienced they become 
with a variety of different hardware, software and network 
environments. Many junior technicians have only seen one or 
two different types of networks and therefore are extremely 
limited in their knowledge of what works and what doesn’t.

How To Determine Your Consultant’s Qualifications And Experience:
So how do you know if a consultant is qualified? Ask him the 
following questions:

1.  How long have you been in business? If he’s only been 
in business for 1 or 2 years, be careful. Many one-man 
IT consultants are here today and gone tomorrow.

2.  Have you worked on my type of network or problem 
before? You don’t want to pay him to learn on your 
time. Ask for references.

3.  May I see your resume and the resumes of your 
technicians? It is perfectly okay to request a resume or 
summary of qualifications for not only the consultant, 
but also his staff.

Quick Tip: If the company you hire has multiple 
technicians, make sure you know exactly which 
individual(s) will be assigned to your account. If possible, 
get assurance in writing that at least one senior-level 
consultant will be overseeing your network.

hOW TO MAKE SuRE YOuR cOMpuTER cONSulTANT iS AN ASSET TO YOuR cOMpANY 
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Feature #2: Client References 
This seems obvious, but a lot of business owners skip this step. 
Ideally, you want to speak to other clients who have businesses 
similar to yours. Some of the questions you want to ask are:

• Did the consultant deliver on his promises?

• Did he stay on schedule and deliver on time or early?

• Was he responsive and easy to reach in emergencies?

• Did he bill accurately?

• Did he nickel-and-dime you over every little thing?

• Did he stay within the projected budget?

• Would you use him again? Why or why not?

If the consultant seems hesitant to provide you with references 
or, at a minimum, client testimonials, think carefully about 
hiring him. 

Feature #3: multiple Technicians 
If the consultant doesn’t have other technicians to back him up, 
you could be left hanging in an emergency. While one-consul-
tant companies are often less expensive, you get what you pay 
for. He may be too busy running from one client to the next to do 
more than a quick fix or to give you the attention you deserve. If 
he goes on vacation, gets sick or simply becomes too busy, you 
could be out of luck.

The second reason you want to demand a “team” instead of an 
individual is because no one technician has infinite knowledge 
of every type of software, hardware and situation. If you have 
a team of professionals working together on your problem, you 
have a better chance of getting the job done right.

Feature #4: Availability and Fast Response Times
Nothing is more frustrating than having to wait on a consultant 
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to show up when you have a problem. Before hiring someone, 
ask the following questions:

•  Do you have a system in place for responding to 
emergencies? 

• How fast is your average response time to an emergency? 

• Do you have a response time guarantee? 

•  Will my dedicated consultant have a backup consultant 
who is familiar with my account and network? 

Feature #5: All Promises in Writing
Four Things to Get in Writing:

1. Payment terms. 

2. Deliverables. Who does what and when?

3. Work schedule and pace. 

4. Guarantees. 

Any professional firm will be happy to put these items in writing 
prior to starting a project. If the consultant you’re interviewing 
makes excuses, it could be a sign that he’s not confident in his 
ability to deliver on his promises. 

Feature #6: Insurance
•  They should have Worker’s Compensation insurance in 

case one of their technicians gets hurt at your office. 

•  They should also have general-business liability 
insurance and Errors & Omissions insurance. This will 
protect you in case they make a major mistake and 
destroy critical company files or equipment.

Feature #7: Understanding of Your Business
Technology should represent more than a bunch of computers 
networked together; it should be viewed as a strategic tool to 
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build your productivity, your profits and your relationships with 
your customers.

Unless your computer consultant understands the nature of your 
business, he won’t be able to recommend solutions that improve 
workflow and profits. He can be the most brilliant consultant in 
town, but if he doesn’t understand your business – you won’t get 
the most from your technology investments. 

Here are some questions to ask yourself to determine if your 
consultant is truly a business partner or just a “computer 
mechanic” applying band-aids to your network. Does he:

•  Dig to uncover the source of the problem or only look 
to fix the surface problem?

•  Ask thoughtful questions to understand your business?

•  Explain how his recommendations will improve your 
bottom line and speed production?

•  Proactively recommend solutions, or wait for you to ask?

•  Follow up on his work to make sure you were satisfied?

Feature #8: A Professional
I’ve seen it occur over and over again. A business owner hires a 
consultant sight unseen. When he shows up at your office, he’s 
dressed sloppily and looks unshaven or disheveled. You’re al-
most embarrassed that he’s there in your office. 

At a minimum, the consultant you hire should have a neat, 
clean appearance. Remember, if he’s in your office, he is a 
representation of you and your business. This is especially 
important if you have clients in your place of business. 

Feature #9: Detailed Reporting and Invoices 
Every invoice you receive should detail what work was done 
and why. This will avoid out-of-control or incorrect billing, as 
well as sticker shock at the end of the month. 
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Feature #10: Clear Communication
Aside from slow or poor response times, lack of communication 
is the single biggest source of frustration for business owners 
when dealing with a computer consultant. In most cases, your 
expectations are not met and you end up paying for incomplete 
work that you are not satisfied with. 

Here are some ways to know if the consultant you are considering 
is a good communicator. Does he:

•  Avoid using technical terms and acronyms you don’t 
understand?

•  Ask probing questions about how your business operates 
and how you use your computer network?

•  Explain the reasons behind the recommendations he 
made?

•  Offer alternative solutions to your problems and explain 
the pros and cons of each?

•  Detail everything you’ve discussed in writing?

•  Clearly explain how the work will be done and how he 
will approach and complete your project?

•  Bring up the downside or potential problems with a 
particular solution as well as the upside?

•  Provide frequent status updates to your project?

•  Ever miss deadlines without explanation or warning?

hOW TO MAKE SuRE YOuR cOMpuTER cONSulTANT iS AN ASSET TO YOuR cOMpANY 
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About Dan

Dan is an entrepreneur from his core. He started his 
first company, Ad Net, focused on web design and web 
hosting in Rochester, MI (suburb of Detroit) when he was 
16 (while still in high school). He founded his current 
company, PC Miracles, at the age of 19 to pursue his love 

of computers. By the age of 20, his business was so busy he had to drop out 
of college to keep up with demand. 

He is driven by increasing the bottom lines of his business clients through 
the use of technology. Dan has been managing the computer networks of 
the Metro Detroit Area for small and medium businesses ever since. Since 
starting with only web hosting services, he long ago added VoIP, computer 
support, network support, backup and disaster recovery services as well as 
cloud computing services. He is also one of the founding owners of a national 
cloud services provider TOGL.

Dan and his wife Pamela have 2 young children. As a family they enjoy 
camping, boating and entertaining friends and family at their home. Dan is 
all about his family. He has built his technology business so that he can play 
with his kids on weekday evenings and spend time with his family on the 
weekends. Dan is a Charter member of the Clarkston Lions Club and is very 
active in the Clarkston community. Dan tells people “I have the best disease 
in the world called ‘Entrepreneurship’ that keeps me driven to build a better 
business and take care of my family.”
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Chapter 11

The SmB Checklist

By Diana Spurgus

INTRODUCTION

Small and Medium Businesses (SMBs) have never had so many 
opportunities. Local and regional organizations can compete 
not only nationally, but internationally if they so choose. The 
Internet, faster access speeds, always-on communication, mobile 
devices and a wide range of business applications allow SMBs 
to go where they have never gone before. Unfortunately, coupled 
with these opportunities are a diverse set of challenges ranging 
from competition, commoditization, skilled labor shortages, 
governmental regulations and increasing costs – just to name a 
few. 

In addition to the plethora of business challenges SMBs face, 
there are also cultural trends affecting the SMB organizations 
that need to be embraced, including: 

•  “Any-way-you-want-it.” Customers are dictating what 
they want, how they want it and when they want it; they 
are not shy in expressing their needs and wants AND 
they are not patient. SMBs have to deliver. 

•  Customers are more educated. Customers have volumes 
of information right at their fingertips instantaneously. 
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It is much easier to research alternate products and 
services.

•  Business faster than the speed of light. With increasing 
connectivity speeds and the interconnectedness of all 
parts of the world, SMBs are really competing in a 
global economy. But with that also comes opportunities 
that were not available previously.

•  Social media. Customers want to know who they 
are doing business with. There is no more hiding 
behind corporate brick and mortar. Customers want 
transparency and the ability to connect real time.

•  Instantaneous “Always-On” mobile devices. The line 
is fading between personal and professional lives; it is 
also difficult for employees to separate the two. 

•  Data galore. Data is more than doubling every 2 years.1 
Data is not only coming in volumes, it is coming from 
a variety of sources. (I get emails from my car when it’s 
time to change the oil!) The challenge is how to manage 
the data to make sense of it – in order to make informed 
decisions. 

•  BYOD. Bring your own device. This is an end-user 
movement (and not necessarily the most secure for the 
SMB) where employees are bringing their own mobile 
devices to work…smartphones, tablets, etc. According 
to Gartner, 90% of businesses will support corporate 
applications on personal mobile devices by 2014.2 

•  Cloud computing. Everything is getting cloudy with 
all of the “talk” from everyone. Many of our pictures, 
music, email, etc. are already up there! There are 

1 http://www.emc.com/about/news/press/2011/20110628-01.htm
2  http://www.ciocollaborationnetwork.com/article/byod-user-driven-movement-not-

secure-mob
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organizations taking their entire business to the cloud. 
While some companies/industries may be a good fit, 
there are some that will never be a good fit. Many are 
drawn to cloud computing because there is no upfront 
investment and therefore, no capital expenditures; you 
just pay as you go. 

So what is a SMB to do? I believe it boils down to two things: 
(1) a proper business foundation and (2) effective use of 
technology. My mission in life is to figure these things out to 
help SMB leaders overcome these challenges and achieve their 
dreams. Technology and the SMB anatomy are where I think, 
work, live and breathe and therefore are the center of my world.  
Based on my experience, here is my view on how SMBs can rise 
above their weaknesses and threats, exploit their strengths and 
opportunities, and rock their world. 

WHAT IS A SmB?

One question usually asked of me when discussing SMBs is 
exactly what size is a SMB organization. That is a very good 
question and the answer really depends to whom you are talking. 
Every country has its own definition. In the United States, the 
Small Business Administration definition varies by industry 
while the “average” cap is fewer than 500 employees. In Europe, 
it is defined as being less than 250 employees. In Canada, a small 
business is defined as being less than 100 employees (if the 
business is a goods-producing one) or fewer than 50 employees 
(if the business is service-based), and a medium-sized business 
is one with fewer than 500 employees. I particularly like the 
Canadian definition.

WHAT IS THE SIGNIFICANCE OF SmBS? 

I have dedicated my professional career, education and desire to 
helping SMBs because of the significant role the SMBs play not 
only in our country, but internationally. It is by no coincidence 
SMBs are being discussed everywhere…on the news, in the 
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newspaper, and are the focus of heated political debates. SMBs 
have the weight of the world on their shoulders…literally. 
Consider this: 

In the United States, Small Businesses:3 

•  Represent 99.7 percent of all employer firms. 

•  Employ about half of all private sector employees. 

•  Pay 43% of total U. S. private payrolls.

•  Generated 65% of net new jobs over the past 17 years. 

•  Create more than half of the non-farm private GDP.

•  Hire 43% of high tech workers (scientists, engineers, 
computer programmers.)

•  Are 52% home-based and 2 percent franchises. 

•  Produce 16.5 times more patents per employee than 
large patenting corporations.

Now let’s look at some other countries:

•  In Europe, while over 99% of all enterprises in Europe 
are Small Medium Enterprises (SMEs), 90% of SMEs 
are actually micro-enterprises - with fewer than 10 
employees - and the average company has just five 
workers. However, these micro-enterprises account for 
53% of all jobs in Europe, so their importance to the 
European economy is enormous.4

3  http://www.cmsdm.com/_blog/Blog/post/Small_Business_Is_the_Backbone_of_
our_Nation’s_Economic_Growth/

4  http://ec.europa.eu/enterprise/policies/sme/promoting-entrepreneurship/crafts-micro-
enterprises/
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•  In South Africa:

-  “Small businesses are more important to creating 
jobs in South Africa than the government’s huge 
infrastructure drive, the African National Congress’ 
treasurer general said….” 5

-  The SME sector has a huge role to play in fighting 
unemployment due to its ability to employ more 
people especially the unskilled. This sector employs 
an estimated 61% of the employed people while it 
contributes between 52 - 57% to the Gross Domestic 
Product (GDP).6 

•  In Australia, 2.5 million small business people make 
up 96% of all businesses.7 

•  In India, Small Businesses will account for 22% of 
India’s GDP over the next three years.8 

So not only are SMBs the backbone of our US economy, they 
play a pivotal role internationally. 

The only place success comes before work is in the dictionary.  
~Vidal Sassoon

WHO ARE THE PEOPLE BEHIND THE SmBs?

What is even more interesting to me than the SMB market are 
the people behind the scenes. People like you and me. Based on 
my experience in serving this market for close to 30 years now, 
I find SMB leaders to be the hardest working group of people I 

5  http://www.zimbio.com/Jacob+Zuma/articles/0xi6cZcXFf1/Small+businesses+pivot
al+Africa+jobs+drive

6  http://conferences.cluteonline.com/index.php/IAC/2012BK/paper/view-
File/1060/1070

7  http://www.cosboa.org/_blog/Peter_Strong’s_Blog/post/the_2012_Economic_Fo-
rum,_the_Asian_Century_and_Innovation_(12_June_2012)/

8  http://www.thehindubusinessline.com/industry-and-economy/economy/arti-
cle2659687.ece
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have ever met. Most are passionate, sincere, confident, generous 
and honest. However, there are some leaders who seem to rise 
above the rest. Those leaders are:

•  Laser Focused: They know what they want and 
understand they are in a position of control and not just 
a passive reactor to whatever comes their way. They 
have a plan and they use it as their road map to get 
where they want to go.

•  “Just do it” Oriented: They are passionate about getting 
the job done and are not paralyzed with worry regarding 
the grim forecasts portrayed on the local news. In fact, 
adversity motivates them even more to execute their plan.

•  Very Self-aware: They understand they are not good 
at all things. They have their strengths, but develop a 
team of leaders who are strong in the areas in which 
they are not. They empower those folks to do their thing 
without micro-managing but accept the responsibility if 
it doesn’t work out.

•  Driving the bus: They are not only driving their 
organization in the direction they desire, they have all 
of the right people on the bus and sitting in the right 
seats. They understand as their organization progresses 
along its route, there are some people who will need to 
change seats and some will need to get off the bus.

These are the types of SMB leaders who have the foresight, 
capacity and willingness to take their SMBs to new levels. 

That which does not kill us makes us stronger. 
~Friedrich Nietzsche
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BUSINESS FOUNDATION FIRST AND THEN… 
TECHNOLOGY! REALLY? REALLY!

What comes first …the chicken or the egg? The last time I 
checked, that debate still has no clear winner; however, the debate 
on what comes first, technology or the business foundation, has 
a very clear-cut winner. In case there is any doubt, experience 
dictates that a strong business foundation and leadership come 
first, which drive all technology decisions. This is the ‘secret 
sauce’ engine driving successful SMBs. 

What constitutes a strong business foundation? SMBs are 
driven by their leader’s passion. That passion has to be prevalent 
in the SMB mission, vision and values. (If you don’t have these 
tools in place, check out the book, Good to Great by Jim Collins.) 
Otherwise, it is all-for-nought. Successful companies have a 
written strategy for how the mission will be achieved – coupled 
with short-term and long-term goals. The business strategy 
addresses a number of business requirements including growing 
the business, streamlining operational efficiencies; adopting 
industry best practices, making strategic business decisions, 
minimizing costs; mitigating risks, creating competitive 
advantage, increasing sales, increasing quality, developing 
new products and services, leading innovation, staying close to 
customers, complying with tax and other regulations, finding 
skilled workers, promoting products and services, and the list 
goes on. This strategy is the roadmap that guides all functional 
areas (including technology) and individuals in the organization. 
The pursuit of organizational profitability coupled with the SMB 
leader’s passion is “the” Holy Grail of SMBs.

Putting the cart before the horse? There are many organizations, 
large and small, trying to incorporate the latest and greatest 
technology bells and whistles, spearheading huge technology 
initiatives and investing a lot of time, money and resources 
on “things” that are not getting them any closer to achieving 
their business strategy. This typically means technology is 
driving the business instead of the business strategy, which 
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means the cart is before the horse. It is interesting to talk to 
SMB leaders to understand their thought process behind their 
technology decisions. The most blatant example I observed is 
where a technology company (to whom the client referred to 
as the “computer guy”) dictated to a very large professional 
services firm what products they are/are not allowed to use. The 
service firm’s business strategy required a change in their Line-
of-Business (LOB) application. They chose a LOB application 
and the computer guy said “no.” It interfaced with a vendor he 
did not personally like. They decided not to change their LOB 
application; they literally changed their business strategy to 
accommodate the “computer guy.”  

Another common mistake I observe is SMBs trying to use a use 
a particular technology such as social media or cloud computing 
just because everyone else is doing it; they back into their 
business strategy, putting technology at the core of its focus. 
Technology should not be used for technology’s sake, as it is not 
only silly, but is detrimental to the welfare of the organization. 
But ‘oh what could be accomplished’ if the technology decisions 
were in alignment with the business strategy. That is Nirvana.

Let’s keep the main thing, the main thing. The main thing is 
the mission of your organization and what business strategy you 
have developed around that. Once the business strategy is in 
place, the technology decisions can be made in terms of what 
technology to use, how to use it and when to use it. Technology 
decisions do not drive (or should not drive) the business strategy; 
the business strategy drives the technology decisions. Amazing 
things happen when the technology is aligned with the strategy. 

Great companies first build a culture of discipline—
disciplined people who engage in disciplined thought 

and who take disciplined action—and create a business 
model that fits squarely in the intersection of three 
circles: what they can be the best in the world at, a 
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deep understanding of their economic engine and the 
core values they hold with deep passion. They then use 

technology to enhance these pre-existing variables, 
never as a replacement. 

 ~ Jim Collins, Good to Great 

TO WHAT SKILL SETS DO SmB LEADERS  
NEED ACCESS? 

The future of the SMBs depends on how well the business 
strategy is managed and measured in achieving business process 
effectiveness and overall profitability. In addition, technology 
can and will continue to play a huge, but different role in 
helping SMBs be successful. With the focus being moved from 
technology in and of itself to the business foundation, a new 
breed of technical leadership is being born which all SMB 
leaders will want as part of their team. 

The “new” technology leadership is a business advocate who:

• Possesses business consulting and technical skills

•  Knows how to apply technology to help businesses make 
better decisions and improve operational efficiencies

•  Understands the business lingo and functionality of 
each department

•  Holds the global view of the organization’s business 
processes and understands how all of the pieces fit 
together 

•  Is privy to the organizational plans and has access to the 
company’s leadership

Information technology and business are becoming inextricably 
interwoven. I don’t think anybody can talk meaningfully  

about one without talking about the other.  
 ~Bill Gates, Business @ the Speed of Thought, 1999
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THE SmB CHECKLIST

Below is a checklist that can be used by an SMB leader assessing 
the business foundation of its organization.

  Written mission, vision and value statements based on your 
passion that is distributed throughout the organization 

  Defined culture that is practiced shared throughout 
the organization. (AKA as vision.)

  A thorough understanding of your Industry by all 
organizational leaders (internal & external):

•  Research industry on a regular basis

•  Purchase detailed industry reports

•  Join national/local industry associations

•  Identify critical success factors

•  Review current trends and forecasting

•  Determine how technology is used

•  Understand suppliers and customers

•  Study similar and dissimilar industries for ideas that 
can be extrapolated

  An awareness of your competitors

  An understanding of your SWOT analysis (Strengths, 
Weaknesses, Opportunities and Threats)

  An established Big Hairy Audacious Goal (BHAG) 
that is shared throughout the organization. 

  A defined business strategy with short and long-term 
goals that drives all functional areas of the organization 
– including:

a) Finance

b) Operations
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c) Product/Service Delivery

d) Customer Service

e) Technology

  Defined Key Performance Indicators (KPIs) and 
measurement tools for monitoring progress. 
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GLOSSARY

BHAG: Big, Hairy Audacious Goal – coined by Jim Collins and 
Jerry Porras.

IT: Information Technology.

Key Performance Indicators: According to Wikipedia, KPIs are 
commonly used by an organization to evaluate its success or the 
success of a particular activity in which it is engaged. Sometimes 
success is defined in terms of making progress toward strategic 
goals, but often success is simply the repeated achievement of 
some level of operational goal (for example, zero defects, 10/10 
customer satisfaction, etc.). Accordingly, choosing the right 
KPIs is reliant upon having a good understanding of what is 
important to the organization. ‘What is important’ often depends 
on the department measuring the performance - the KPIs useful 
to finance will be quite different to the KPIs assigned to sales, 
for example.

LOB: Line of Business Application. 

Mission Statement: Defines why the organization exists. 

SME – Small/Medium Enterprise: A term primarily used in 
Europe. In Europe, there are three broad parameters which define 
SMEs: micro-entities are companies with up to 10 employees; 
small companies employ up to 50 workers, whilst medium-sized 
enterprises have up to 250 employees.9 

SMB – Small/Medium Business: A term primarily used in the 
United States (US). In the US, the Small Business Administration 
sets small business criteria based on industry, ownership structure, 
revenue and number of employees (which in some circumstances 
may be as high as 1,500, although the cap is typically 500). Both 

9 http://en.wikipedia.org/wiki/Small_and_medium_enterprises
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the US and the EU generally use the same threshold of fewer 
than 10 employees for small offices (SOHO). Canada defines 
a small business as one with fewer than 100 employees (if the 
business is a goods-producing one) or fewer than 50 employees 
(if the business is service-based), and a medium-sized business 
as one with fewer than 500 employees.10 

Strategy: A careful plan or method.

Vision Statement: Defines the destination of your business 
journey. 

Value Statement: Defines the organization’s core beliefs or 
guiding principles. 

10 http://www.sba.gov/sites/default/files/files/Size_Standards_Table.pdf
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About Diana

Diana L. Spurgus is the founder and president of Business 
System Solutions, Inc. (BSSI), which was incorporated in 
1997. BSSI is a Microsoft Certified Partner and its mission 
is to deliver computer systems and services needed to 
build a solid computer network infrastructure upon which 

an organization can prosper. This is achieved by utilizing certified professionals, 
standard methodologies, uniform configurations and a core set of values that 
allow them to provide quality, ethical services with integrity and pride. 

Diana has over 20 years of IT experience and holds two Associate degrees 
in Accounting and Computer Science, a Bachelor degree in Information 
Technology, a Masters degree in Business Administration and is a CPA. She is 
also certified by the AICPA as a Certified Information Technology Professional.  

Prior to creating BSSI, Diana was a Manager in the IT Consulting Division of 
Ernst & Young.

Diana is also involved in serving the community. She created a non-profit 
temporary staffing agency called TeenWorks. The mission of TeenWorks is 
to help youth from economically-disadvantaged backgrounds discover and 
experience the world of work and reinforce the education, confidence and 
sense of purpose they need to be successful in their careers and personal 
lives, as well as expand their vision of the future. 
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Chapter 12

Using Integrated  
Technology To Enhance 

Your Business

By Fred reck 

Today’s business owners have never had a greater opportunity 
to take advantage of technological advances that can enhance 
business workflow and profitability. But, it must be understood 
that computerized automation of your business is not synonymous 
with simply purchasing computer capital. It involves a much 
broader spectrum of integration processes that will take time, 
thought, and probably some professional assistance to fully realize 
an enhancement to business productivity, expense reduction and 
increased profits. However, historical data has shown that the 
integration of appropriate technological components will have a 
positive impact on multiple aspects of your business. 

If you were in business during the decade of the nineties, you 
would have lived through one of the most accelerated growth 
periods in the information technology (IT) world. Some studies 
have revealed that the services industry experienced the biggest 
boost from IT related investments. One research study indicates 
that IT in service-related industries accounted for 80% of the total 
IT contribution to labor productivity growth in the United States 
between 1995 and 2001 (Triplett and Bosworth: “Productivity in 
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the US Services Sector”). It is no stretch to say that IT influences 
in the workplace over the past twenty years has been the single 
most important factor for business growth. Those that have 
taken the greatest advantage of technology are the businesses 
that have outpaced their competition, and in many cases have 
created an international presence for their product or service. 

The United States has emerged as a leader in technology 
utilization and has been able to increase overall business 
productivity with its use. Being ahead of the curve in regard to 
technology, US companies have found that they can outsource 
their more routine work to lower levels of labor in other parts 
of the world to enhance their own profitability. While there 
are substantial arguments against outsourcing jobs to other 
countries, technological advances have made it possible to do 
this in greater numbers and US companies, focusing on bottom 
line results in profitability, take advantage of lower labor costs 
throughout the world. The purpose of this chapter is not to 
discuss the legitimacy of outsourcing to other countries, but 
to merely point out that technology has enabled companies to 
become far more profitable today than they could have been two 
short decades ago. The benefits of technology are not limited 
to empowering companies to take advantage of cheaper labor 
markets; in fact, many companies have experienced substantial 
growth and have kept all their jobs within the US.  

In general, computerization contributes to what has been termed 
“multifactor productivity growth.” Computers can be described 
as “general purpose technology” whose primary contribution 
is to make new production methods possible when combined 
with other factors such as new work systems, organizational 
design, and business process reengineering (Brynjolfsson and 
Hitt, 1993: “Computing Productivity: Firm-Level Evidence”). 
The computer serves as the hub for change and improvement. 
Technological enhancement to your business will require 
things to be done differently, but more efficiently. Workflows 
will change, positions may be eliminated, task completion will 
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become faster and more efficient, and productivity will rise. The 
key is to integrate different technologies so each component can 
communicate interactively. 

My friend and client, Richard Rock, is one of the owners of 
All Sports America, located near my office in Pennsylvania. 
Richard and his company distribute sports equipment throughout 
the country and have developed a model business that serves 
as a great example of how technology can be used to build a 
business. In fact, technology has had such an impact on All 
Sports America, that they are now one of the largest customers 
of Fed Ex in NE Pennsylvania. In a recent conversation with me, 
he related, “Whenever there is human interaction, whether in 
the sales process or order entry or order fulfillment, that’s when 
errors occur.” This same principle is true in any business. 

To deal with this issue, Richard has built databases and integrated 
them with his marketing systems and sales process. That has 
enabled him to eliminate many mundane tasks where errors can 
be made. He has now almost entirely eliminated errors and the 
resulting time and effort to correct, which directly contribute to 
reduced costs, which translate into greater profitability. As a result, 
payroll expenses are reduced and the need for a bookkeeper is 
eliminated because it is all handled electronically. All necessary 
reports are automatically generated and available for review at 
any time. An accountant is still needed for financial reports and 
tax-related issues, but he does not need a full time person to be 
responsible for generating the day-to-day reports necessary to 
run the business. Additionally, they are able to process vastly 
more information and his sales staff can handle more clients. 
Prior to their technological automation, one sales person could 
handle 125 clients. However, now with new telephone systems, 
software and computer systems, one sales person can handle 225 
clients. 

Technology has also enabled them to find new clients a lot easier. 
Prior to their technology upgrades, they would depend on the 
Yellow Pages and other mailing lists they would purchase from 
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various sources that were not always the most accurate. They 
would also have to spend more time networking and making 
many telephone calls to find potential customers. Now they can 
find all their clients on the Internet. Since the Internet is their 
primary source for marketing and sales leads, they no longer use 
any of the other older marketing methods. 

The sales cycle has also become much shorter for All Sports 
America. The sales quotes for new and existing customers are 
fully automated. The sales representative just needs to insert the 
number of items that are needed and the quote is automatically 
generated. When the client accepts the quote, it then is 
automatically converted into an order. They have made turning 
a quote into an order literally as simple as a few mouse clicks. 

Another area of improvement is inventory control. When an 
order is fulfilled, it automatically comes off the inventory list. 
Their current stock is then viewable in real time, which allows 
for more accurate sales projections and forecast inventory. The 
metrics Richard tracks on a very regular basis are sales and 
inventory. When sales are projected to be down, the inventory 
can be adjusted accordingly to keep costs down and it also 
eliminates being overstocked on any items. The historical 
data that has been collected over the years enables Richard to 
forecast sales in the future. Again, this allows him to maintain 
very accurate inventory control and prevents overstocking. 

How do you automate your business through technology to 
reduce the likelihood of human error? How does your technology 
support your business processes? The answer to these questions 
will vary from business to business, but there are certain standard 
components that any business should put in place to be effective 
and competitive in today’s business world. For example, there 
are multiple types of software that perform various business 
functions. You will need a Customer Relationship Management 
(CRM) system to map and coordinate your customer and sales 
process. You will also need a sales quoting tool. Your business 
management software will vary depending on your business. 
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If you produce and ship a product, you will need production 
and shipping software. To house the data associated with these 
programs and to run the programs themselves, you will need to 
have a server located in your office or you may choose to work in 
the “cloud” on a hosted solution. When these different systems 
are integrated and “talking” to each other, efficiency occurs. 
That is when production costs begin to decrease and profitability 
increases. Although technology investment generates useful 
returns in its first years of service, I have found that greater 
output contributions accrue over time. 

Going from a mainly manual operation to an automated operation 
can be a daunting task, especially for non-technical business 
owners. It is easy to choose to maintain the status quo and 
continue to do business with manual processes as you always 
have done. However, by maintaining the status quo you are 
very likely sacrificing efficiency and profitability. Let’s consider 
some basic steps you as a business owner can take to integrate 
technology and enhance your business. 

1.  Identify your core products. This may seem like a 
step that can go without mentioning, but the contrary 
is true. Many businesses begin with a core product 
or service, but over the years of doing business, they 
migrate into other areas and get distracted from their 
core. It is important to identify your core product or 
service, and then understand how your other products 
or services relate.

2.  Identify the different business processes involved in 
the delivery of your product or service. Who is the 
“owner” of those processes and who is responsible for 
them? It is very important to involve those individuals 
in the improvement and automation of those processes. 

3.  Identify the tasks involved in the process. This is 
another reason to involve the owner of the process. 
He or she will usually be the best person to be able to 



142142

ThE TEch MulTipliER

identify the specific tasks related to the process. This 
same person will also be instrumental in the next three 
steps. 

4.  Identify the information or databases involved in the 
process. 

5.  Identify how information is passed between the 
different processes. 

6.  Identify what interfaces are required to work with the 
back-end applications, databases, or people involved 
in the process. This interface is where automation can 
occur, and is a good starting point to focus your efforts.

Most likely, you are already currently using some type of 
software in your business processes. Contact the manufacturer 
of the software and inquire if they have a “professional services” 
division who can help you expand your automation. There is 
usually a fee associated with this service, but the costs almost 
are always outweighed by the improvement in productivity you 
gain by better utilizing the software. The professional services 
division can do a “deep dive” into your business processes and 
analyze if you are using their software to the fullest extent. They 
may be able to show you how you can modify your processes to 
more efficiently utilize the technology you already own. 

Another area of improvement is the ability to better extract the 
data you have already collected in your systems. Automatically 
generating reports with specific data that is most useful to your 
operation and making those reports easily available to the 
proper people at designated times can be a significant process 
improvement. The professional services division can often assist 
you in customizing and automating reports that will provide 
actionable information. They may also recommend training 
resources that will allow you and your employees to better 
understand and utilize the software reporting capabilities. 

Not all software companies are alike. You may find some are 
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much more helpful than others. If your software company is 
not able to provide the help and support you need, you will 
want to consider hiring a professional consultant, systems 
integrator, or business process management (BPM) company. 
These professionals will be able to help you with the analysis 
of your business processes in a much broader fashion than the 
professional services division of a particular software company. 
They may be able to recommend existing software and systems 
to integrate into your business that will enhance your efficiency. 

Your company may have various stand-alone software 
applications that work independently. A systems integration 
professional can create “middleware” – software that works as 
an intermediary between different software systems - to connect 
your applications together and pass data between the systems 
or link to common databases. This individual may be able to 
customize your existing software or even write custom business 
management software based on your existing processes to 
further automate your business. 

Most businesses will have to rely on outside sources to assist 
them in their technology integration. But, the successful 
implementation of those new technologies will require the 
cooperation from everyone within the company that is involved 
in the processes being automated. To put it succinctly, the 
integration is only as good as the implementation. You can have 
the best software with the highest level of integration, but unless 
the end user is properly using the technology, your efforts and 
investment will be in vain. Much attention needs to be paid to 
getting your entire staff onboard with the new automation tools. 
Your systems integration professional will be able to assist you 
in the training and implementation process, assuring the most 
successful rollout possible. 

I have been involved in hundreds of successful integration projects 
over my career. I have seen first-hand how systems integration 
can benefit a company, enhance their efficiency, and improve 
their profitability. It takes time, patience, and commitment from 
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the business owner and those involved in the automation project, 
but the post-implementation benefits can be realized quickly and 
the improved efficiencies can transform your business. If you 
want to be competitive in your field, automation and systems 
integration cannot be just a passing thought, it must become 
a reality. Your employees will thank you, your customers will 
appreciate the greater efficiencies, you will be able to do more 
business with more customers, and your business will enjoy 
reduced costs and greater profitability.   
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About Fred

Fred Reck is a technology consultant in Central 
Pennsylvania. Combining his strong background in 
sales, management, finance and mathematics, he has 
successfully built multiple businesses and advised well 
over 500 businesses on thousands of technology and 

systems integration issues. Pulling from his technology beginnings working 
for IBM in their systems integration and training division, Fred and his team 
are able to implement technology improvements within an organization with 
minimal business disruption. 

Fred is known for advising clients on improving business efficiency, 
effectiveness and profitability. By putting solid technology infrastructure and 
processes in place, Fred helps businesses automate, integrate and improve 
their business procedures while reducing the risk of downtime and gaining the 
ability to recover quickly if or when disaster strikes. 

Several nationwide technology industry groups, which focus on setting 
the standard for operational, marketing and quality control issues in the 
IT consulting field, have benefitted from Fred’s leadership. He has been 
recognized with multiple international management and marketing awards, 
as well as local business awards for his consulting firm, InnoTek Computer 
Consulting, Inc. in Bloomsburg, Pennsylvania.

To learn more about Fred Reck, InnoTek Computer Consulting, or to learn more 
information on how to hire the right professional technology consultant for 
your business, visit: 
www.innotekcc.com  
Or call 570-245-0033.
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Chapter 13

Recovery, There’s an  
APP for that!

By peter Verlezza

What is recovery without human care? High Watch Recovery 
Center, offering a heightened attention and ‘watch’ over those 
who suffer from addictions, is the first drug and alcohol treatment 
center in the world that was founded on the twelve step principles 
of Alcoholics Anonymous. Its rich culture of compassionate 
care, dignity and respect, according to High Watch, is a tribute 
to Alcoholics Anonymous co-founder, Bill Wilson who was 
instrumental in founding High Watch Recovery Center. The 
organization remains committed to his mission since 1940.

Located in Kent, CT, High Watch is dedicated to healing those 
suffering from the chronic illness of drug and alcohol addiction. 
The non-profit organization integrates the latest breakthroughs 
in addiction medicine, for the treatment of both the neurobiology 
of addiction and any co-occurring disorders, into the time tested 
spiritual support method of Alcoholics Anonymous. The center’s 
therapists work with patients on underlying issues that might 
interfere with their ability to stay sober.

High Watch has partnered with SMB Networks since 2004 and, 
according to Janina Kean, CEO, the staff looks forward to a 
continuing good relationship. Participating in Hassle Free IT, 
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Help Desk Support is only a mouse click away. SMB is currently 
helping the organization connect and merge its very urgent care 
phone system with its computer network, in order to continue 
streamlining the organization’s efficiency. 

Kean discusses how important SMB’s role is in working with 
her facility, noting that it is critical that to have immediate 
access to its 5,000 patient demographics. “We have urgent and 
immediate care needs at High Watch, and we cannot afford to 
have our computer system down,” says Kean. She continues to 
express her satisfaction with SMB and says that the company 
has been extremely helpful, since Kean says that, “My main 
focus is on patient care, not our computer systems. They get 
into our systems and repair problems instantaneously, without 
demanding that our staff take time from their one-on-one work 
with patients.” 

Kean understands that providing the highest quality patient care 
and operating a successful business are not mutually exclusive 
concepts and she chose SMB Networks because of the wide 
range of benefits offered to help streamline operations, cut 
costs, provide substantially better patient care while benefiting 
the environment at the same time. The multipronged approach 
appealed most to this forward-thinking CEO.

FULL vOIP INTEGRATION

One key implementation that High Watch opted for was a full 
Voice over IP system. One reason for this was the need for 
Kean to be able to communicate with interoffice staff easily no 
matter where her busy schedule might take her. Of course, VoIP 
implementation offers numerous other benefits, as well. For 
instance, SMB was able to provide High Watch with significant 
cost savings over their monthly telephone expenses through the 
organization’s local service provider. 

In fact, VoIP was able to cut High Watch’s monthly telephone 
expenses by more than 40%, enabling them to put those funds 
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toward other necessary considerations, such as patient care 
and site maintenance. The new VoIP system also provides 
significantly increased coverage for everyone within the 
organization, facilitating better communication, understanding 
and teamwork.

VoIP technology offers virtually any business or organization 
significant advantages, and Kean understands this. She 
was determined to build-in increased productivity for her 
organization by ensuring that everyone had better access to 
the communication system, even remotely. Of course, SMB’s 
industry-best integration solutions also ensured that High 
Watch’s VoIP system could be fully integrated with all of their 
communication technologies, including vital computer software 
used daily.

Kean was also very interested in the immense scalability offered 
by SMB’s VoIP solutions. She understands that communication, 
flexibility and access needs can change dramatically over time. 
The built-in scalability offered by this technology ensures that 
High Watch is able to scale their solution to meet their ongoing 
needs no matter how those needs might change.

SERvER vIRTUALIzATION

Virtualized servers have become “big news” in industries around 
the world, and High Watch saw the benefits of this technology 
immediately. Virtualization technology transforms the standard 
server/network/workstation scenario and offers substantial 
savings in a variety of different areas. Kean was interested in 
creating a leaner operating organization with lower overhead 
while maximizing patient care and cost savings, and virtualization 
fit that vision perfectly. SMB was able to fully virtualize High 
Watch’s servers, transferring all the company’s data to offsite 
cloud storage solutions. This offered several benefits.

The first benefit High Watch realized was significant financial 
savings. Servers are expensive, but traditional, onsite servers are 
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no longer necessary thanks to virtualization technology. 

Virtualization also helped High Watch improve efficiency. 
This was accomplished on several fronts, including operating 
efficiency within the organization. Because virtualization 
removes physical servers from the onsite network, it spares 
High Watch the cost of maintaining and upgrading servers, and 
also improves network uptime and reduces maintenance. Virtual 
backup and disaster recovery solutions also ensure maximum 
business continuity no matter what might happen within the 
organization’s geographic area. 

Finally, server virtualization is also “green”. Kean is committed 
to reducing High Watch’s impact on the environment without 
sacrificing patient care or network performance, and SMB’s 
virtualization solutions offered the perfect way to achieve that 
goal. Removing servers from the physical environment offers 
several environmental benefits. First, it dramatically reduces 
energy consumption within the organization, helping to reduce 
High Watch’s carbon footprint. Second, it adds usable physical 
space that can be put to other uses. 

DESKTOP vIRTUALIzATION

One of the major holdups High Watch clinicians and staff had 
been experiencing was being “tied” to their workstations. Even 
with full server virtualization, High Watch staff were required 
to use their desktop workstations, which impacted efficiency, 
performance, communication and patient service. SMB was 
able to offer virtual desktops to mitigate these concerns. 

The single most impressive benefit of this technology is the 
fact that clinicians and staff can now move throughout the 
organization and still have access to their specific workstation, 
which ensures maximum productivity, better communication 
and ease of access, as well as enhanced patient care capabilities. 

Virtual desktops also help reduce operating costs, which is an 
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important consideration for High Watch. By implementing a 
“lean business” approach, Kean is able to proactively strengthen 
her organization without sacrificing performance, productivity, 
highly-credentialed clinicians or patient care. 

Yet another way that virtual desktops were able to help High 
Watch is in the realm of being “green”. Kean wants to cut the 
organization’s carbon footprint as much as possible without 
making sacrifices where it really counts, and this technology 
facilitates that. By providing the utmost in continuity for clinician 
and staff responsibilities while reducing energy consumption 
and reducing cooling needs, High Watch is able to do their part 
for the environment.

SEARCH ENGINE OPTImIzATION (SEO)

Visibility is a key requirement for success in today’s world, and 
Kean has a firm understanding of that. She realized that High 
Watch could do more for those suffering from addiction and 
alcoholism if the organization was able to “get the word out” 
about their services, the message of hope that there was help 
available for those struggling.

Today, boosting visibility and getting your message out requires 
having a strong presence online through natural search engine 
results. To help ensure that High Watch was able to continue 
communicating their message to those in need, SMB embarked 
on a comprehensive search engine optimization/search engine 
marketing program designed to keep the organization on page 
one of Google search results. 

Being ranked on the first page of search results is vital. Consider 
the fact that most consumers never move past the first page 
of search results, and the need for a robust search engine 
optimization program becomes apparent. Even ranking on the 
second page is not sufficient – invisibility is not acceptable in 
the modern world. 
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SMB utilizes the best of white-hat/ethical SEO techniques and 
procedures to boost on-page and off-page optimization and 
visibility through all search engines. Of course, High Watch 
wanted to guarantee that all optimization efforts adhered to 
Google’s most recent algorithm updates (Panda and Penguin, 
respectively), and SMB was able to provide exactly that – 
effective, results-driven optimization techniques designed to 
boost brand recognition and help Kean get her message of hope 
and help out to those who so desperately need it.

mOBILE APP

Mobile applications have become powerful, essential tools for 
a variety of organizations and businesses today. They expand 
reach, help broaden an audience, get the word out and connect 
with people in every walk of life. Considering the fact that mobile 
devices are everywhere today, Kean decided to explore the world 
of mobile apps to help High Watch provide better service for 
successful clients, as well as to help reach those in need of help 
with substance abuse and alcohol addiction problems. 

SMB created an app based on several criteria Kean listed as 
being of the highest importance. First, the app had to be free. 
Free apps have an immensely higher appeal than paid apps, even 
if a paid app offers significant benefits. Kean also understands 
that those battling the disease of addiction are often not in a 
position to spend money on an application, so providing a free 
app helps reach mobile device users with addiction problems no 
matter what their financial situation might be. 

Second, Kean insisted that the app be available on both iOS and 
Android devices. This makes sound business sense. While Apple 
might have the largest market share, Android is quickly catching 
up as more and more people around the nation adopt Android 
devices. As a glut of new smartphones and tablets become 
available running this operating system, High Watch needs to be 
able to reach those users.
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While free, the app offers a variety of clients and addiction-
sufferers valuable benefits. For instance, the app is designed to 
give users a daily inspirational message via push technology, 
helping uplift and inspire them in their daily struggles. Another 
key feature of the app is the built-in ability to record their 
personal journey from addiction to recovery and beyond. Often, 
having a means to record their triumphs, their failures, their trials, 
tribulations and setbacks can give a sense of accomplishment, 
strength and encourage perseverance in the face of the disease 
known as addiction.

Finally, the app also provides direct access to Ms. Kean’s highly 
successful Sober Spotlight program. This program has been 
ongoing for several years, and offers key benefits for prospective 
and current clients. High Watch’s mobile application is actually 
the first step in a multipronged plan to improve communication 
with both successful clients and those who are still in need 
of compassionate, caring help in their struggle with drugs or 
alcohol.

HIGH WATCH ExTENDS A HELPING HAND

Through a variety of technological solutions (both online and 
offline), High Watch has broadened their reach, extending a 
vital helping hand to individuals struggling with addiction and 
dependency. The organization remains committed to using 
modern tools and technology to serve as many people as possible 
when their need is greatest.. 

Through the guidance of Janina Kean and their partnership with 
SMB Networks, High Watch has been able to rise to a level of 
technology usually only found in companies 10 times their size, 
without incurring the immense costs those larger firms must deal 
with. Their partnership with SMB has enabled greater outreach, 
better efficiency, significant financial savings, a reduction in their 
carbon footprint and the ability to provide help and assistance to 
anyone struggling with drug or alcohol addiction. 
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Simple Steps to Achieving Savings and Operational 
Improvements through Technology

The success enjoyed by High Watch is due to two factors – the 
expert leadership and forward-thinking stance of Janina Kean 
and the organization’s drive to use modern technology to boost 
efficiency, cut costs and improve patient care. Those lessons can 
be implemented by any business or organization to enjoy similar 
results. These simple steps provide the framework for success.

1.  Virtualize: Virtualization is more than just an 
industry buzzword. It’s a vital step on the path toward 
creating better operating efficiencies, cutting costs 
and providing substantially better reliability in any 
organization or business.

Server virtualization reduces energy consumption, 
improves stability, promotes better efficiency in terms 
of both energy and network use, and can have a dramatic 
impact on any company. Virtual desktops offer similar 
energy consumption and green advantages, while 
simultaneously fostering better ability for staff to meet 
their responsibilities.

2.  VoIP: When it comes to communication, traditional 
service providers are both overpriced and underserving 
their customers. Between high rates, limited 
communication capabilities and no flexibility, using 
the services of a traditional telephone company can be 
a huge mistake. Opting for Voice over Internet Protocol 
(VoIP) solutions can offer some significant advantages, 
regardless of your organization’s niche or size.  
 
VoIP is completely scalable, offers significantly lower 
costs than you’ll find through your local telecom 
provider and can provide an immense amount of 
flexibility. It fosters the best possible communications, 
even for those on the go, and ensures that everyone 



155155

REcOvERY, ThERE’S AN App FOR ThAT!

within the organization has the same flexibility and 
power available to them, from onsite staff to remote 
offices.

3.  Search Engine Optimization: Today, no business 
or organization can afford to ignore online visibility. 
More and more, your customers and clients are 
looking for you online. If they can’t find you within 
the first page of search results, you can be they’ll move 
on to your rivals. In today’s competitive environment, 
you have to be visible within the top 10 natural 
search engine results when a client or consumer 
searches for keywords that relate to your organization.  
 
Of course, search engine optimization has become 
much more complicated than it once was, and an in-
depth on and off-page optimization program requires 
an expert hand in order to yield beneficial results. 
When you add in the complications resulting from 
Google’s ongoing algorithm refinement, it becomes 
apparent that you truly need an expert, reputable 
search engine optimization provider to help promote 
visibility, branding and website traffic.

4.  Don’t Neglect the App World: Most people are 
familiar with the rise of mobile apps – they’ve come 
to play an integral role in our modern lives, whether 
you’re reading news, looking for coupons, comparing 
prices or updating Facebook. What most businesses 
and organizations fail to realize is that mobile apps can 
have a direct impact on their success in today’s world.  
 
Virtually any business or organization can harness the 
power offered by Apple and Android (and Windows, 
as well), regardless of product range, business type 
or organization niche. The key to having a successful 
mobile app is to provide value to users, and that can 
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be done in myriad ways – all of which help enhance 
reach, cement current customers or clients and bring 
in new people.

High Watch offers vital help for those struggling with substance 
use disorder. The organization’s adoption of new technology, 
green-friendly techniques and innovative solutions to cutting 
costs, reducing pollution and better serving their clients 
should be an example to all businesses and organizations. You 
don’t need to be a Fortune 500 company to make use of these 
innovative solutions. You only need an innovative leader and the 
right partner.
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About Peter

For over 26 years, Peter Verlezza has been the architect 
of technology solutions that make sense for medical 
practices, businesses and non-profits. His unique way 
of approaching challenges comes from a belief that it all 
starts with people. 

In the early years, Peter worked at his family’s deli and catering businesses 
where the foundation of exemplary customer service was instilled by his 
family. The value of serving has extended to his professional relationships with 
clients as well. Peter internally asks the question “is this in the best interest 
of the client?” while remembering the old saying “you can’t change what you 
have been handed, only how you deal with it.” He approaches both of these 
with a sense of humor, charisma and genuine care for others, its become a 
way of life. 

Many businesses are limited in their technologic strengths, yet when they 
become a client of SMB Networks, they immediately are included in the 
family-style inner circle that has the ability to provide the strength necessary 
to transport the business to the intended goals. The deli days are long gone, 
but the overall interest for each client is still very much flourishing.
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Chapter 14

Cloud Nine: Elevating your 
Business to the Cloud 

Frontier

By Jeanmarie richardson

In the dark recesses of business basements lurk technology of 
days gone by – typewriters, FAX machines with thermal paper 
rolls, and Macintosh SE’s, oh my! Whether or not the picture 
of such items dancing in your head sparks fond memories, one 
thing should be crystal-clear, technology changes. Those who 
don’t keep pace will be left behind with the relics.

Not long ago all offices had to have a FAX machine. Then came 
email, and for a while, some offices resisted the technology 
until everyone had an email address except them. If you cannot 
imagine not having an email inbox with 100+ items every 
couple of hours, then you also don’t want to imagine where your 
business will be if you don’t get on board with the next big thing 
– Cloud computing.

Don’t be ashamed if you have to ask, “What’s cloud computing?” 
Allow me to explain. Cloud refers to the storage of data, 
forms, software – and anything else you can think of – on the 
web. You probably use this technology daily in your personal 
life and never realized it with web-based radio, family photo 
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storage, and bill paying. But how can life on the cloud enhance  
your business?

Your business may have a tremendous computer network with 
all the data your saleforce needs to effectively bid jobs and grow 
your business. However, that same salesforce has to access your 
company network to reach that information. What happens if 
your top salesperson has a severe rash and can work from home 
but cannot report to work? He, and your company, just lost a 
day of productivity. Had your records been located somewhere 
on the web, your salesperson might have made his biggest sale 
yet from right at home, on his couch, with his rash covered  
in calamine. 

Here’s a simple example with this same sales representative; 
imagine the sales rep and the CEO have been working on a 
proposal for a major account and the deadline looms two days 
away. With the proposal created as a Google document that 
resides on the cloud, both the sale rep and the CEO can adjust 
the document in real time and without having to email numbered 
versions of the document back and forth. The work gets done in 
less time and without anyone having to even leave the couch.

Before you think “But we are a small business…,” think again. 
Smaller businesses are adopting the use of cloud computing 
faster that bigger enterprises. One of the reasons is the relative 
simplicity of decision-making in smaller businesses where “Will 
it save us money?” or “Will it save us time?” might be the only 
litmus tests for the implementation of something new. Bottom 
line, cloud computing helps small businesses attract and keep 
top performers; as evidenced by three very different companies 
I will share here that operate their businesses in very different 
ways, one nationally, one regionally and one locally.

COmPANY A – A NATIONAL PLAYER

Company A’s operations are based in the Washington, DC area 
where the perfect storm of commuting problems was adversely 
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affecting their business. Employees were hard to keep due to the 
probable 2-hour daily commute – each way – that they faced 
depending on traffic and weather conditions. Good employees 
often vacated their jobs if their spouses had to move for work 
and the higher cost of living kept some ideal employees from 
accepting positions in favor of less-expensive locales.

The State of Virginia, recognizing that smaller commutes would 
strengthen the state in many ways, began offering incentives 
to businesses that would essentially allow their employees to 
not show up to the office for work. If employees could work 
remotely from home, they reasoned, there would be less 
traffic, less environmental impact and happier employees not 
suffering from daily road rage. A sometimes overlooked benefit 
of telecommuting benefits any sized company in a big way, 
employees actually are more productive with a fuller 8-hour work 
day than those with commutes to work to between locations. 

Virginia aimed to encourage telecommuting by offering 
tax credits and taxpayer-friendly policies to out-of-state 
corporations. According to Steve Roll and Kathleen Caggianom 
of the BNA Blog, “Under H.B. 2197 and S.B. 1335 enacted by 
Virginia last year, a telework expenses tax credit is available for 
employers incurring telework expenses or conducting telework 
assessments. The credit is equal to the amount of telework 
expenses incurred during the 2012 and 2013 calendar years, up 
to $50,000.” Virginia is not the only state offering incentives for 
telecommuting; check with your state for the options available 
to your business.

COmPANY B – REGIONAL BUSINESS

Company B, a Real Estate title company with regional business, 
needed the convenience of Cloud Computing in order to grow 
their business. As Real Estate hot spots or areas where real estate 
is selling quickly develop, this title company needed to have 
offices right where the action is. With traditional technology, the 
needed infrastructure alone would have been cost prohibitive. 
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Cloud computing affords them the opportunity to open satellite 
offices where sales are hot while keeping costs down and 
employees comfortable. 

Like Company A, Company B’s commute-time reduction created 
a win for both their employees and their customers. They better 
served their customers with a greater number of satellite offices.

COmPANY C – SmALL, LOCAL COmPANY

Company C proves your company doesn’t require national 
presence to benefit from the Cloud. Company C’s concerns 
were not even money motivated. Their Cloud adoption revolved 
around strategy. Sure, Company C was able to put more money 
in their employees’ pockets—without incurring any greater 
payroll expenses--by cutting employee commute time. Cloud 
computing seems to have been created specifically for smaller 
businesses. The Cloud allows a small business to grow the 
business and the technology at the same rate. In the past, one 
of two things would happen as a business grew; the business 
purchased more computer power and data storage than they 
currently needed in anticipation of future sales, or they grew 
so fast that their technological infrastructure couldn’t keep up. 
With the Cloud, a business can acquire increased data storage 
capabilities as the business grows. Company C’s business 
strategy was to not over-grow or out-grow their technology; 
therefore, cloud computing kept them focused by allowing them 
to add employees, customers and technology as needed.

If your business isn’t on the cloud yet, or Cloud 9 as I like to call 
it, (because of the euphoria of having what you need when you 
need it, where your business can grow the way you want it to, 
and everyone is happier), getting set up can be easier than you 
think. Analyze your options based on your business strategy. 
What is your business strategy? What do you wish your business 
outcomes to be? Once you have established that the Cloud will 
ensure the right outcomes for your business, you need to follow 
this simple list.
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1. Become Knowledgeable
You have already begun your journey with this chapter. Learn 
more about cloud computing and the impact it might have on 
your business. In what ways can cloud computing be utilized in 
your company? What technology or procedures must change to 
integrate the cloud? Then, find a cloud integrator—an expert on 
cloud computing who can assist locating the overall benefits to 
your organization of cloud services.

2. Review your Apps
Of the Apps you use most frequently, which ones are best suited 
to the cloud environment? Some apps just don’t translate well to 
the cloud. Again, your cloud integrator can assist you with these 
determinations.

3. Choose Public or Private or Hybrid
Many companies choose to test the cloud a bit before commit-
ting. Public cloud forums, such as sharing Google documents or 
faxing from the cloud, allow you to begin testing a single depart-
ment, like sales, using aspects of the cloud before you commit 
the entire company and its budget. You may find that you need a 
private cloud for your business and will then need to determine 
how to proceed and amend infrastructure for the cloud.

In summary, you might have been told at some point in your 
career or your life to get your head out of the clouds. I tell you, 
get your head and your business into the Cloud! The flexibility of 
a system that doesn’t tie your business down should be enough to 
motivate you to seek out a professional cloud integrator to learn 
about your options. If you are still incredulous, think about this: 
you probably never imagined you could live without a pager or a 
fax machine either. Now your smart phone meets those needs and 
more. Such is the way of technology and a smart businessman 
never wants to be left in the business basement with the relics. 
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About Jeanmarie

Jeanmarie “Jeannie” Richardson, also known as 
the “Tech Jeannie” is CEO of The Digital Architects, 
which specializes in being the IT Department for many 
businesses in the Baltimore – Washington metropolitan 
area. For over 15 years, Jeannie has tirelessly pursued 

her passion of helping firms implement and grow their businesses through 
the use of technology. Her driving force is to increase client’s profits through 
the selection and implementation of reliable technology solutions at an 
affordable cost.

Before founding the The Digital Architects, Jeannie worked for a regional IT 
company, and started and managed the Internet Solutions Group there. Prior 
to that, she served as Controller for a large Title Insurance Agency and was 
responsible for Information Technology.  Jeannie is a hands-on business 
owner. She has worked in almost every position at The Digital Architects 
and for many years served as Senior Engineer. While she no longer carries a 
tool-box, she has over 25 years’ experience in selecting, implementing, and 
supporting business technology. She can talk the talk because she walked 
the walk.

Jeannie is a Microsoft Certified Professional and Small Business Consultant. 
She holds an M.B.A from the University of Baltimore, and is a Certified Public 
Accountant in the State of Maryland. Additionally, she is an author, a member 
of numerous trade organizations and technology Mastermind groups. She 
often mentors other business owners and managers in the information 
technology industry.

When not working, Jeannie enjoys gardening and traveling, as well as 
walking her black Lab, Anjing.
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more efficiently across our geographic footprint and expand or contract 
more quickly in our volatile market environment.” 

- Andrew G. Levy, Esq. 
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  Capitol Title Insurance Agency, Inc.
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“Moving to the cloud is one of the best technology decisions we have  
ever made.”

    - Craig Hartley,  
      Deputy Director, CALEA
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