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LEARNING
TO LOVE THE
EDUCATION MARKET

Exceptional service and trusted relationships lead the way
to a winning specialty practice. By Alan S. Horowitz

SCHOOL DISTRICT CUSTOMER HAD SERIOUS GLITCHES IN ITS
networking operating system. Go.edu, an education VAR,
agreed to fix the problem, even though its software was not
at fault. Besides the immediate payment, Go.edu got a
major bonus — enduring loyalty.

“Their superintendent, who was not enamored of our
software, has now moved to a new school district and rec-
ommended it,” says Tim McClung, vice president at
Go.edu and a company founder. “Our service turned an
enemy into an advocate.”

Welcome to the education marketplace, where exceptional service rules in
both K-12 and higher education. Though often dismissed as a market short on
money to spend, VARs who work at establishing relationships are rewarded with
loyal customers and the opportunity for a successful specialty practice. Even
smaller schools can provide worthwhile opportunities.

“We've chosen to work with small to midsize schools as well as large ones,”
says McClung. “We've found that most vendors don't want to spend the time or
cost to develop relationships with smaller schools. Therefore, small to midsize
schools are often not well served.”
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What the Market Wants

Anecdotes abound about the high
service needs of K-12 and higher educa-
tion customers — and the importance of
establishing trusted relationships.

McClung tells the story of a woman
in a school district who was upset
because she couldn’t produce a report
required for the state and didn't think
his company’s software could do it.
Since she hadn'’t attended the training
that would have taught her how to pro-
duce the report, Go.edu had to scram-
ble to get her up to speed. “If they don’t
think the function is covered by the
software, users don't call,” he says. “And
if it doesn’t do what they want, they
think its a piece of junk. Eventually,
customer confidence wanes, and they
go to somebody else.”

“Be prepared to offer a high level of
support,” says Jack Mele, vice president
of sales at education reseller Data
Impressions. He once had to resolve an
incompatibility between a desktop and
a wireless card that the OEM would
not take responsibility for. “Schools
just need a little more attention and
accessibility,” Mele says. “We find they
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require more support than corporate
customers.”

Education reseller Unique Software
& Computers uses great service as a sales
tactic. President Joe Whalz says his com-
pany services Apple computers even
though it doesn't sell them. “We take
that as a lead-in, and then we sell other
services or products on top of that,” he
says. He does not need to charge top dol-
lar because the service so often leads to
additional work.

It’s also a market where folks con-
stantly talk to each other. Schools are
a tight community and their people
are transient. Everyone talks to every-
one else, so if you have a good reputa-
tion, you can build on that. “Become
their trusted advisor; that’s the most
important thing,” McClung notes. His
customer-support group calls cus-
tomers to check that everything is OK

if they haven't heard from the cus-
tomer within the last 30 days. “Be
there even when there isn’t a buying
event,” he advises. “It pays to be a
resource, rather than a vendor.”

Invisible Inc., a VAR dba Corporate
Technologies, is also proactive with cus-
tomers in order to solidify relationships.
Engineers work with customers regularly
to establish trust. “They get to know us
as individuals and know they can trust
us,” says Chris Lee, the company’ sales
and marketing manager.

Getting in the Door

This emphasis on personal relation-
ships suggests that cold bidding on edu-
cational RFPs is not the best marketing
tactic. Usually, another VAR has the
inside track. And if your project goes out
to bid, anything can happen. “You want
to avoid at all costs having to go out to

Resources for the Education Market

The better informed you are about who is getting money, the more successful
you will be. Nancy Fisher of The Sage Team put together this list of web sites that
contain valuable resources for the education VAR.

-~
.

» The Foundation Center, fdncenter.org
— Database of 350,000 grants oppor-
tunities from government entities, foun-
dations and corporate givers.

» The Grantsmanship Center,
www.tgci.com/ — Provides support and
training in grant writing. Also includes a
“Funding Sources” menu for Federal
Register notices, federal funding, state
funding, community and foundation
funding, and international funding
opportunities.

» Foundations.org,
www.foundations.org — A directory of
charitable grant makers.

» GrantSmart, www.grantsmart.com —

WWW.INGRAMMICRO.COM

A nonprofit interactive resource center
about the nonprofit community.

» SchoolGrants,
www.schoolgrants.org/welcome.htm —
Lists a variety of opportunities available
to public and private nonprofit elemen-
tary and secondary schools and districts
across the United States.

» Technology Grant News,
http://technologygrantnews.com/ —
Covers upcoming grant announcements
by government, technology funders,
trade associations and private sector
foundations.

» U.S. Department of Education
(USDE), www.ed.gov — The govern-
ment's official education web site pro-
vides extensive information from funding
opportunities to research and statistics.

» Bill & Melinda Gates Foundation,
gatesfoundation.org — Allocates $350
million in grants to improve education
and the use of technology in the cur-
riculum.
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open-market bid,” says Jason Bystrak,
senior marketing manager of Ingram
Micros GovEd Alliance. “Try to ensure
that other VARSs are not able to come in
and steal your project away from you.”

To avoid the RFP process, experts
advise getting listed on contracts that
allow institutions to buy from them
over time. Bystrak notes that a school,
for example, might be able to pur-
chase through a number of different
contracts, including a state, munici-
pal or other cooperative purchasing
contract. You have to find out how
institutions buy before you even begin
to market to them.

Innovative Technologies Group,
based in Michigan, is involved with the
states REMC (Regional Educational
Media Center Association of Michigan),
which has statewide contracts that
allow schools to aggregate purchases
for better pricing. “We try to avoid
bidding situations,” says Keith Kremer,
president. Getting approved for con-
tracts varies enormously from state
to state and school to school.
Innovative, for instance, had to gar-
ner recommendations from five or six
school districts to get on the REMC
contract. Once on, Innovative was
approved to supply various products
and services.

In higher education, getting in the
door often entails advocating leading-
edge technology. Students want to
attend technically savvy schools, and
such technology — which includes
wireless everywhere, podcasting and
online classes — offers a competitive
advantage. Ingram Micro’s Bystrak rec-
ommends reading university trade pub-
lications to keep up to date, so you can
say, “Heres an article about XXX
University and look at the technology
they’ve implemented. You might want to
do the same.”

For K12 prospects, leading with
expertise in the No Child Left Behind
Act often makes sense. Nancy Fisher,
CEOQ of The Sage Team, an educational
technology consulting company, notes
that this program has reporting and test-
ing requirements that go beyond the
capabilities of many school districts.
Says Fisher, “Some savvy education
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MKS TOOLKIT BRINGS
PRODUCTIVITY, PERFORMANCE
AND POWER TO WINDOWS

MKS Toolkit allows users to
be productive instantly in @
both 32- and 64-bit Windows 0

environments while doing o 72?
their development, testing or QORI
system administration tasks. 5 g
It also provides a full range of
cross-platform tools, expand-

ing the union of Windows and N
UNIX-based environments. ’
MKS Toolkit provides essen-

tial UNIX-Windows interoperability and Windows scripting
functionality to millions of users worldwide.

p» INGRAM MICRO SKUs
G28072, G28073, G28074 and G28068

Call Today 1 (800) 456-8000
www.ingrammicro.com

INGRAM GovEd
MICRO W Aliiance

[04 Liebert’
LIEBERT POWERSURE
PSI NETWORK SOLUTION

A COMPETITIVELY PRICED UPS

p SPECIFICATIONS AND FEATURES

Il Network enabled on delivery

[l Extended battery option on same unit

Il Delivered with batteries connected and activated
Il Two-year, no-hassle replacement warranty

[l Four communications options

Il Rack rails/tower stand standard equipment

SKUs: H67891, H67888, H67889, H67890

Ingram Micro’s GovEd Alliance supplies everything you need for
success in the public sector. Members benefit from our wide selec-
tion of products and services, targeted support, specialized
resources and flexible, easy-to-use business development tools.
GovEd Alliance helps members seize opportunities, increase prof-
itability, build customer loyalty and compete more effectively.

Call Today 1 (800) 456-8000
www.ingrammicro.com/goved
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Networks that Know

STACKABLE AND AFFORDABLE

POWER-OVER-ETHERNET SWITCHES FROM ENTERASYS

Power over Ethernet is in big demand today. And now’s the time
to drive revenue with industry-leading POE switches from
Enterasys. Our SecureStack A2 and SecureStack B2 switch-
es will allow your customers to more cost-effectively prioritize
and secure a wide range of networked devices—including
voice-over-IP and video end systems that are not self-powered.

The SecureStack A2 and
SecureStack B2 stackable
POE switch families deliver
cost-effective Layer 2 switch-
ing in a single stack. The
SecureStack A2 provides up to
384 10/100 ports with 16
gigabit uplinks, while the
SecureStack B2 provides up to
360 gigabit ports or 384 10/100 ports with 32 gigabit uplinks.
Reliability and availability are assured with Closed Loop
Stacking, redundant core connections, redundant power
options and redundant stack management.

(Ingram Micro SKUs: F18854, F18850, G50252 and G50254)

» NOW THROUGH JUNE 30, 2006

Resellers can earn up to a $40 American Express Gift Cheque for
every SecureStack A2 or B2 PoE switch they sell. Contact Jay
Brewer, Ingram Micro’s Enterasys Market Development Specialist,
at 1 (800) 456-8000, ext. 67245 for more information.
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SSL VPN

NETGEAR

PROSAFE SSL VPN
CONCENTRATOR 25

INCREASE PRODUCTIVITY — SECURE REMOTE ACCESS
FOR SMBS

Quickly and securely access m
company data without going into

the office. All your customers _
need is a PC and a web brows-

er. NETGEAR's ProSafe SSL VPN Concentrator 25 SSL312 is a
cost-effective alternative to traditional secure remote-access
products. The clientless, plug-and-play form factor, user-friendly
web-based interface and streamlined administration make the

SSL312 easy to use and deploy. It fits seamlessly behind exist-
ing firewalls and supports up to 25 concurrent remote users.

p KEY FEATURES

Il Clientless — Connect using Microsoft Internet Explorer or
Apple Safari. No client software required.

[l Configurable — Customizable portal and intuitive GUI for
quick installation and simplified maintenance.

[l Private — Automatically cleans the cache after a session
has terminated.

[l Secure — Secure Sockets Layer (SSL) protocol and granular
access control. Granular Policy Configuration controls user access
to specific network resources.

Il User Repositories — Microsoft Active Directory, LDAR RADIUS

[l Support — Remotely manage the company network.

Call Ingram Micro today at

1 (800) 456-8000
www.netgear.com
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resellers have capitalized on the lack of
school district experience in database
management and data mining by offer-
ing their expertise and support.”

“We Have No Money”

The most common objection you
are likely to hear from an educational
institution is, “We dont have any
money.” One way around this is to first
study which districts and universities
are getting money. With public enti-
ties, this information is typically avail-
able on the web (see sidebar on
Educational Resources).

“When a district says it doesn’t have
money, it helps to have some ammuni-
tion in the form of knowledge,” says
Fisher. “The better informed the VAR,
the better the opportunity to help
guide the discussion and suggest possi-
ble sources of funding to pay for, say, a
new security system.” This means
being proactive in helping districts
find money by suggesting foundation
or corporate funding sources in addi-
tion to entitlement funding.

Christopher Lee of Corporate Tech-
nologies uses “creative invoicing.” If the
district is out of money and the new fis-
cal year won't start for a month or two,
Lee might self-finance a purchase until

GovEd Alliance
Can Help

Ingram Micro’s GovEd Alliance, a com-
munity of government and education
solution providers, manufacturers and
experts, can help you break into this
market and address the issues educa-
tors have. Benefits include:

» Training

» Special financing

» Demand generation
» Discounted services
» Turnkey e-storefronts
» PC recycling services

For more information, Ingram Micro’s
customers can visit the GovEd Alliance
web site at www.ingrammicro.com-
/goved, or call the GovEd sales team at
(800) 456-8000.

WWW.INGRAMMICRO.COM

the district gets an infusion of money. If
the end of the fiscal year is near and the
district has money left over, he'll look for
gaps in its infrastructure or antiquated
equipment. He sells a lot of printers this
way, since these devices tend to keep
running even when they’re inefficient.

When Joe Walz of
Unique Software &
Computers hears an
objection to price, he
often goes back to the
manufacturer or dis-
tributor and tries to
negotiate. If a soft-
ware contract ends at
the end of April, but
the school’s fiscal year
ends at the end of
June, he'll ask the software publisher
to tweak the contract.

Riding the Sales Cycle

Patience is a leading virtue for VARs
in the education market. With a small
school district, the sales cycle can be as
short as three to six months, with a mid-
size district up to a year and with a large
district as long as 18 months. For new
technology, the cycle could run two or
three years, because the district first has
to get up to speed about the technology,
make the decision and then get the
budget to finance the purchase.

To initiate a sale, McClung says that in
a large school district, you can approach
the head of I'T, the director of student serv-
ices or the director of curriculum instruc-
tion. With mid-level districts, a principal,
superintendent or CFO is a likely entry
point. With small districts, the superin-
tendent or members of the board of edu-
cation are the ones to contact.

Many VARs initiate contact with
technology coordinators. “When you
want to get into a district, you've got to
go to the technology department
because they will approve the ven-
dors,” says Scott Rudolph, an account
executive at CompuWave. “Ask what
their standards are, what they expect
and stay on them until they give you
an opportunity.”

“We have a standard and we don’t
want to change,” is an objection
Rudolph often hears. His response is,

(800) 456-8000

“We understand, but if anything ever
changes, please contact us.” Then he
stays in touch, since standards do often
change — eventually. As an example of
how patience can pay off, Rudolph tells
this story of a school district in Southern
California.

“You want to avoid at all
costs having to go out to
open-market bi .Tm
ensure that other V;

are not able to come in
and steal your project
away from you.”

— Jason Bystrak, Ingram Micro

For three years, CompuWave kept in
constant contact with the district,
including frequent phone calls, e-mails,
notes about products being offered
and news about recent contract wins.
He persisted because he saw that the
district, which was buying on price,
was getting technology inferior to
what CompuWave offered; and the
company worked with many clients
of similar size, which demonstrated it
could handle the account. In 1999,
the payoff came. The district was
allowed to choose from the three
lowest bidders. CompuWave was the
third lowest, and won a $1-million
contract that’s been renewed every
year since.

That’s the education market in a
nutshell. It’s not always easy, but
solution providers will find that it
rewards persistence and good service
with long-term loyalty and ongoing
business.

About the author: Alan S. Horowitz is
a technology and business freelance writer

based in Salt Lake City.

Company Mentions

CompuWave, www.compuwave.com

Data Impressions, www.dataimpressions.com
Go.edu, www.goedu.com

Invisible Inc, www.invisibleinc.com

The Sage Team, www.thesageteam.com

Unique Software & Computers,
www.unique-software.com
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TECHNOLOGY SHOWCASE

DOCUMENT MANAGMENT
MAKES SENSE FOR SMALL
AND MIDSIZE CUSTOMERS

Document management isn’t just for niche verticals like large
insurance companies, banks and the federal government.
Thanks to significant advances in the technology and falling
prices, document management solutions now find willing cus-
tomers in vertical markets such as healthcare, state and local
government, retail and education. In addition, small and mid-
size customers are increasingly open to considering solutions
that help them manage and master the overwhelming glut of
both paper and digitally produced documents.

Why are small and midsize customers such good
prospects for document management solutions?

SMB customers face the same headaches that enterprises
do in managing the sheer volume of paper and digijtal doc-

OUR PARTNERS

O
FUJITSU

THE POSSIBILITIES ARE INFINITE

Fujitsu is the imaging indus-
try’s technology leader with
such standard features as
built-in automatic document
feeders for rapid, unattend-
ed scanning of multiple doc-
uments, and flatbeds for
books, bound reports, or
fragile originals.

]

invent
Leader in worldwide printing
and scanning technologies,
HP is also at the forefront of
new color ink and laser
technologies that lead to
higher quality printing at a
cheaper cost.

COMMERCIAL @

IMAGING
Introducing the NEW KODAK
Scan Station 100 that allows
you to scan to e-mail, to
folders, to print, to portable
USB drives, to searchable
PDF — all with one device!

W/ visioneer

RICOH

With a full line of color net-
work scanners, Ricoh is
meeting and exceeding all
of today’s workgroup and
distributed scanning needs;
TWAIN, SMTR, SMB, and
FTP scanning.

Visioneer and Xerox branded products provide a family of hard-
ware solutions for the distributed, desktop and departmental
scanner markets as well as the mobile and remote business

scanning and storage segments.

Brooktrout by Cantata Technology
Canon Castelle EMC Captiva Panasonic
Questys Solutions

uments. With fewer in-house resources, however, they fre-
quently turn to solution providers for simple, cost-effective
solutions. Recognizing the potential, many hardware and
software manufacturers are targeting SMBs with easy-to-use
document management technology such as all-in-one
devices, comprehensive software suites and fairly priced
workgroup scanners.

What specific trends are helping document manage-

ment gain traction among SMBs?

B One-touch scanning makes it easy for SMBs to digitize paper
documents.

W Many scanners offer built-in software for image
enhancement — a plus for budget-conscious SMBs.

m Cost-effective software suites offer comprehensive solutions
for managing paper and digital documents. They may include
productivity-enhancing features such as automatic workflow
and version control.

W Solutions are becoming more user-friendly. Wizard-driven
software, for instance, can make it easier for SMBs to maintain
and customize solutions after the initial installation.

What resources does Ingram Micro offer for solution

providers interested in document management?

W Ingram Micro offers an extensive range of building blocks for
document management solutions.

W Ingram Micro’s technical support staff can provide the
presale, multimanufacturer support you need.

W Ingram Micro’s Technology Master Series is designed to help
you capture more business in this growing market and
provide solutions that meet your customers’ needs. The next
two series are May 10-11 in Savannah, Ga., and August 9-
10 in Chicago.

NEED HELP WITH DOCUMENT
MANAGEMENT?

For more information about upcoming events and resources,

Ingram Micro customers can visit
www.ingrammicro.com/documentmanagement.

Ingram Micro’s technical support staff can be reached at
1 (800) 455-5066, ext. 24026.




