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Even Dick Tracy would be amazed at foday's
figh-tech wizardry, But not ail satisfaction
comes from chasing the fechnology buck.
Crescendo Technologies develops specialized
Wieb sites; including one to assist patients of
ihepherd Spinal Center in Attants, It makes
neryone here feel great to help people in a
vay no ane slse can, * says Creseendo
residlent Jerry Miller,
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Internet Challenge:
How to Separate
Patron From His Cash

By Pam Baker

here are many myths cradling the infant known as e-

| commerce. One of the most beguiling is the belief

that a mere Web presence will conjure up millions of
dollars in business,

“Everyone believed ‘If I build it, they will come, and they
will buy,”™ says Ken Forster, CEO and founder of Online
Insight, a 50-employee firm based in Atlanta, “In reality,
there’s a very large gap between browsing and buying on the
Interner.”

That's the rub all right; They came, they saw and.., they
left,

Sometimes they simply leave a site without any goods.
Sometimes they think they purchased the merchandise
onling, but actually left the g00ds in the shopping cart,
According to & recent report by Forrester Research In¢, —
The Demise of Dot-Com Retailers — 957 of consumers
who abandoned merchandise believed they had actually
completed the purchase. Forrester Research should know,
I6s the leading independent Internet research firm, analyz-
ing technology’s impact on business, consumers and socie-
ty.The report concludes that if so many customers are so
confused, Web sites need better navigation through the
purchasing process.

“It's like building a store, but not hiring any salespeo-
ple,” says Forster. Someone might wander in, buy some-
thing and leave money on the counter for you. Maybe,
Could be. If you're lucky.

ut building a store, albeit a virtual one, i (oo expen-
Bsi'.rc an investment fo just walk away from, So

Internet companies were stumped, How to fix the
most basic of business problems in the most complex envi-
ranment? Enter the problem-solvers, (hase nabbers of the
c-niche.

Online Insight's e-niche is 1o provide “virtual salespeo-
ple” packaged in software called Precision Choice. The
software falls within the new category of “guidance selling,”
which includes a hodgepodge of computerized, automated
sales-oriented software and [T 2IZMOS,

Many in that category are “eonfigurators.” Essentially
they provide menu programs for other companies’ Web
sites, allowing consumers to select computers, mutual

GEORGIA TRE L ] i




erspace products.

t understand the product or even know wh

il funds” An adjustabl

on the interest rate, down payment, closing costs

:rs who fit in the guidance sellin

Precision Choice software opens a

the consumer through a sl

ISUMEr's answers
ices from a laundry list of produc

opposed o s

the soft

ire concentrates on the c

erences. In sh
d of the [!-‘-.‘L|:J\".
The data collected from the Q& A process also

sumcer nste

es. The

Online

Insights,

and service com
n real time through
called P

allowing firms to instantly determine not only what is being

1O ma

information is re

Insi 151¢

c

ght's analytical softw;

rased online but why. Such immediate and accurate
nies o stock mventory and

atch markel

rket research allows co

lemands

roducts tha

ylug

We're not hid , SecTetly tr
what you're doing and then shoving a product in your face,”
says Forster. “It's in ant for the buyer to know that he's
in the sales process. It's T

Indeed, Precision Choice sits behind the tton

TRESNCS JOVE MBER 20



screen. Web site 1o use the process; t sales in
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plity existing Web site information to fit the tiny screens of
cell phones, pagers, palm devices and the like. Nothing too
terribly difficult. You check your bank balance and sports
scores, that sort of thing,

Crescendo, by conirast,
allow businesses to communicate much more ef
with their employees

15 developed the means to
ely

This e-niche is focused not only on sales but on opera-
tions. For instance, a salesman can check inventory avail-
ability, shipping times and dates, and the status of a
customer order. all while sitting in front of the customer or
roaming about, An engineer can sign off on design changes;
a vorporate vice president can shoot a memo o a staff
tion manager can shift orders. No one
actually has to be in the office.

“We're focused more on how business is done than on
what nifty gizmo or info can be offered,” says Crescendp
Technologies President Jerry Miller. “This means redesign-
inl_f and rec y.:ting. rather than copying a Web site, with the
imtent of having a nearly virtual work force that is not tied
down to a physical environment.”

Crescendo calls its wireless produet ¢-Pervasive, and it

member; a produc

looks like the company has been the first to stake out this

particular B2B e-niche. The field is so new th

al few com
panies have even had an opportunity to test the product
vet, One that has 15 Atlanta-based Manheim Auctions, the
largest car auction company in the nation, which is testing

it now.

e second e-niche for Crescendo is highly specialized
Web sites. One client, the Shepherd Center in Atlanta,

15 4 i ample of how useful such sites can be.
Shepherd specializes in the treatment of brain and spinal
injuries and diseases, and in helping patients and caregivers
adjust in the aftermath of traumatic injury. Its portfolio

includes preventive care, home devices, home training and
follow-up, and a myriad of other services.

What head and spinal patients need just 1o get through
a day often is 50 specialized that it's not reg
Needless to say, it's often hard or impossible for patients
and caregivers to travel and carry many of these items
Patients need help earlier, 1o, Stricter health insurance
requirements have dropped the average patient stay at
Shepherd from 75 days to 30 days.

Simplify Your Communications,

One system, One pariner, One less thing to worry abou,

echLAN can make it happen.

Computer Networks/Voice Networks
Telephone Systems
Call Center Solutions
Data, Voice and Fiber Optic Cabling
Unified Messaging
TechLAN, Inc.

800-947-8460
www.tlcom.com

TechLAN
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So the Internet should
be & natural solution,
Yes? No? Well, maybe.

“Many patients can't
use a mouse or a key-
board, and even voice-
activated browsers are
msufficient because the
browsers can't distinguish

The Infemet fs making
over the public sector
os well. Government
Is ramping up fo
cyberspace speed,
and Georgia s prov-

Ing fallow ground for

i Y nich item to add o the

cvberpace initiatives which ilem 10 ad

L"{bt'-r”'o ce inifia Le‘h electronic shopping cart,”

by local govemments. says Wayne Fleming,
principal of group tech-
nologies  practice  for
Crescendo.

“In the past, the patients had to call the order into
Shepherd, provided they were able to dial the phone and
speak clearly enough to place it, then wait for the items to
arrive or send someone to pick them up,” says Miller,

With the standard-voice activated sySlem, a paticnt
might have to go down a lengthy list of products one cursor
mave at a time, which makes for 4 very frustrating expen-
ence. Crescendo was able to build a Web site that could be

get ther

shuowang

The Global eCommerce Masters fro
Business is the hirst-ever international exe

1 howe 1o strarepize, plan and .iln.'|'-|m O

used in several different ways, depending on the patient’s
disability. Patients can go directly to what they need.

B;‘ynn:l nrduring p[n(luci.\, p:uiqn].\ can communicate
with their doctor and fellow patients.

Allin all, it’s a unique application designed for a specif-
ic market with demanding needs.

“It makes everyone here feel great about our work when
we can solve problems for an organization so committed to
doing good, 1o helping people.” says Miller. “It's great 1o be
of real service to real people in a way no one else can,”

hepherd, known for going to great lengths to assist

patients, wanted to be the first in its field to get online

and offer meaningful solutions to problems that have
plugucql patients for years, But Crescendo h.u]ph .‘ihuphcn]
in other ways, 1o,

A not-for-profit organization, Shepherd relies heavily on
fund-raising. The Shepherd Web site, built by Crescendo
and launched in time for the facility's 25th anniversary, is
designed to boost fund-raising efforts

One came this past summer with the unexpected death
of U.S. Sen. Paul Coverdell. His widow asked that dona-
tions be sent to Shepherd in licu of flowers, and the Web

We can see it in your eyes.

Yinis hivwe vision. You know whiere husiness is headed. Well show you how mw

v the Robinsen College of
urive MBA in Amenica dedicared o

v your busimess,

e

Thee Glohal eCommerce Masters. It's o whole new way of looking at an MBA,

gem.robinson.gsu.edu



modate her wish. Dircet dona low citizens to order city service taxes and utility
anytime, and the credit card Is, gather information on

ck gifts for tax purposes, duct any number of inter.
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ns with government “without
op also are taken onling, as are waiting in line or going anywhere near a government build-

worate orders for “Pecans on Peachtree,” a successful ing.” says Dunn,
fay fund-raiser for Shepherd, Corporations can order The company starte -government work in Georgia
cases of pecans an 1 shipped in smaller quantities and is now serving Conyers, Canton, Kennesaw, Decatur,
18, making this an easy way to donate Moultric and Thomasville. Since cranking up two years o
pping lists, V3 has added cities in other states and direct selling

ations in Georgia, South Carolina and North Carw
he Internet is transforming the private sector by cut- Services are sold through partners in Florida, Californi:
ting the cost of obtaining information and vastly Washington, Nevada, Kentucky, Ohio, Indiana
its access, US. produc - But when it comes to government work, VC3's
€St rate in over three decades and twice heart is in Cieorgia,
“The receptivity in Geor,

INerea

ity is rising at Virgin

5. 7% a vear, the hi

the historical avera gia for this has beer

is said

ind

Lesser known is it's making over the public sector as than anywhere in the nation,” says Dunn, “Georg
be ane of the top leaders in the e-government ar
mbia, 8.C.-based VIC3 Inc, which is we believe that. We've seen it work.”
imong local govern Why Georgia? Dunn says one explanation may lie in
recent state legislation mands
ernment information. Even
from the top down, Georgia is very technolog
and very open to electronic solutions,” he says

well, Governments are ramping up to cyberspace speed, as 1t
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ng Internel access to some
L strong push
ninded

new edition for a new century

- 2000-2001 GEORGIA
_ STATISTICAL ABSTRACT

GEGIGI. STATISTI AL ABSTHALE

- matural resources, and much more. The Abstract is a handy
research tool that helongs in every office and library,

i m& ];g{;mmd?:iw FOR ECONGMIC GROWTH
delineated by county

. 706-542-4085 OR VISIT WWW.SELIG.UGA.E

MOVEMBER 2000 GEORGLA TREMND 1




Smaller cities experience a number of benefits from
VYC¥'s work, among them increased cost-efficiency.
Payments citizens make directly to a city government's
hank account saves on processing fees and makes
muoney available to the city more quickly.

Also, it's common for a smaller city to run on a
myriad of computer systems without benefit of an
information technology department. A police depart-
ment's system, for instance, may not be able to com-
municate with the city administration or the fire
department. Frequently, computers are purchased at
ditferent times from different vendors with different
bid parameters,

I you don't think your ity and eounty officials com-
municate very effectively, try their computer systems,

To untangle the mess, VC3 comes in and integrates
the systems, so that the city can first talk to itself and
then to the community. Delays, redundancies and pro-

cessing costs are reduced.
When's the u}flﬂ:y@nni1 that, Georgia ci!iers typi-

; cally get their property tax informa-

last fime YOU  tion from the county government,
QG?’ fo sef Vour This creates innumerable problems
local govem- in municipal data bases because cur-
g Fent systems cannot tell that John
ment sHaIght?  poe, john E. Doe and J. Doe are the
SAME PErson owning separale prop-

erties,

With the VC3 system, taxpayers can set up their own
accounts with the city and rectify the confusion, saving
themselves aggravation and the city enormous costs.

Taxpayers also can elect to pay for taxes and services
through their own account page and determine when pay-
ment was credited and whether it was credited correctly,

When's the last time you got to set your local gov-
ernment straight?

The B2B bandwagon is still leading the electronic
parade, perhaps because many of the players are less
interested in myths and more focused on reality. They
tend to sec this child named Internet as more in need of
parenting than promoting.

A child it is. Broadband technology — promising a
much faster flow of information and therefore even
lower transaction costs — is just penetrating the mar-
ketplace. But experts believe 50% of all US. firms and
15% of all houscholds will have broadband connection
within four years, provided sufficient legions of skilled
workers can be found, an enduring problem across
Georgia as well as nationally.

It took decades to clectrify America, Internet speed
is warp speed. Good old-fashioned American ingenuity
— the mother of these nabbers of the e-niche — has
never been stronger,
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