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OurTech Co-op has compiled the pain points of industries and created questions tracks that are designed to 
get a full picture from all stakeholders of where your organization is headed. We use our ecosystem of vendor 
partnerships to deliver the right solution for your teams.   
 
OurTech Co-op a member supported technology cooperative that leverages the power of group buying to your 
advantage. We are answering the question, 'What's next?' by helping ensure that investments in broadband 
infrastructure and next generation technologies leads to more than just faster internet. 
 
Our customers benefit from a large portfolio of technology providers committed to providing the best results for 
our customers. OurTech Co-op's design centers, together with our wireless and fiber infrastructure, create a 
force multiplier for customers. OurTech Co-op's intuitive process balances the technology landscape for 
historically under-invested communities everywhere.  
 
OurTech provides a platform for customers to find the best technology solutions. We provide last-mile, middle-
mile, and data-center connectivity to providers so they can provide their services and prevent over-
monetization of tax-payer infrastructure. 
 
OurTech Co-op was founded to give customers a say in what kind of internet infrastructure we want.  
 
OurTech Co-op handles competitive best value solicitations and contracts to deliver and maintain technology 
services and devices for their customers.  
 
A Technology Cooperative approach to digital transformation inspires ongoing investment in OurTech's future 
success. 
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Airlines Industry Pain Points Low-Cost vs. Traditional Carriers 

The high cost of traditional airlines and tighter business travel budgets have created openings in the market for low-cost carriers. 
Based on revenue passenger miles, some low-cost carriers rank highly in the domestic market share. Emerging airline 
companies attempt to follow the same business model as low-cost carriers like Southwest and JetBlue. With cost pressures in 
the industry, efficient and economical access to airline carrier locations is critical on a global scale. 

Is your IT staff so bogged down by having to take care of so many things that they are unable to focus on core airline 
competencies and strategic growth? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Airlines Industry Pain Points Code-Sharing & Marketing Alliances 

Code-sharing agreements allow airlines to serve a broader range of airports. Code-sharing enables passengers to book 
connecting flights on multiple airlines. Profits from code-sharing are divided between the partners. The Department of Justice 
has approved code-sharing and marketing alliances to resolve possible antitrust issues. Data flow between suppliers, partners 
and alliances must be instantaneous, secure, and standardized. 

Are your applications and the management of those applications centralized and highly secure? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Airlines Industry Pain Points Internet Ticket Sales 

Online ticket purchases are rising. Passengers prefer online to traditional purchasing options. Online sales allow customers to 
compare prices, buy tickets, reserve flights, choose seats and print boarding passes. For some airlines, online ticket sales 
account for 75% of passenger revenue. Public internet presence and access are more than just bandwidth; it should be 
consistently available and perform wherever the transactions are being placed. 

Are you looking to reduce costs and management, and increase security via threat management, zero hour threat detection, 
ransomware discovery and many other data loss prevention toolsets? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Colocation Discovery Track, Security as a Service 
Discovery Track 

 

Airlines Industry Pain Points Efficiencies with Electronic Data 

Technology has enabled customers to generate boarding passes and board flights without paper tickets. Handling and 
identification for ticketless and self-serve travelers have been improved by enhanced technology. 90% of airline customers 
receive their tickets online. Efficiencies in customer tools and ticketing have reduced staffing and paper transactions but 
dramatically increased real-time data access through the internet and to servers. 

If we had a solution that delivered reliable, fast and globally accessible computing platforms that allow you to reach customers in 
real time, while also saving on airport terminal space requirements, would that be of value to you? 
 

Discovery Tracks Meeting and Collaboration Discovery Track, Software Defined Wide Area Network Discovery 
Track, Unified Communications and Voice Discovery Track 
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Airlines Industry Pain Points Heavy Systems Reliance 

Uptime of systems and systems-access is critical to keep business moving. Systems or network outages have national 
ramifications. Consumer credit card data and transaction processing require compliance with PCI standards. When a disaster or 
outage occurs, it is crucial that critical systems and applications are up and running shortly after. Many companies backup data, 
but rarely have a true business continuity and disaster recovery plan in place. 

What is your current business continuity and disaster recovery strategy? 
 

Discovery Tracks Business Continuity and Disaster Recovery Discovery Track 

Questions to Dig Deeper 
1) How are your locations managed today: centralized or decentralized? Is your footprint international? What airport terminals do 
you reach? 
 
 
2) Is there a centralized IT decision-making organization and IT strategy? 
 
 
3) What industry audits and compliances must you adhere to, and would you be willing to share the results of your last audit? 
 
 
4) How is airline activity maintained if there is a system or network interruption? 
 
 
5) What type of computing platforms are in place today? How are critical systems for reservations, PCI transactions, alliance data 
exchanges, etc. hosted and managed? 
 
 
6) How comfortable are you leveraging cloud technologies vs. on-premises systems? 
 
 
7) Do you have a written security policy and regular security audits? 
 
 
8) How is public internet customer ticketing accommodated today? What enhancements and growth are targeted for that area of 
the business? 
 
 
9) What are your largest challenges managing your network, security and computing today? 
 
 
10) How has your company utilized IT to strategically differentiate your airline from others (customer features, seating availability, 
onboard amenities, etc.)? 
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Banking Industry Pain Points Compliance 

Compliance risk has become one of the most significant issues for banking executives. Non-compliance, especially with FDIC 
and FINRA, can ultimately shut down a bank. Concerns about using cloud-based services. Managing distributed workforce and 
remote branches. Ensuring access to corporate ERP/CRM or government-sponsored enterprises such as Freddie Mac and 
Fannie Mae mortgage databases. Many banks have concerns about moving toward cloud solutions. 

Is your current solution meeting all your regulatory, security and management needs for infrastructure services, and doing so 
within budget? 
 
What would a future-proofed IaaS offering mean to your organization?  
 
Would knowing everything is secure and maintained 24x7 by a selected and vetted partner affect the way you manage your 
business? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Colocation Discovery Track, Security as a Service 
Discovery Track 

 

Banking Industry Pain Point Security 

Managing mobile devices is challenging. Most banks utilize closed point-to-point or MPLS networks and backhaul to corporate, 
tightening security but increasing latency on expensive MPLS networks. A single breach can cost an organization an estimated 
$1 billion. Real-time threat and data integrity management are critical. 

Facing security threats is a complex challenge. How do you currently handle security practices? 
 
What would a fully managed security and network which allows you to focus on strategic initiatives while meeting audit and 
regulatory mandates do for your business? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Banking Industry Pain Point Business Continuity and Disaster Recovery 

Production outages are unacceptable and can damage a bank’s long- term reputation. Frequent upgrades or code changes are 
made to banking systems due to regulatory oversight and congressional demands, often causing issues. Business Continuity 
and Disaster Recovery (BCDR) plans are often documented, but rarely tested and confirmed. A site outage can cost thousands 
of dollars per hour. A lengthy complete IT outage can put a bank out of business. Most organizations back up data, but rarely 
have a true disaster recovery plan due to the impacts of budgeting and costs. A DRaaS solution with a centralized managed 
portal allows your entire operations to failover in minutes to hours, at 20-30% of the costs of creating a secondary data center. 

What would that assurance provide for your customers and board members? 
 

Discovery Tracks Business Continuity and Disaster Recovery Discovery Track 

 

Banking Industry Pain Point Branch Network Connectivity 

IT staff struggles with latency issues and access to headquarters or production data centers from the branch on a daily basis. 
Lack of intelligent network performance and metrics. Actively monitoring bandwidth and utilization reports of the applications 
consumed by location, as well as having the ability to change rights and permissions by application and network route is crucial. 
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Imagine that we can simplify the network and reduce costs and latency, while maintaining security and keeping total control at 
your fingertips. 

Would that be a plus from how you manage and deploy your WAN today? 
 

Discovery Tracks Connectivity Discovery Track, Software Defined Wide Area Network Discovery Track 

 

Banking Industry Pain Point Collaboration 

Many banks utilize collaboration toolsets for many purposes, including team project sharing, instant messaging, and video 
conferencing. Most regional banks are moving to Office 365 and need additional threat management toolsets in addition to E3 
licensing. 

Is your dedicated email solution (such as Exchange) creating a bottleneck for your organization? 
 
Are you looking to reduce costs and management, and increase security via threat management, zero hour threat detection, 
ransomware discovery and many other data loss prevention toolsets? 

Discovery Tracks Microsoft Services Discovery Track, Security as a Service Discovery Track 

 

Banking Industry Pain Point Communications 

Banks need to evolve faster to react to customer demands and engage over multiple channels, including voice, email, chat, and 
social media. Debt collection efforts may violate the Telephone Consumer Protection Act (TCPA). Old and end-of-life equipment 
requires a refresh, but IT staff does not have the proper resources to manage or deploy. 

How are you currently managing your communications? 
 
Would a solution that meets all regulatory needs as well as your need for assisted management and design/implementation be a 
game changer for your organization? 
 

Discovery Tracks Contact Center Discovery Track, Unified Communications and Voice Discovery Track 

Questions to Dig Deeper 
1) What are your top projects and priorities for the current fiscal year? 
 
2) Are you looking to, or have you already, implemented a cloud-based solution such as Office 365? 
 
3) Have you considered SD-WAN solutions to modernize and update your WAN? 
 
4) Does your organization need help with security issues or items? 
 
5) How do your employees collaborate today on day-to-day projects and initiatives (voice, video, SharePoint, etc.)? 
 
6) Does your organization have a communications solution that delivers data analytics to increase quality controls and 
eliminate TCPA and other collections violations? 
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7) Are you looking to move to a hosted voice solution? 
 
8) Have you considered a solution that allows your employees to engage customers over multiple channels (voice, 
email, chat, social media)? 
 
9) What is your disaster recovery plan as it stands today? 
 
10) When is your enterprise agreement expiring, and when are you budgeting for a network and infrastructure 
refresh?" 
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Call & Contact Centers Industry Pain Point Attrition 

Traditional contact center technology is built around the number of agents, the number of lines coming into the building and what 
those agents have loaded on their systems to use. Existing on-premises hardware has become obsolete or is reaching end of 
life. Often this hardware has been determined to be out of support. Lack of parts or cards prevents hardware from being updated 
or repaired. We are finding that other call centers are facing challenges when replacing aging or outdated hardware. 

Are you tired of having to spend so much money on them? 
 

Discovery Tracks Contact Center Discovery Track 

 

Call & Contact Centers Industry Pain Point Features 

Multi and omnichannel options are critical as customers prefer to engage via email, chat, social media, etc. Lack of mobility or 
remote worker offerings means call centers are restricted to physical locations and the associated labor market. An absence of 
integration capabilities leads to inefficiencies and customer frustration. 

Have you considered deploying SD-WAN, which allows dynamic routing at the application and codec level as well as added 
layers of redundancy and business continuity? 
 
Do you run into issues with hiring talented agents? 
 
Do you currently have the flexibility to add agents on a per seat basis and only pay for the resources and services used on a 
monthly basis? 
 

Discovery Tracks Contact Center Discovery Track, Software Defined Wide Area Network Discovery Track, 
Unified Communications and Voice Discovery Track 

 

Call & Contact Centers Industry Pain Point Reporting & Business Intelligence 

Missing the tools to implement granular agent level reporting. Lack of BI capabilities, historical analytics and actionable 
information for decision processes. Lack of access to easy-to-use, customizable real-time data or near real-time 
reporting/dashboard. Actionable information is the key to running a successful contact center operation. 

How are you collecting and evaluating data and analytics to make strategic business decisions? 
 

Discovery Tracks Contact Center Discovery Track 

 

Call & Contact Centers Industry Pain Point Insufficient Call Routing 

Lack of dynamic decision call routing hurts agent productivity and customer satisfaction. Lack of advanced skills-based dynamic 
routing. Unable to utilize or integrate with national Do Not Call list APIs. 

Do you run into issues with calls not being routed to the most appropriate agent? 
Misrouted calls result in the loss of productivity and customer frustration. How costly is that lack of efficiency? 

Discovery Tracks Unified Communications and Voice Discovery Track 

 



OurTech Cooperative’s Industry Pain Point Mapping 

©2022 OurTech Co-op. All Rights Reserved. Confidential and Proprietary  Page 8 

Call & Contact Centers Industry Pain Point Workforce Optimization (WFO) / Workforce Management (WFM) 

Forecasting agent staffing is necessary to react efficiently to market, seasonal or objective changes. Difficulty managing 
adherence and agent policies (time, attendance, etc.). Inability to optimize agent time utilization. 

What tools are you currently using for quality management, and workforce optimization and management? 
 

Discovery Tracks  

 
Questions to Dig Deeper 
 
1) Tell me about your existing call center environment. Do you have multiple sites and or remote workers? 
 
2) What features and functions are you looking for? 
 
3) How do you manage agent adherence and scheduling? 
 
4) What reports are you utilizing today? 
 
5) What does your business continuity and disaster recovery plan look like? 
 
6) Have you implemented a SD-WAN solution? 
 
7) How are you handling the collaboration of multi-data sources in your business intelligence strategy? 
 
8) Are you experiencing challenges with the multitude of different voice delivery options? 
 
9) Are you taking advantage of PSTN/SIP and WebRTC? 
 
10) With the emergence of social media, chat and email in the marketplace, are you poised to leverage the proper 
technology to meet demanding SLAs?" 
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Finance Industry Pain Point Securing Personally Identifiable Information 

Personal-identifiable information (PII) data must be treated with the utmost security. Brokers often save PII to desktops, posing 
significant security problems. Sharing data amongst brokers is an important requirement. Email is the most common method, but 
it is less of a viable option. Mortgage brokers are continually collecting PII data. Facing security threats is a complex challenge. 

How do you currently handle security practices? 
 
Are all your systems secure and encrypted at rest and in flight? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Finance Industry Pain Point Mobility 

Mortgage brokers are mobile workers. Securing mobile devices, while still enabling the end users to function, is a challenge. 
Firms need to be able to lock down PII data stored on employee devices, in addition to securing their own infrastructure. For 
mobile workforces, accessing systems and collecting client data is a key part of their jobs. 

If an employee loses a mobile device, what data loss prevention methods are in place? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Finance Industry Pain Point Critical Applications 

Firms create their own software instead of implementing Point and Encompass applications. Medium to large mortgage 
companies are moving away from Point and Encompass applications. Many companies are building in-house applications to 
reduce costs and additional processes. 

Are your applications and the management of those applications centralized and highly secure? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Finance Industry Pain Point Customer Service Center 

After the loan is complete, customer calls are directed to large call center customer support divisions. 80% of customer calls are 
related to escrow issues. Once the mortgage has been completed, the customer experience still exists. 

How are you currently managing your communications? 
 
Are you able to meet customer demands and engage over multiple channels, including voice, email, chat, and social media? 
 

Discovery Tracks Contact Center Discovery Track, Unified Communications and Voice Discovery Track 

 

Finance Industry Pain Point Collaboration 
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Brokers need to manage interactions with real estate agents, lawyers, appraisers, inspectors, insurance companies, etc. 
Synchronizing files, emails and communications can result in costly delays and client dissatisfaction. Brokers shoulder the blame 
when deals fall through. I’m finding with others that managing real estate agents, lawyers, appraisers and other companies is 
introducing big challenges around sharing files and collaborating on accounts. 

Are you experiencing that? 
 

Discovery Tracks Meeting and Collaboration Discovery Track 

 
 

Finance Industry Pain Point Business Continuity and Disaster Recovery 

A site outage can cost thousands of dollars per hour. Business continuity and disaster recovery plans are often documented, but 
rarely tested and confirmed. Like most businesses, if a disaster occurs, it is crucial that internal systems are up and running 
shortly after. Many companies back up data, but rarely have a true business continuity and disaster recovery plan in place. 

What is your current business continuity and disaster recovery strategy? 

Discovery Tracks Business Continuity and Disaster Recovery Discovery Track, Virtual Desktop Discovery Track 

 

Finance Industry Pain Point Branch Connectivity 

Brokers access information from multiple resources. Connectivity is key to the success of brokers. Imagine that we can simplify 
your network traffic and enhance the overall performance of your applications while maintaining security and keeping total 
control at your fingertips. 

Would that be of interest to your organization? 

Discovery Tracks Connectivity Discovery Track, Software Defined Wide Area Network Discovery Track 

 
Questions to Dig Deeper 
 
1) With all the recent attacks that have happened to different companies, what are you doing to ensure your network 
and infrastructure is secure? How often do you perform penetration tests? 
 
2) What are you doing to ensure that your brokers in the field are being productive and that your clients’ intellectual 
property is secure? 
 
3) Are you in the process of developing an application to help streamline the mortgage process and eliminate third 
party applications? Do you plan to take advantage of cloud technology to run these applications? 
 
4) What is your customer retention policy? How important is it to answer your clients’ questions after their loan is 
completed? 
 
5) Do you measure call center matrices and are there areas you could improve upon? 
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6) During the loan process, how difficult is it to bring all parties together? If you had a tool that allowed everyone to 
collaborate, would that be useful? 
 
7) Do you have a disaster recovery plan in place? What is your process to test it? 
 
8) Do you have to report your test results to auditors? Have you ever explored cloud disaster recovery? 
 
9) If your branch networks were to go down, how damaging would that be to your business? 
 
10) What type of redundancy have you built in to ensure that your brokers can access mission-critical applications?" 
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Gambling Industry Pain Points Economic Cycles & Demand 

Personal income and the national economy have a significant impact on gambling revenue. In the late 2000s, the recession 
caused decreased consumer spending, resulting in major loss of revenue for casinos. The tightening of the credit market makes 
it difficult for companies to make capital improvements or expand operations. Creating profit stability and flexibility are the key to 
controlling operational costs. 

How are you planning for market cycle fluctuations? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Gambling Industry Pain Point Dependence on Regulators 

State commissions oversee gaming companies and hold power over their activities in states where gambling is legal. Tax rates 
can easily be raised on gambling machines by state legislature. Favorable legislation can determine the growth of the industry. 
With frequent changes to taxes and regulations, developing and simplifying your systems will improve the control and 
productivity of your back office. 

Is your current solution meeting all your regulatory, security and management needs for infrastructure services, and doing so 
within budget? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Gambling Industry Pain Point Capital-Intensive 

Investing heavily in facilities and gaming equipment causes gambling operations to incur considerable debt. Often more than 
10% of revenue is spent on capital investment. In order to grow, companies must raise substantial funds. Due to the high cost of 
capital investments in gaming equipment, many casinos are exploring an OPEX strategy or conversion to help with dynamic 
growth or reduction around specific equipment. 

Would that be an interest for your organization? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Gambling Industry Pain Point Security 

Security concerns are a dominating factor and will create new opportunities for IT companies to design and implement 
customized security systems. Improved computer security systems are in high demand as hackers and viruses continue to 
cause problems. Public sector customers have an increasing interest in IT systems that provide strong security elements. 
Gambling institutions security policies are always at the top of the executive board’s mind and consistently scrutinized. 

What are some areas that you could improve on to ensure that your data is secure and meets regulations? 
 

Discovery Tracks Security as a Service Discovery Track 
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Gambling Industry Pain Point New Casino Games 

Developing new games is easy, as many casino games are computerized. New games are continually being created. For 
example, Bally Technologies produces about 25 new models per year. Many models are remakes of older games; however, new 
games of chance are also being introduced. Casinos are continually looking to draw players in through new games. 

What types of demands are these games placing on your network? 
 
How are you ensuring that your infrastructure can handle the growing technology demands? 
 

Discovery Tracks Connectivity Discovery Track, Security as a Service Discovery Track, Software Defined Wide 
Area Network Discovery Track 

 
Gambling Industry Pain Point Wide-Area Progressive Gambling Systems 

Gambling machines can be linked together electronically and contribute to an overall jackpot until one player wins. Combining 
jackpots from multiple machines ensures a larger payout, drawing more customers. Progressive systems are more profitable to 
the house than stand-alone machines. More players participating in gaming products leads to more profits. 

Would it be beneficial to bring these players together linking the gaming machines and experience across multiple access 
methods? 
 

Discovery Tracks Connectivity Discovery Track 

 
Questions to Dig Deeper 
 
1) How much of your current infrastructure is maintained internally on servers owned and operated by local staff? 
 
2) What connectivity do you need into regulatory systems that are external to your operations? 
 
3) How many facilities are connected to your network, where are they located, and what is the staff size in each 
location? 
 
4) How do you approach new projects? With a concern around your IT staff, do you outsource projects or try to handle 
everything in-house? 
 
5) How do you ensure that your disaster recovery plan works and will keep your systems operational in real-time? 
 
6) Do you have redundant systems in-house or are they located off-premise in a data center? 
 
7) Do you still have dedicated physical servers or have you been able to virtualize your whole infrastructure? 
 
8) Are you looking to outsource Tier 1 or day-to-day support to free up your IT staff to focus on strategic initiatives? 
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9) Are you coming up on refresh cycles of your hardware and software? Have you considered moving to an OPEX 
model? 
 
10) Do you have routing third-party audits performed on your overall systems?" 
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Government Industry Pain Points Regulatory Statutes & Purchasing 

State and federal suppliers must have a contract vehicle in order to do business or an RFP is released. Local governments may 
put out smaller bids for quotes and purchase in some circumstances, but usually look to leverage a purchasing vehicle. 
Compliancy with standards such as FERPA, HIPAA, FISMA and FEDRAMP; PCI and PHI; and many more. Budgets are 
controlled via the centralized Budget Management Office, not at an agency level. Many governments are requiring their budgets 
meet socio-economic requirements that include disadvantaged businesses, Minority, Women, and Veteran owned businesses. 

How would a relationship with a managed service provider which maintains all infrastructure, operating systems, and patch 
management (along with anti-virus and full audits to help in the compliancy arena), change the way you operate today? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Government Industry Pain Point Built as a Service Provider 

Most government networks are expensive mesh, Point-to-Point (P2P) Layer 2 or MPLS. Many agencies, counties and school 
districts leverage their services. Siloed operations: many groups deploy non-standardized technology or “shadow IT”. 

Is your IT staff bogged down by the day-to-day management of your WANs? 
 
What would assistance with the day-to-day management of your WANs, lower latency, and alternative technologies such as SD-
WAN to lower costs mean to you? 
 

Discovery Tracks Connectivity Discovery Track, Software Defined Wide Area Network Discovery Track 

 

Government Industry Pain Point Technology Challenges 

Office365 rates for government are low. Many agencies receive Microsoft Government Rates. Video conferencing may be a 
subset. UCaaS solutions. CCaaS solutions. We find with other government agencies that while they appreciate the flexibility of 
mobile and remote work, it is also introducing big challenges around sharing files and collaborating on projects. 

Are you experiencing that? 
 

Discovery Tracks Contact Center Discovery Track, Internet of Things Discovery Track, Meeting and Collaboration 
Discovery Track, Unified Communications and Voice Discovery Track 

 

Government Industry Pain Point Security 

Network edge points are often unsecured. Centralized practices may utilize older, outdated technology with holes. Managing 
mobile devices is challenging. 

Are you running into issues with meeting security mandates or compliancy standards such as iTAR, FEDRAMP, FISMA, etc.? 
 
What security measures are in place to secure constituent and state employee personal information? 
 
Are your applications and the management of those applications centralized and highly secure? 
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Discovery Tracks Security as a Service Discovery Track 

 

Government Industry Pain Point Managed Infrastructure Services 

Most government agencies manage their own data centers. Many state, county and local employees are nearing retirement age, 
adding pressure on agencies to replace IT talent. Most government agencies back up data, but rarely have a true business 
continuity and disaster recovery plan due to the former or past impacts of budgeting and the costs associated with redundancy. 

What is your current business continuity and disaster recovery strategy? 
 

Discovery Tracks Business Continuity and Disaster Recovery Discovery Track 

 
Government Industry Pain Point Storage 

Police video cameras. Long term archival services. 

How are you currently archiving and retrieving data? Do you pay in and out fees for data retrieval? 
 
Do you pay in and out fees for data retrieval? 
 
If we had a solution that delivered similar rates to the hyperscalers but did not have fees, would that be of interest to your 
organization? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Colocation Discovery Track 

 
Questions to Dig Deeper 
 
1) Do you need to purchase on a contract vehicle? If so, which ones can you purchase on? Do you have and socio-
economic inclusion goals? 
 
2) When do you have to go out to an RFP? 
 
3) How many agencies and schools are under your control? How do they collaborate today? 
 
4) How do students and employees continue from home? Have you looked into introducing Desktop as a Service 
(DaaS)? 
 
5) Have you considered outsourcing your data center as well as the management of that infrastructure to meet 
complex compliancy needs and reduce overall costs? 
 
6) Do you have the storage capabilities to manage body cameras and complex archival and retrieval demands under 
the Freedom of Information Act? 
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7) Are your current storage capabilities limited or subject to heavy export fees of data from your archival systems? Is 
this impacting your budget and your ability to meet FOIA requirements? 
 
8) Are you experiencing a lack of support for helpdesk solutions, Office 365 or other collaboration suites? 
 
9) How do you purchase today (RFP, off contract vehicles)? If you could purchase solutions from more diverse cloud 
solution providers, would you look to a sole source? 
 
10) Which state agencies do you still provide shared services for, and how many of those efforts would benefit from a 
unified cloud approach?" 
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Hospitality Industry Pain Points Economic Cycles & Demand 

The stability of the national economy has a significant impact on the hotel industry. Personal income and employment levels 
affect the number and frequency of tourist travelers. Corporate profits greatly influence business travel and hotel stays. A 
recession can cause the rapid decline of operating profits in the US hotel industry. The hospitality industry reacts very strongly to 
the state of the national economy. 

With the unpredictability of cycles based on seasonal and economic spikes, how are you planning for fluctuations? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Hospitality Industry Pain Point High Employee Turnover 

Turnover rate is about 60% for low-level employees in the hospitality industry. Managers often struggle to attract and retain 
employees due to low wages. Well-trained employees increase customer satisfaction but are more likely to leave for competitive 
hotels. The hospitality industry is struggling with employee retention. 

When turnover rates of lower level employees averages 60%, what steps are you taking to retain well-trained employees? 
 

Discovery Tracks Connectivity Discovery Track, Contact Center Discovery Track, Meeting and Collaboration 
Discovery Track, Unified Communications and Voice Discovery Track, Virtual Desktop Discovery 
Track 

 

Hospitality Industry Pain Point Dependence on Reservation Systems 

Hotels rely on large computer reservations systems for the majority of bookings. Web-based booking systems such as Expedia, 
Travelocity and Hotels.com are strong competitors. Hotels unable to reach agreements with these systems face major marketing 
challenges and the possibility of undercut prices. Competition is fierce among the web-based systems like Hotels.com, Expedia, 
Travelocity, and Trivago. 

Have you considered large reservation systems such as SABRE and Amadaeus, which are more expensive but a needed 
component in marketing to the right customers to make sure rooms and events are filled? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Hospitality Industry Pain Point Energy & Sustainability Costs 

Hotels commonly face high energy costs and sustainability issues. Meeting environmental certification standards can be difficult 
and expensive. If environmentally conscious travelers are not willing to pay extra for “green” amenities, justifying the cost of 
“going green” intensifies the challenges. The hotel and lodging industry must manage utility and energy costs while facing 
increased pressure from environmental certification programs and advocacy group to be green. 

How are you addressing this in your business? 
 

Discovery Tracks Internet of Things Discovery Track 
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Hospitality Industry Pain Point Pricing & Revenue Management 

Maintaining rates and managing revenues are key components of success for hotel managers. Economic downturn negatively 
affects the number of travelers. Balancing rate integrity and the reduction of rates to drive bookings is critical for hotels. In times 
of economic downturn, operators must balance rate integrity and rate reduction in order to drive bookings. 

How do you manage revenues and maintain rates while looking to the bottom line to maintain profitability? 
 

Discovery Tracks Connectivity Discovery Track, Contact Center Discovery Track 

 

Hospitality Industry Pain Point Smart Key Cards 

Smart key cards are gaining popularity. However, most hotels still use electronic locks with magnetic strips. Smart key cards are 
5-10 times more expensive than traditional key cards. Smart key cards store customer preferences such as room temperature 
and radio station, building customer loyalty and driving in-hotel spending. The popularity of smart key cards that utilize BLE IoT 
technology is rising. 

Have you considered that while the cost to implement is currently more than an electronic lock system, deployment increases 
customer loyalty and will ultimately replace electronic keys? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Hospitality Industry Pain Point Loyalty Programs 

Loyalty programs help hotels gather information on customers and provide repeat business incentives to travelers. Loyalty 
program databases are a very important asset. Loyalty programs contain valuable information and drive repeat business from 
both business and personal travelers. 

How are you securing loyalty member data and preventing it from leaving your organization? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Contact Center Discovery Track 

 

Hospitality Industry Pain Point Corporate Services 

Hotels tailor services directly to the needs of business travelers to build lasting relationships. Hotels offer technical support for 
meetings, catered functions, food service, business communications, printing and copying, rewards programs and extended stay 
facilities. Hotels must meet demands for T1 lines, wireless internet and high-speed internet access. Properties must now provide 
technical support and amenities like audio and video conferencing, ample bandwidth, Wi-Fi, meeting rooms, and computer and 
IT help to compete for and retain business travelers. 

Do you have the dedicated IT staff today to manage these requirements? 
 

Discovery Tracks Connectivity Discovery Track, Contact Center Discovery Track, Meeting and Collaboration 
Discovery Track, Security as a Service Discovery Track, Software Defined Wide Area Network 
Discovery Track 
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Questions to Dig Deeper 
 
1) How does seasonality affect the headcount of your IT staff and its ability to satisfy your internal needs, as well as 
those of your customers? 
 
2) How secure is your network from intruders? What about your customer databases and property management 
systems (PMS) that house your customer information and loyalty programs? 
 
3) When was the last time a security audit was performed? Did it include a penetration test? 
 
4) What type of guest Wi-Fi do you utilize on your property? When was it last updated? Does it integrate with your 
PMS? 
 
5) Have you investigated any cloud alternatives to a premises-based phone system? 
 
6) What reservation system/PMS do you use, and what are your initiatives to improve your customer experience? 
 
7) What technology initiatives are you implementing to improve your customer user experience? 
 
8) What is your internet connection strategy for your hotel rooms? 
 
9) What technology improvements or solutions are you exploring to strengthen your brand recognition and ensure a 
world-class customer experience? 
 
10) What percentage of your phones are analog, IP or digital?" 
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Information Technology Industry Pain Points System Integrations 

Modern development groups use more than one platform for design and products. Connectivity between multiple platforms can 
be challenging. Understanding and working with various APIs can be complicated to document and manage. Many IT 
organizations are struggling to integrate the various components and platforms that they leverage in their products. 

If we had an organization that could assist you with it, would that be of value to you? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Information Technology Industry Pain Point Distributed Workforce 

Modern IT organizations are rarely centrally located. Most IT organizations are looking for ways to collaborate over voice and 
video. With a distributed workforce, most IT-focused companies struggle with a central repository of data. Many IT organizations 
have difficulty in managing and coordinating a distributed workforce. 

If we had a solution that could help you with your voice, video and data, would that be something that you are interested in? 
 

Discovery Tracks Contact Center Discovery Track, Meeting and Collaboration Discovery Track, Unified 
Communications and Voice Discovery Track 

 

Information Technology Industry Pain Point Various Strategies 

IT organizations use a variety of platforms that could be a combination of XaaS. Finding the best approach is problematic. For 
example, one platform could cause vendor lock in and another could cause increased workloads. Many cloud platforms are still 
evolving. Having worked with many companies that build IT solutions, we find that they are struggling with finding the best 
direction when it comes to XaaS. 

Would it be helpful to introduce you to an organization that has years of experience with that? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Information Technology Industry Pain Point Global Standardization 

Due to e-commerce globalization, international laws and regulations are always changing. New laws addressing taxation, 
privacy, security, and encryption are being integrated. With countries in Europe and Asia leveling the IT playing field, product 
standardization is becoming a necessity. IT today is typically comprised of a workforce with remote offices outside of the US. 
Typically, we find that even a small company could be using resources globally. 

Is this something you need help with? 
 

Discovery Tracks Connectivity Discovery Track, Meeting and Collaboration Discovery Track, Software 
Defined Wide Area Network Discovery Track 

 

Information Technology Industry Pain Point Security 
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Security concerns are a dominating factor and will present new opportunities for IT companies to design and implement 
customized security systems. Improved computer security systems are in high demand as hackers and viruses continue to 
cause problems. Public sector customers have an increasing interest in IT systems that provide strong security elements. We 
have found from past experience that most organizations have a shortfall of security professionals. 

Is this something that you are struggling with? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Information Technology Industry Pain Point Next-Generation Digital Technology 

Current technology like wikis and blogs are increasing the need for companies to offer collaboration and sharing tools to 
employees, suppliers and clients. Next-generation technology is producing new opportunities for IT companies. We are finding 
that many IT firms are leveraging Next Generation digital technologies when implementing their solutions. 

Is this something that you need to factor into your environment? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Information Technology Industry Pain Point Compliancy Requirements 

Companies can gain an edge on the competition by launching e-business initiatives that require investment in IT solutions. IT 
service needs are forecasted to increase as firms require additional services to interpret and transfer data online. Customer 
relationship systems allow companies to target profitable customers and improve cross-selling capabilities. Many IT 
organizations need to adhere to multiple different compliancy needs when building or maintaining their products. 

Do you need help in that area? 
 

Discovery Tracks Security as a Service Discovery Track 

 
Questions to Dig Deeper 
 
1) Are you developing your product based upon any platform as a service? 
 
2) Where are you in the lifecycle of development and what tools do you use? 
 
3) Where are your employees located? 
 
4) Do you need any connectivity to public cloud providers? 
 
5) Are the public hyperscalers a right fit for your product rollout? 
 
6) What compliancy standards do you need to adhere to for your products? 
 
7) Are you struggling with communications between your employees? 
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8) Have you addressed your DevTest or DevOps requirements? 
 
9) Tell me about your security requirements when it comes to both development and rollout? 
 
10) What are the primary technologies that you develop: Microsoft, Linux or other platforms?" 
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Manufacturing Industry Pain Points High R&D Spending 

Substantial investments in production equipment and IT to improve efficiency. R&D investment is imperative to the process of 
developing new products (4-5% of revenue). Confidentiality of new products and manufacturing processes is extremely 
important. Your R&D investment is one of your most valuable assets. Confidential R&D work may be vulnerable to rogue 
employees, failed hardware or other security breaches. 

Have you experienced that kind of loss before? How costly is that? 
 

Discovery Tracks Internet of Things Discovery Track, Security as a Service Discovery Track, Virtual Desktop 
Discovery Track 

 

Manufacturing Industry Pain Point Cost & Competition Efficiencies 

Imports of manufactured goods are increasing steadily due to reduced cost of production overseas. US companies have 
introduced lean manufacturing and automated production to minimize waste and downsize the labor content. Manufacturers 
often have several factories, located in the US and internationally, requiring a consistent, standardized and repeatable IT 
infrastructure model that is cost-effective. Differences between domestic and international standards, and managing several 
suppliers, cause challenges across all departments, including IT. IT strategic advantages must relate directly to end-customer 
product and manufacturing efficiencies. The ability to scale solutions, and yet be flexible to move, grow, and disconnect sites 
without having to reconfigure the entire solution is critical for many manufacturers. 

Is your current solution meeting all your network, security and management needs, and doing so within budget? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Connectivity Discovery Track, Security as a Service 
Discovery Track 

 

Manufacturing Industry Pain Point Technological Innovation 

Companies are now producing goods using technologically advanced equipment. Production of goods containing high-tech 
components is increasing. Biotech and fiber optics are examples of costly research technologies that have recently emerged in 
the manufacturing industry. Collaborating on projects between multiple teams around the world often introduces big challenges. 

Would a solution that offers the flexibility to communicate over multiple channels, including voice, email, chat, and IM be of 
interest to your organization? 
 

Discovery Tracks Colocation Discovery Track, Unified Communications and Voice Discovery Track 

 

Manufacturing Industry Pain Point Improved Logistics 

Manufacturers invest in distribution technology and advanced logistics communication to reduce inventories and accelerate 
distribution. Communication improvements include satellite communication links with delivery trucks and cargo containers with 
communication capabilities. Other investments may include cargo ships that take only hours to unload and radio frequency 
identification (RFID) tags that allow tracking of individual products. Enabling a universal communications platform, whether from 
fixed sites, mobile devices, or from factory and field equipment, is critical to managing a comprehensive logistics program. 

Would a solution from a technology leader in wireless, satellite communications and data transport who offers options for hosting 
logistics processing be a game changer for you? 
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Discovery Tracks Connectivity Discovery Track, Internet of Things Discovery Track, Software Defined Wide Area 
Network Discovery Track 

 

Manufacturing Industry Pain Point B2B Internet Communication 

Manufacturers can now expedite delivery and remove layers of distribution by ordering parts and products online. Some online 
auction sites allow suppliers to bid for supply contracts. Public internet presence and access must be consistently available and 
perform wherever the manufacturer does business and has customers or suppliers 

Are you looking to reduce costs and management, and increase security via threat management, zero-hour threat detection, 
ransomware discovery and many other data loss prevention toolsets? 
 

Discovery Tracks Security as a Service Discovery Track, Software Defined Wide Area Network Discovery Track 

 

Manufacturing Industry Pain Point Manufacturing Globalization 

Raw materials and finished products can be distributed globally. International opportunities are growing for US manufacturers. 
Evolving global logistics networks increase competition from international rivals. Global connectivity is of growing importance in 
the manufacturing sector. 

What would a fully managed global WAN platform that provides consistent performance guarantees do for your business? 
 

Discovery Tracks Software Defined Wide Area Network Discovery Track 

 
Questions to Dig Deeper 
 
1) How are your locations managed today: centralized or decentralized? Do you have international locations? 
 
2) Is there a centralized IT decision-making organization and IT strategy? 
 
3) What industry compliances must you adhere to? Would you share the results of your last audit? 
 
4) Do you have machinery in the factory or in the field that uploads diagnostics information? 
 
5) What type of computing platforms are in place today? How are logistics hosted and managed? 
 
6) How comfortable are you leveraging cloud technologies vs. on-premises systems? 
 
7) Do you have a written security policy and regular security audits? 
 
8) How is B2B business done today? What enhancements or growth are targeted in that area? 
 
9) What are your largest challenges managing your network, security and computing today? 
 
10) How has your company utilized IT to strategically differentiate processes and end products?" 
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Medical Industry Pain Points HIPAA Compliance 

Fines related to HIPAA violations range from $100 to $50,000. Everything from employee errors, unencrypted data, and mobile 
devices can be the root cause of non-compliance and breaches. Updates to HIPAA regulations and technology standards 
typically happen at a faster pace than most companies can keep up with. Many healthcare-related businesses have issues with 
enabling remote offices to access EMR systems. 

Does your solution offer data encryption in-flight, and provide quick and efficient access to patient records for remote users? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Medical Industry Pain Point Sharing Sensitive Data 

Healthcare providers and their business associates are required to treat personal health information (PHI) and personal-
identifiable information (PII) data with the utmost security. Sharing PHI and PII data internally can pose significant security 
problems but is also a fundamental business requirement. I’m finding that other healthcare-related businesses simply ignore 
mobile devices, believing the myth that they are unusable when secured with a HIPAA-compliant MDM solution. 

If an employee loses a mobile device, what data loss prevention methods are in place? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Internet of Things Discovery Track, Security as a Service 
Discovery Track 

 

Medical Industry Pain Point Email Security 

Sharing data amongst health care practitioners is a substantial requirement. Email remains the most common method. Email 
security is one of the most common sources for HIPAA violations. Balancing the need for security with productivity gains is a 
constant battle. Preventing data leaks when self-hosting/ managing email is nearly impossible. 

Do you host your own Microsoft Exchange servers on-premises?  
 
Have you taken steps like deploying a HIPAA-compliant Office 365 Hosted Exchange solution to secure patient information from 
accidentally being emailed? 
 

Discovery Tracks Microsoft Services Discovery Track, Security as a Service Discovery Track 

 

Medical Industry Pain Point Mobile Device Security 

Medical professionals live and die by their smartphones. Securing mobile devices, while still enabling the end-users to function, 
can be challenging for the most robust IT teams. Increases in Bring Your Own Device (BYOD) further complicate the issue. 

Are file sharing methods in place today? 
 
What methods do you use: SharePoint, File Server, etc.? 
 
Is your stored data encrypted? 
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Discovery Tracks Cloud Infrastructure Discovery Track, Colocation Discovery Track, Microsoft Services Discovery 
Track, Security as a Service Discovery Track, Virtual Desktop Discovery Track 

 

Medical Industry Pain Point Emergency Medical Records (EMR) Access 

Most healthcare providers use third party software for electronic medical records. Some solutions are deployed in a way that 
makes it difficult for remote offices to access. Solving remote access to EMR systems is a huge task that must be undertaken in 
a secure, deliberate manner. 

What IT projects are currently underway to ensure HIPAA compliance? 
 
Do you have data encryption policies in place today? 
 
Have your suppliers with signed BA’s passed their annual audits? 
 

Discovery Tracks Contact Center Discovery Track, Security as a Service Discovery Track, Unified 
Communications and Voice Discovery Track 

 

Medical Industry Pain Point Cost-Effective Solutions 

Most clinics do not buy the most expensive products and are cost adverse. Healthcare typically budgets less on security than 
most other verticals. Distributed medical practices have zero or minimal IT staff. Many organizations need assistance in 
deploying and supporting IT. 

What IT projects are currently underway to ensure HIPAA compliance? 
 
Do you have data encryption policies in place today? 
 
Have your suppliers with signed BA’s passed their annual audits? 
 

Discovery Tracks Contact Center Discovery Track, Security as a Service Discovery Track, Unified 
Communications and Voice Discovery Track 

 

Medical Industry Pain Point Managing & Tracking Equipment 

Most clinics have various medical devices that are rolled from room to room. Per best practices, medical facilities must be kept 
at a constant and managed temperature and humidity, and environmental records maintained. Many healthcare facilities are 
struggling with tracking devices and other equipment in their facilities. 

Are you experiencing that? 

Discovery Tracks Internet of Things Discovery Track 

 
Questions to Dig Deeper 
 
1) Is there a centralized decision-making organization or are the decisions made site by site? 
 
2) Can you tell me about your HIPAA requirements? Can you share your results of your last audit? 
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3) Have you partnered with a third party organization to define your HIPAA requirements? 
 
4) What are you using for your EMR and other medical applications? 
 
5) How comfortable are you leveraging cloud technologies vs. on-premises systems? 
 
6) What are your most significant challenges in managing your distributed medical environment? 
 
7) What methods are you using to track your medical devices, mobile devices and equipment? 
 
8) How do you currently encrypt data and services across your enterprise and third party organizations? 
 
9) How are you preventing PHI data from leaving your organization through email or other applications? 
 
10) Are you currently communicating with your patients via mobile apps, texts, or other means?" 
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Retail Industry Pain Points Pay Card Industry (PCI) Compliance 

Non-compliance with PCI standards could lead to a shutdown of credit card processing by processing banks. Fines levied by 
payment brands (such as Visa, MasterCard, American Express) range from $5,000 - $100,000. Banks will terminate the 
merchant relationship, increase transaction fees, or both. PCI compliance is now mandatory for businesses of all sizes. 

What kind of financial impact would it have on your business if your participating bank passed on the non-compliance fines, 
increased your transaction fees, or shut down your credit card transaction ability? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Retail Industry Pain Point Public Wi-Fi 

Lack of Wi-Fi deployment for customers. Improper security allows rogue access to company information. Missed opportunities to 
analyze customer in-store presence. Many retail organizations find Wi-Fi access encourages customers to shop longer and 
spend more money. Companies are also leveraging an immense amount of analytics and customer data in real time. 

How are you addressing these opportunities in your business? 
 

Discovery Tracks Connectivity Discovery Track 

 

Retail Industry Pain Point Point of Sale (POS) Security 

Most notable security breaches have occurred through weaknesses in Point of Sale (POS) security. Many retailers are current 
on Pay Card Industry Data Security Standard (PCI-DSS) for PCI compliance. Payment Application Data Security Standard (PA-
DSS) and PCI-DSS provide minimal to no protection in 3 out of 4 critical vulnerabilities: data at rest or data in memory; data in 
transit; application code; and configuration. Recent security breaches have caused companies like Target more $250 million in 
damages due to holes in their POS security. 

What kind of impact would a security breach like this have on your business? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Retail Industry Pain Point Central IT 

Many retail organizations do not have a centralized IT support organization. Lack of a uniform strategic plan for IT support 
causes a loss of valuable production time. Employing IT directors and utilizing local IT consultants to provide support is costly. 
We are finding that many businesses with distributed locations face challenges with local IT support or encounter different levels 
of support and competencies when sourcing local IT talent. 

How is your company set up to deal with IT for all your locations, with a consistent and repeatable experience? 
 
Are you experiencing that? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Software Defined Wide Area Network Discovery Track 
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Retail Industry Pain Point Mobile Device Security 

Employees possess on average 1.75 - 3.5 mobile devices. Mobile devices introduce a large percentage of threat vectors. 
Companies need to be able to lock down employee devices, in addition to securing their own infrastructure. With so many 
security threats being introduced through mobile devices, companies I’m talking to are having a difficult time keeping pace and 
staying secure. 

How are you addressing this growing problem? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Retail Industry Pain Point Economic Cycles & Demand 

Consumer spending is significantly affected by outside sources like personal income, job growth and interest rates. During a 
recession, the retail sector suffers from decreased growth and sales decline. Increased interest rates negatively affect 
consumers’ ability to make substantial retail investments. 

With the unpredictability of retail cycles based on the economy and various other factors, how are you procuring your computing 
and communications needs to plan for fluctuations? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Connectivity Discovery Track 

 

Retail Industry Pain Point Seasonal Cash Flow 

Seasonal demand can result in unbalanced cash flow. Annual fluctuations such as the holidays can generate a disproportionate 
share of revenue. Retailers prepare for critical sales periods by building and financing inventory for seasonal merchandise. The 
retail industry typically has various highs and lows during the year. 

How are you addressing these “breathability” requirements with your IT systems? 
 

Discovery Tracks Internet of Things Discovery Track 

 
Questions to Dig Deeper 
 
1) How are you handling your various compliancy needs such as PCI? Are you struggling with those solutions? 
 
2) How are you providing your customers with wireless access? Are you capitalizing on those requirements? 
 
3) When was the last time you did a PCI audit? Can you share your results? 
 
4) Are your IT systems optimized to handle seasonal growth? Are you leveraging any cloud technologies to address 
this? 
 
5) Do you have a handle on your mobile devices from an expense and security perspective? 
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6) When was the last time that you did a penetration test on your store systems as well as your back office systems? 
 
7) What are you doing from a security perspective to monitor your stores? Have you deployed video surveillance 
systems? Do you use them for more than just monitoring? 
 
8) Are you prepared for the digital transformation that is occurring and have you created a uniform channel for your 
online and in-store systems? 
 
9) Are your connectivity systems designed to be redundant so that your store has five nines of reliability (99.99999%)? 
 
10) What systems are you using for phone and faxing?" 
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Software Development Industry Pain Points Cost & Scalability 

Software development companies often have limited funds, particularly startups. As they grow, having the ability to pay based 
on usage is critical for success. Many software development companies need to add resources on demand and can’t wait for 
additional hardware to show up. We find with other software development companies that while the flexibility to add resources 
dynamically as needed is important, cost is still a concern. 

Is the ability to purchase infrastructure and pay for those services on a usage basis of interest to your company? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Colocation Discovery Track 

 

Software Development Industry Pain Point Security & Compliance 

A security breach that compromises end customer data can damage a software developer’s reputation. Developers need to 
ensure applications meet customer compliancy requirements. Security standards demand that companies look at the overall 
security needs and compliancy standards such as PCI, SOX, HIPAA, iTAR, FEDRAMP, FISMA, etc. Most software development 
shops have a diverse set of customers and face challenges with meeting customer compliancy and security needs. 

Are you running into issues with meeting customer mandates or standards? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Software Development Industry Pain Point Securing Intellectual Property 

Most companies now leverage contract and remote workers as well as off-shore workers. As more developers work off-site, 
intellectual property is at risk of being stolen. As employees and contractors enter and leave the organization, protecting the 
created code is always a concern. Securing and locking down files is challenging with remote offices and traveling workers. Your 
code is one of your most valuable assets. Many companies have lost that work to rogue employees, failed hardware or other 
security breaches. 

Have you experienced that kind of loss before? 
 
How costly is that? 
 

Discovery Tracks Software Defined Wide Area Network Discovery Track, Virtual Desktop Discovery Track 

 

Software Development Industry Pain Point Collaboration 

Communication between software development teams is challenging, especially for companies leveraging a global workforce. 
Updating code, posting comments, and tracking changes are all vital components of software development. Hiring and 
contracting developers around the world often introduces big challenges around coding together and collaborating effectively. 

Are you experiencing that? 
 

Discovery Tracks Meeting and Collaboration Discovery Track 
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Software Development Industry Pain Point Critical Platform & Tools Updates 

Ensuring platforms and tools are tested, up to date, patched, and available to all developers is paramount. Automated methods 
of patching and updating tools help to increase the overall productivity of developers. Maintaining baseline images, fallback 
server and workstation configurations after patching and testing is necessary. The less time your staff spends on manually 
patching and updating their tools, the more time they can spend on developing code. 

Would it be helpful to automate methods to take care of these tasks? 
 

Discovery Tracks Security as a Service Discovery Track 

 

Software Development Industry Pain Point Limited IT Staff 

Software developers often have to serve double duty: coding and assisting with IT support. The handling of day-to-day IT tasks 
prevents developers from concentrating primarily on coding. Time away from coding for developers is potentially lost revenue for 
the organization. 

Is your staff bogged down by having to assist with day-to-day IT support, to the point that they aren’t able to focus on developing 
code? 
 
Are you worried that all of this time away from coding is causing revenue loss for your organization? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Security as a Service Discovery Track, Software 
Defined Wide Area Network Discovery Track 

 

Software Development Industry Pain Point Communications 

Feedback from testers and customers is valuable to software development shops. Providing helpdesk functionality over multiple 
channels including voice, email, chat, SMS, texting, social media, etc. is essential. All forms of communication with the customer 
base is key for support, marketing, feedback, etc. Getting feedback and assisting customers is a key ingredient to the success of 
any software development company. 

How are you currently managing your communications? 
 
Are you able to engage over multiple channels, including voice, email, chat, SMS, texting, social media, etc.? 
 

Discovery Tracks Contact Center Discovery Track, Meeting and Collaboration Discovery Track, Unified 
Communications and Voice Discovery Track 

 

Software Development Industry Pain Point Moving to a SaaS/OPEX Model 

Increasingly, customers are demanding more functionality at a lesser cost each upgrade cycle. Many customers are moving to 
SaaS/cloud models of product delivery. Customers expect ongoing updates and changes to be part of their monthly payment for 
services. As the software industry moves towards delivering services via a SaaS model, the other developers we are talking with 
are adapting and offering sets of services at a monthly cost. 

How are you addressing this in your business? 
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Discovery Tracks Cloud Infrastructure Discovery Track 

 
Questions to Dig Deeper 
 
1) Are you looking to deliver your software to the market in a SaaS model? 
 
2) Do the software developers today have to serve double duty and perform IT functions? 
 
3) How do you ensure the software created is secured against theft as employees and contractors leave the 
organization? 
 
4) Do you have any specific compliance and security needs such as HIPAA, PCI, iTAR, etc.? 
 
5) How often do your developers need to revert to a baseline server or workstation build as they develop and test 
code? 
 
6) How many locations are your developers employed at today? Do you outsource overseas? 
 
7) How do employees working in different locations collaborate (video, voice, SharePoint, etc.)? 
 
8) How do you provide inbound support for your customers (voice, chat, social media, etc.)? 
 
9) How do you provide outbound marketing campaigns (voice, social media, text, etc.)? 
 
10) Can you expand the infrastructure as quickly as you need to handle requests from your developers?" 
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Trucking Industry Pain Points Economic Cycles & Demand 

Trucking industry profits are directly related to the health of the economy. Reduced spending for construction, diminished 
consumer confidence and decreased industrial production lowers profits. In the late 2000s, the recession caused consumer 
spending to drop by 15%. Because of the fluctuating cost of production and transport of merchandise, many companies are 
sourcing their technology infrastructure in a private cloud environment that is not subject to expensive egress costs and spikes. 
This can be in either a public cloud environment or by placing services on-prem. 

Do you need help exploring this option to save on fluctuating infrastructure costs? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Colocation Discovery Track 

 

Trucking Industry Pain Point Fuel Price Vulnerability 

Fuel and labor costs represent a majority of operating costs. Diesel fuel can contribute nearly 20% of revenues. Trucking 
companies often buy fuel in bulk or hedge on fuel prices. Many companies are buying in bulk or hedging on fuel cost to help 
reduce the rising fuel costs and the labor associated with it. 

What percentage of your overall revenue stream does fuel represent? 
 
How are you managing against the volatility it creates for your business? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Trucking Industry Pain Point Alternative Fuels 

Environmental concerns have resulted in government mandates requiring truckers to use alternative fuels. Government 
incentives to use biodiesel are not enough to make alternative fuels cost effective. New government incentives to use biodiesel 
and alternative fuel sources aren’t enough to bridge the gap to satisfy the government mandate around fuel emissions. 

What are you doing to address fuel emissions issues? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Trucking Industry Pain Point Freight Theft 

The freight industry loses $10 billion annually to cargo theft according to FBI estimates. Truckload carriers are easy targets for 
theft and robbery. The introduction of sophisticated technology such as BLE devices, RFID, IoT and MDM tools can drastically 
reduce the number of instances of cargo theft. There are many technologies available today to combat the growing issue of 
cargo theft, which accounts to upwards of $10 billion annually. 

Have you experienced that kind of loss before? 
 
If you have, how costly was it? 
 

Discovery Tracks Internet of Things Discovery Track 
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Trucking Industry Pain Point Decline in Small Carriers & Owner-Operators 

The number of small to mid-size trucking companies are declining due to fuel costs. Unable to negotiate for bulk fuel rates, 
smaller companies are more susceptible to price hikes. The increasing cost of fuel, which can account for more than 20% of 
revenues, is forcing consolidation. 

Are you concerned about your ability to negotiate bulk fuel rates? 
 

Discovery Tracks Contact Center Discovery Track, Unified Communications and Voice Discovery Track 

 

Trucking Industry Pain Point Conserving Fuel 

Carriers must carefully manage fuel consumptions to maximize profits. New technology allows driver bunks to be air-conditioned 
without the need to idle the engine. Trucks use aerodynamic fairing, advanced tire technology and GPS to reduce fuel costs. 
New technology is providing answers to fuel management concerns, which will allow for predictable profits. 

Is this something you need help with? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Trucking Industry Pain Point Increased Productivity Through Information Technology 

Large carriers use sophisticated transportation technology such as basic in-cab management and dispatching software. Other 
new technologies such as barcoders, signature capture and RFID tagging help carriers manage and transfer goods. Experience 
with computer systems has led some truckers to move into courier and logistics services for large shippers. Carriers now use a 
multiplicity of tools to evaluate, track and secure cargo, manage fleets, and utilize IoT and Mobile Device Management (MDM) 
for on truck real-time telematics. 

If we had a solution that could increase productivity, would that be something that you are interested in? 
 

Discovery Tracks Internet of Things Discovery Track, Security as a Service Discovery Track 

 
Questions to Dig Deeper 
 
1) Have you considered the financial impact that leveraging a private or public cloud environment would have on 
stabilizing your IT spend? 
 
2) Are you using any IoT or Mobile Device Management (MDM) tools for fleet and cargo tracking? 
 
3) Have you considered increasing efficiencies in areas as a way to combat the rising cost of fuel and the demand for 
utilization of alternative sources? 
 
4) What types of BLE, mobile device and RFID tracking have you looked at to reduce theft and secure real-time 
package delivery? 
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5) Have you deployed MDM and IoT functionality? What security measures do you have in place? 
 
6) Have you considered more advanced security for your business to protect you and your customers from breaches, 
fraud and malware attacks? 
 
7) Can you walk me through your process of ensuring that your BCDR plan will meet your SLA in the event of a 
disaster? 
 
8) How would you describe your customers’ experience when calling into your support organization? 
 
9) How are you approaching the new electronic logging requirements from the federal government? 
 
10) If you have complied, what providers are you using to fulfill the electronic logging requirements?" 
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Utilities Industry Pain Points Hardware Procurement 

Historically, utilities prefer to acquire their own physical assets, store all related data in-house, and use internal staff to perform 
associated business processes. Minimizing operational and maintenance costs while maximizing productivity and asset 
utilization is essential. Hardware refresh and procurement is a common challenge faced by many businesses. 

How do you budget for the capital cost associated with infrastructure? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Utilities Industry Pain Point Disaster Avoidance & Critical Uptime 

Avoiding blackouts and ensuring power system reliability is mission-critical for today’s regulated electric, nuclear and other 
power entities. Mistakes can be expensive and damaging to a company’s reputation. Vertical integration creates the flexibility 
and agility needed to respond to changing customer demands and industry standards. When a disaster or outage occurs, it is 
crucial that critical systems and applications are up and running shortly after. Many companies back up data, but rarely have a 
true business continuity and disaster recovery plan in place. 

What is your current business continuity and disaster recovery strategy? 
 

Discovery Tracks Business Continuity and Disaster Recovery Discovery Track 

 

Utilities Industry Pain Point Government Compliance 

Compliance risk is a significant issue. Failure to meet key federal regulations such as NERC/FERC and regional regulations can 
lead to substantial financial and even criminal penalties. Fines can reach $1 million per day in some cases. 

Are you running into issues with meeting security mandates or compliancy standards such as FEDRAMP, FISMA, PCI, etc.? 
 
What security measures are in place to secure customer and company information? 
 
Are your applications and the management of those applications centralized and highly secure? 
 

Discovery Tracks Meeting and Collaboration Discovery Track, Security as a Service Discovery Track 

 

Utilities Industry Pain Point Collaboration & Administration 

Power and utility companies facilitate and administer easy interactions between potential and current customers. A remote 
workforce and device management, both mobile and machine learning IoT, have created additional administration tasks for the 
IT team. 

How are you currently managing your communications? 
 
Would a solution that meets all regulatory needs and offers the flexibility to communicate over multiple channels, including voice, 
email, chat, IM and social media be of interest to your organization? 
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Discovery Tracks Contact Center Discovery Track, Unified Communications and Voice Discovery Track 

 

Utilities Industry Pain Point Data Analytics 

Lack of intelligence capabilities, historical analytics and actionable information hinders strategic decision processes. Need for 
proactive measures to streamline operations and achieve higher efficiency through optimum utilization of resources. Actionable 
information is the key to empowering business leaders to make strategic business decisions. 

How are you collecting and evaluating data and analytics? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

Questions to Dig Deeper 
 
1) Let’s take a look at your infrastructure. Where does the equipment reside? 
 
2) Regarding disaster recovery, how are you handling critical systems and applications? 
 
3) Do you communicate internally and externally via email, chat, SMS or social media? 
 
4) Do you use a BI platform to make critical business decisions? 
 
5) What are your initiatives around IoT? Do you see this technology being important to your business? 
 
6) What are your thoughts around security and the public cloud offerings? 
 
7) Which applications have you identified that you are able to move to the cloud? 
 
8) How are you protecting your intellectual property with your mobile workforce? 
 
9) With the sophistication of a new era of cyber criminals, what initiatives are you working on to ensure that your 
company will be protected? 
 
10) What new technologies are you exploring to improve your company’s efficiency?" 
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Waste Management Industry Pain Point Aging Workforce 

The average age of employees in the waste management industry is 35. Millennials are not applying for waste management 
jobs. Lack of innovation due to aging staff. We hear from other waste management companies that hiring millennials is a 
challenge. 

What steps are you taking to attract a younger workforce? 
 

Discovery Tracks Contact Center Discovery Track, Internet of Things Discovery Track, Unified 
Communications and Voice Discovery Track, Virtual Desktop Discovery Track 

 

Waste Management Industry Pain Point High Capital Costs 

Waste collectors use specific trucks and equipment. Land and site preparation requirements lead to a high initial cost for landfill 
operators. Waste management companies generally have high debt, exposing them to interest rate changes. Waste 
management companies are driven by CAPEX, whether it is due to equipment, disposal sites and energy from waste sites. 

Have you considered that a move to the cloud will help free up budget to invest in new technology? 
 

Discovery Tracks Cloud Infrastructure Discovery Track 

 

Waste Management Industry Pain Point Managing/Maintaining Equipment & Inventory 

Waste management has made massive CAPEX investments in equipment. Maintaining trucks, facilities, tires, etc. is a complex 
job. Software is used to help manage equipment and inventory. Keeping costs down is crucial. It is critical for waste 
management companies to keep their CAPEX investment healthy. 

What inventory management software have you implemented to track this? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Waste Management Industry Pain Point Profitability 

Waste management companies face stiff competition winning contracts for counties and municipalities. Companies also face 
competition when competing for private customers. Fewer resources are used for private customers and more waste is picked 
up. Margins are very thin. Technology is often a differentiator. Winning private customer accounts can require intense 
competition. 

How are you using technology to show value and set your products and services apart? 
 

Discovery Tracks Cloud Infrastructure Discovery Track, Software Defined Wide Area Network Discovery 
Track 

 

Waste Management Industry Pain Point Customer Service Center 
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Due to competitive pressure, customer service centers need to be very responsive to differentiate in a competitive marketplace. 
Accessibility of company information, spend, locations, etc. is paramount. Waste management companies need sophisticated 
technology to maximize the customer service experience and provide employees with accurate information to quickly service 
their clients. 

How are you addressing this in your business? 
 

Discovery Tracks Contact Center Discovery Track 

 

Waste Management Industry Pain Point Technological Sophistication 

New technology helps waste management companies plot efficient routes and GPS tracks equipment movements. Technology 
is also used to sort, process, inventory and sell plastic and rubber commodities. The latest technology is now used to design 
new landfills. IoT provides critical productivity information on truck weight, time and routes. It also offers revenue generating 
opportunities like IoT for methane readers that turn methane into energy. 

If we had a solution that could increase productivity and keep costs down, would that be something that you are interested in? 
 

Discovery Tracks Internet of Things Discovery Track 

 

Waste Management Industry Pain Point Mobile Workforce 

The sales force in the field and remote workers on landfill sites need access to internal corporate systems. Securing company 
and client intellectual property on mobile devices, while still enabling the end-users to function, can be challenging for the most 
robust IT teams. Increases in Bring Your Own Device (BYOD) further complicate the issue. A large portion of your workforce is 
mobile. Accessing internal corporate systems is a key part of their jobs. 

If an employee loses a mobile device, how can you protect your company and clients’ intellectual property? 
 

Discovery Tracks Microsoft Services Discovery Track 

 

Waste Management Industry Pain Point IT Asset Management 

Waste management companies must track thousands of assets. Asset management at this scale can be a burden to any IT 
organization. Adoption of IoT devices is growing at a fast pace. Tracking thousands of assets is a critical job, and with the 
growing number of IoT devices, it can be a burden to IT staff. Many organizations need assistance in deploying and supporting 
IT. 

Have you considered working with a third party? 
 

Discovery Tracks Internet of Things Discovery Track 

 
Questions to Dig Deeper 
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1) Are you concerned that millennials are not joining your workforce? Are you building technology to help attract a 
younger workforce? 
 
2) Have you considered moving applications to the cloud to create a more predictable budget? 
 
3) Understanding that this is a critical component of your business, have you considered moving applications to the 
cloud to make sure they are secure and have the appropriate resources to be fully available? 
 
4) What are you doing with technology to differentiate yourself from the competition? 
 
5) How are you measuring your clients’ experience with your support organization? How would you like to improve 
your customer service experience? Are you investing in call center technology? 
 
6) How are you leveraging mobile technology for your business? 
 
7) How much are you investing in IoT? Have you realized tangible efficiencies from IoT? 
 
8) What network providers are you working with? 
 
9) Have you explored or are you using a virtual desk environment? How are you ensuring that your clients’ data is 
secure with your mobile workforce? 
 
10) How are you tracking your IT assets and protecting your CAPEX investment on them?" 
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