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Versaterm Turns 30

It is hard to believe, the time has gone by so fast. At 30 years, Versaterm
continues to advance our products keeping our customers leading edge
while adding a few more every year. And, after 30 years, | find myself
enjoying semi-retirement and now get to do just the “fun” things that | enjoy.
One of those “fun” things is being retrospective, which leads me to the real
topic for this issue: Why has Versaterm not only survived but thrived for 30
years when most of the competitors have disappeared? In point of fact, only
two of our competitors today were even in the Public Safety software
business in the late 70s and early 80s (and one of those is rarely seen
actively competing today). So, why has Versaterm succeeded when so
many others didn’t?

Upon examination, the pattern of what appeared as the high fliers dropping
out is not unique to the public safety software business. | compared the
Fortune Top 100 company lists in 1977 and in 2007 and found that more
than 30 of the 1977 Top 100 largest companies no longer exist today! In
fact, only 27 of the 1977 Top 100 are still on the 2007 Top 100. Even more
disturbing is that the casualty rate is actually from the financially strongest
100 companies in North America in 1977! In 1977, the public safety
software market was still very young so very few of our competitors could
have been called “financially strong”. In reviewing “who is no longer there”, |
noted that a lot of steel companies and manufacturers dropped off or
disappeared from the Top 100. They were replaced by financial
organizations (24), health care and drug firms (12), retail and food (10)
(Walmart is #1), high tech (8) (with Microsoft, Dell, Cisco and Oracle) and
entertainment (5) (Comcast, Disney, etc.). The 1977 list had none of these
categories reflected in the top 100 so the change can be attributed to a
change in demographics, changing technologies, alternate uses for
disposable income and foreign competition — all of this took a toll on the
Fortune 100 of 1977.

In the early 90’s, the Public Safety software sector saw a fair amount of
upheaval when the breakup of AT&T into 7 regional “baby Bells” led to a
frenzy of acquisitions as these regional Telcos purchased many of “our”
competitors to, we believe, extend their communications and 911 into
policeffire related software offerings. Given that none of the Telcos sell a
product today, it's quite clear that this strategy didn’t work out (most were
dumped or divisions sold to other competitors as the market consolidated).
One of the critical reasons for the failure was the technical “sea shift” that
occurred during the mid to late nineties. The technical transition to Microsoft
Windows and a graphical user interface (GUI) coupled with the demise of
most of the proprietary mini-computer manufacturers during the mid 90’s
(DEC, Data General, AT&T, Prime, etc.) effectively wrote off the competitors’
investment to-date and required massive re-investment to even stay in the
game (probably why the Telcos got rid of their public safety software
divisions when they did). Wisely, Versaterm had never let our systems get
stale and had already migrated to “open systems” and portable development
languages in 1987 - so these obsolescence challenges had little effect on
our software investment and we could keep building on the solid foundation
instead of having to start all over.
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But the real secret of our success, we believe, is our support and expert services we offer. Even more important than our
software, our people make the difference. And the results speak for themselves: we have not lost a customer since 1987!
Our customer focus has resulted in the fantastic feedback and good ideas over the years that are built into the Versadex
software — a culmination of best practices available to all. It's the level of support and service that leads directly to the
usability and functionality that our software provides today. The customer focus, support and service quality that our
customers value so highly comes from the fact that the majority of our front line staff have been working with our customers
and our software for many, many years (more than 25 years in several instances). That depth of knowledge and familiarity,
not just with the software but with the public safety “business” processes, and with the specific implementation of each
customer, is what equips our veteran support and service staff to excel at what they do. Versaterm selects employees for
their interpersonal skills as much as for their technical strengths. Then we treat them right, invest in them and most
importantly, we retain them so we provide continuity throughout the project and over the years.

A real difference with Versaterm, from others, is our project methodology where we fundamentally understand that we are
only successful if our customer is successful. As a result, we staff our projects ensuring continuity throughout — we don’t
use different teams for different stages of the project. Our unique approach to contracting where we mutually define and
refine the project, before contract, ensures that achievable goals are set and risk is mitigated — all is known “up front”. With
our customers, we craft a strategic implementation plan, not a system delivery plan. Unlike our competitors who simply
train on the software, we help our customers re-engineer so they achieve the maximum results (because we have the
expertise). Our depth of experience, with a variety of customers, allows Versaterm implementation staff to understand how
our new clients work and help them adjust their processes and configure the software to get the most benefit from the new
systems at a manageable level of risk — we bring best practices from all over. Our commitment never wavers and because
your success is critical, we always propose the level of effort required to assure that such success is achieved.

We also avoid the “offshore call center” approach to support that so many companies use today. Our support people are
developers and understand and can trouble shoot reported problems and answer questions usually at the first contact. We
organize our support response to provide the highest level of service — we ensure that we have multiple people who have
intimate familiarity with the customers divided in geographic regions. These support/developers are also implementers and
perform upgrades as well — they have a wealth of knowledge and their experience and regular customer contact makes
them better developers. Continuity, technical breadth and familiarity of our support staff are what allows us to achieve
superlative support. Our advantage begins and ends with our people. Our competitors have sales people who tell a story -
we have “delivery people” who understand and appreciate commitment.

And we do have a great software product as welll A major strength is that we supply a complete suite of public safety
software, not just CAD or an RMS but completely integrated CAD, RMS, Message Switch, Mobile/MDT, Field Reporting,
Crime and Operational analysis components, Major Case Management as well the administrative components for
personnel, fleet management, officer scheduling, inventory and time keeping, all required by a 7x24 operation. That means
that we can support and coordinate all of these components and interfaces on behalf of our customers, allow for
evolutionary upgrades with our releases and never leave our customers stuck between two or more suppliers (pointing
fingers at each other when things go wrong). Our customers often refer to this (figuratively speaking) as “one neck to
choke” because it provides true integration and avoids interface problems down the road. Our philosophy is that you can
get anything to work once but success is achieved when you can afford to advance and operate it year after year. The
RMS, for example, is more than the traditional administrative RMS offered by many others in our market space — the
Versadex RMS is an operational information management system and, coupled with CAD and the Mobile Workstation
components, provides a complete operational “system”.

Versaterm products have been supplied with “evergreen” support since 1987 that delivers an upgraded release of each
software product each year. Thus, when the Y2K pressures and the myriad of technology shifts hit during the late 90s,
most of our competitors’ customers had to acquire totally new systems. But Versaterm customers received upgraded
releases that allowed them to take advantage of the new features and avoid being stuck with obsolete hardware and
software. The “evergreen” support covered it all. Our first Versadex customer, operational in January 1988, runs the most
up to do date release of Versadex software today as part of 20 years of annual “evergreen” support!

All too often, people believe that a system is made up of a particular technology (an operating system or a database) but a
real “system” is made up of a solid architecture that has proven it can evolve, not necessarily committed to the latest “flavor
of the day” but across technology generations, and with a team behind it that can ensure its longevity. Versadex releases
reflect priority changes from customers, a few from new customers (new ideas), from external sources, new server or
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desktop technology and new functionality required or desired by our customers to extend the overall Versadex capability
and utility. And, about every seven years, Versaterm renews the technology and “look and feel” of the Versadex product
suite to assure that the products continue to be modern and state of the art. Versaterm also convenes a periodic meeting
of our Future Directions Advisory committee to try to surface what the priorities and expectations will be from the systems
in 3 to 5 years. Previous meetings have resulted in the VCAP data warehouse and the Cognos Business Intelligence tools
for crime and operational analysis and the myVersadex capability to “push” information of particular interest to police
managers and users when they sign on.

The Versaterm business philosophy differs from the traditional company. Versaterm management and staff are also very
aware of how easy it is for a company to over commit beyond its resources and see implementation projects and support
suffer as a result. We have no intention of global domination! We only take on new customers if we have the resources to
be able to give it 100% (and then some). As a result, unfortunately we will no-bid a potential opportunity and, even in a few
cases, have had to turn down a prospect eager to buy our systems. Our reputation is to under-promise and over-deliver
and we can’t simply hire people off the street who can deliver the expertise and subject matter knowledge required (and
expected). We only put people in front of a customer who can actually help. Public safety is a different business and
requires a different approach. We believe we have one and a recipe that works.

That summarizes why | believe that Versaterm has enjoyed a 30 year career of success, and why | expect that the same
philosophy will assure another 30 thriving years for the company. And, in another 30 years, Warren will actually be slightly
older than | am now. Fancy that.
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