Magnificent Seven

Temisoft started off
eleven years ago by an
Armenian  emigrant
computer programmer
and his wife.

Kevork and Denise
Temisgian still run the
show. But they now
have five more geeks to
help them develop and
drive their thriving ser-
vice orientated busi-
ness.

From day one,

Temisoft (the Temi from Temisgian and soft from software) set itself apart from
other software developers, through Kevork’s insistence on working in partner-
ship with his clients.

“From my background in call centre management and helpdesk software,
I knew how to write software. But what good is software that fails to meet a
business need? Our clients have a relationship with us based on confidence.
They tell us about their business, and their goals and aspirations. And we set
out to help them make their dreams come true,” Kevork said.

Kevork says his team is “nothing short of fantastic” but also “often a bit
whacky”.

Leigh Denmeade is in charge of training and support. For Leigh, a job isn’t
done until she feels the customer is 100% happy. She has written all the
Temisoft training manuals and developed the unique online training program
which allows her to work with clients remotely on their own screens.

“Every business needs a Geli Nicholas” Kevork said. “Someone who not only
knows enough but is gutsy enough to take over when the boss is unavailable.”

Geli, whose background is in service management, is Temisoft’s senior ana-
lyst and programmer.

Pat Recabarren, well known to pest management industry conference atten-
dees, handles bar coding development and also thefront end look and feel of
ServicePRO.Connect on hand held devices. He also works on the ongoing devel-

opment of ServicePRO Report Writer.

In his role, Pat works closely with Brian Su who does the writing, develop-
ment and testing of all core hand held programming.

A more recent addition to the team, specifically to work on program writing
for ServicePRO.Connect, is programmer, Glen Thomas who joined Temisoft in

March.

“And then, of course, there’s Denise, who not only makes sure everyone gets
paid but also keeps us on our toes ... the boss behind the boss.”

<] Thanks largely to pest manager

involvement and feéedback, ServicePRO
has continued to evolve and expand.

Making the connection

“What people in the pest manage-
ment industry really want now is to
drive and manage their business and
access information from wherever they
are at any time,” Kevork Temisgian said.

“We've seen fantastic improve-
ments in the power and performance
of communication technology, espe-
cially wireless technology, making it
possible to be in touch with staff and
customers from virtually anywhere.

“We've also seen improved
Internet or web based technologies

giving people access to information of
all types at the click of a mouse or
enter key.

“On top of that, the capacity and
functionality of hand-held devices,
laptops and mobile telephones, has
also expanded, to the point where
everyone can virtually walk around
with a PC in their pocket.”

Two years ago, Kevork and his team
realised their big challenge was to har-
ness all these advances and match them
up with ServicePRO’s functionality.

“More and more pest managers
were telling us they no longer wanted
to have to keep returning to their
offices to download and process data,”
he said.
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Service personified (L to R):

Temisoft’s Kevork Temisgian with the rest
of the Temisoft team - Leigh Denmeade,
Brian Su, Geli Nicholas, Denise Temisgian,
Glen Thomas and Pat Recabarren.

“Neither did they want to have to
return to base to check on what jobs
were coming up; or to fire off an
invoice or quote to a satisfied cus-
tomer; or even to print out or email an
inspection report.

“They knew they had all the infor-
mation in their database. They also
knew that, providing they could get in
front of their office computer, they
were just a mouse click away from
adding to or adjusting their job sched-
ules, or checking on a customer’s
inspection or treatment records.

“But why couldn’t this be done
remotely?

“And for the owners of larger and
expanding businesses — especially
those with multiple offices or fran-
chised operations — the challenge was
accessing every part of their business
as and when they wanted and needed
it, without having to wait for reports
to be emailed or downloaded,” Kevork
said.

“One business owner told me, ‘I
want my mob out there making
money, for themselves and me. I don’t
want them having to spend time in the
office to give me their latest updates.”

Other pest managers have also
told Kevork they have plans to
expand and they need a system
they can easily adjust to meet their
evolving needs.

They want to be masters of, not
slaves to, their computer and commu-
nication systems. And they don’t want
to hear, “Oh, sorry’. Youre going to
have to invest in a whole new
upgraded system.”



Doable? Done!

“We knew all these requests were
not just reasonable but doable”,
Kevork said.

“But to provide full functionality
we knew we would have to move away
from the traditional closed network or
closed office approach — the way
software has traditionally been writ-
ten and developed — and really open
things up.”

“This is why Temisoft decided two
years ago to bite the bullet and lead
the way in embracing and exploiting
the new age ‘Service Oriented
Architecture’ (SOA).”

The big news is that ServicePRO
Version 6, which will become better
known as ServicePRO.Connect, is
about to launch as the first of its type
using the new SOA (see separate story
page 22).

Through SOA, all users can access
their databases through their normal
PCs or handhelds or through the web.

And, using SOA, they can access
or enable access to other third party
SOA compliant products.

“Providing you meet the rules of
engagement, an SOA based system
will give you exactly what you want,
no more and no less, when you want
it, and how you want it,” Kevork said.

“Within ServicePRO.Connect, we
provide those rules of engagement
(computer-speak for ‘Do I know you
and trust you? Where are you from?
Where are you now? What are you
working on? OK, prove it. Good.
Thank you. Now, what do you want?
How would you like that? With fries?
OK, here it is),” he said.

These device-to-device discussions
and rules checking, which only take
milliseconds, can take place within an
office, between desktops or laptops
and the master database, or out on
the road using a wireless or plug-in
connection.

The power to do all this and deliv-
er what the pest manager wants and
needs comes from the way the
Temisoft team has designed and built
what Kevork describes as a “web ser-
vice” which acts as a gate keeper and
interpreter.

The web service checks off the
bona fides of each operator, confirms
what is allowed to be transmitted and
accessed, and makes sense of what is
being asked for or sent. It then works
in with the central computer’s data-
base and application services (func-
tional programs) to select what’s
required, makes necessary changes or
additions, and then relays it all back,

in a twinkling, to the operator’s com-
puter or hand-held device.

“The beauty of how we managed
this is that each of our clients can tell
us how much connectivity and func-
tionality they require, so they only
buy what they really need at the
time,” Kevork said.

“If their needs change, for
instance: if they put on another two
technicians or start taking on pest
management which requires a lot of
bait station monitoring, or decide they
want to be able to download inspec-
tion reports and photos from the field,
or they establish another branch
office, or want to centralise and auto-
mate all their backups, we simply
make the adjustments, on the spot, in
a matter of minutes ... that simple.”

Security paramount

Many people wonder if they are
using a system which relies on the
internet, used by and open to millions
of people every minute of the day, how
secure will my data be from access by
those I don’t trust?

“Importantly, we have systems,
much the same as banks using inter-
net banking, which only allow those
with explicit permissions to log on
and get in. With safeguards such as
encryption and password protection,
using ServicePRO.Connect is at
least as safe as internet banking,”
Kevork said.

“For those authorised to get in,
we have, of course built in levels of
access, depending on what different
team members require to do their
job. This not only further boosts
security but also means people don’t
and can’t get bogged down with
information they don’t need or aren’t
entitled to.

“And as we continue to fine tune
ServicePRO.Connect updates are
handled and installed automatically.
There is no more waiting for an
update CD to arrive in the mail and
then having to install on each machine.”

Kevork said the new ServicePRO.
Connect carries substantial benefits
over and above its “from anywhere to
anywhere” connectivity.

Go for growth

“For all our existing customers the
look and feel and all the functionality
they have come to expect is still there.
It is just that we can now take them to
new heights, if they want or need to,”
he said.

“If they want to expand we have
made it exceptionally easy. There are

no limits on what they can do with
their information. And there are no
limits on where they can go with it.
But if they are happy where they are
that’s fine too. We will continue to pro-
vide the same levels of personal sup-
port and input into their business.
That’s the way we are.”

Another important element
supporting ServicePRO.Connect is
training.

“There is no point in a pest man-
agement business taking on our soft-
ware and then just sitting and looking
at it and wondering what to do next,”
Kevork said.

“We have invested heavily in
training and developing a whole new
set of training manuals and tutorials
to complement our on-site and online
(hand holding) one-on-one training
programs. In fact, you cannot buy
our software without all the initial
training,” he said.

“After all, ServicePRO.Connect is
all about making business manage-
ment easier, faster and more efficient.
Our clients only make money if they
are out there doing or selling treat-
ments and inspections. Our business
is about helping them maximise the
value of that time.” ]

7

K

WITH THE NEW

EPS BAIT MONITORS

With new aggregation dusts available,
what better opportunity than to buy
reasonable bait stations.

The new EPS Nesters can be installed by
a pest management technician or

by the homeowner.
p_ (07) 33499274
\e_ krystal@pssst.com.au
% W_ www.pssst.com.au
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