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PAST
When we look back at the history of our website otctools.com, we would define the “Primary Purpose” of the websites is:  to provide SPX distributors, sales agencies and consumers  

with an electronic means of communicating product technical and commercial information.
Additionally, we wanted users to interact with the site and engage in product tutorial training, file downloading, equipment updating and electronic registration of promotional campaigns (rebates, coupons, spiffs etc.)   Some of this information could then be collected to do “data mining” of for future marketing endeavors.  (Data mining being the repurposing of e-mail and address information to do mailings and e-mail blasts etc.)   In short, our website is a location that we are providing our distributors, customers, sales and staff to get information on our many products and services.  In the year 2000 we averaged between 12,500 and 14,900 hits per month.
Early in 2004, an effort was put forth to evaluate what could be done to improve the website.  Input was taken from management and staff.  Product managers were consulted and gave specific feedback to improve the website’s functionality and usability.  Several key initiatives were defined.  The following is a list of these goals and objectives:

- Provide a Home Page that is graphically appealing and User Friendly, where users can instantly find the topic of interest with a minimal amount of clicks.

- Provide a “password protected” element of the web site specifically designed for sales reps, key distributors, employees etc, where confidential product, technical, and commercial information can be accessed by users.  These would include:
- Product / Marketing PowerPoint presentations

- BAAN enabled order, delivery, product availability status

- Transactional forms, policy manuals, technical manuals
- Coupon and Warranty electronic registration

- Pricing information and updates and promotion transactions

- “Where to Buy” up to date, distributor listings and information including links to specific national customer websites

- Use of the OTC website as part of an integrated marketing communication strategy whereby quarterly advertising and promotion campaigns are “Live” on the website guiding the consumer from the ad to the promotion – to the link on the web.

- Consolidate databases (at the time it was just OTC and Robinair)

- Develop an e-Commerce module, initiate excess and obsolete product sales on the web

- New and updated “streaming training/marketing/informational video on the web

PRESENT
As of the end of June 2005 we are averaging 51,000 hits per month.  This is a growth rate of almost 400 % in the past 5 years.  The website, otctools.com, has grown to also encompass satellite sites such as robinair.com, genisys.com, nemisys.com and solarity.com.  These satellite sites are for major branded products.  These sites could become full blown sites, in and of themselves, but at this time, exist only as links off the main site.  The domain names have been registered and are renewed yearly to provide for future growth.

The main source for traffic on the otctools.com site comes from the searches people are doing of our catalog.  They are trying to find out information on our products and seek information on distribution channels.  We also have feedback forms in several areas of the website that allow consumers to get even more customized help via e-mail links to our tech support and customer service departments.

Another wide use of the site is for warehouse distributors and others to download images both high and low resolution for use in advertising and marketing.  Many users are redirected to the main site through the robinair.com, genisysotc.com, solarityotc.com and nemisysotc.com.  We have training modules and up-to-date new product videos available to inform our users of the latest products developed by SPX OTC.  
As of July, 2005 the goals and objective mentioned in the previous section that have been or will be completed in fiscal year 2005 are outlined in red below. 
- Provide a Home Page that is graphically appealing and User Friendly, where users can instantly find the topic of interest with a minimal amount of clicks.

- Provide a “password protected” element of the web site specifically designed for sales reps, key distributors, employees etc, where confidential product, technical, and commercial information can be accessed by users.  These would include:

- Product / Marketing PowerPoint presentations

- BAAN enabled order, delivery, product availability status

- Transactional forms, policy manuals, technical manuals

- Coupon and Warranty electronic registration

- Pricing information and updates and promotion transactions

- “Where to Buy” up to date, distributor listings and information including links to specific national customer websites

- Use of the OTC website as part of an integrated marketing communication strategy whereby quarterly advertising and promotion campaigns are “Live” on the website guiding the consumer from the ad to the promotion – to the link on the web.

- Consolidate databases (at the time it was just OTC and Robinair)

- Develop an e-Commerce module, initiate excess and obsolete product sales on the web

- New and updated “streaming training/marketing/informational video on the web

FUTURE
The estimated number of people on-line today is about 888 million users and is expected to exceed 1 billion by year end of 2005.  This accounts for about 1/6 of the world’s population.  Advertisers are stepping up to the plate and spending between 12.3 and 14.7 billion dollars for on-line ad marketing.  Even though e-commerce is currently at 2.42 billion (much less than on-line advertising) it is up 28% over a year ago.  I think we can all see the potential.

Now, and into the future, the word is bandwidth.  Bandwidth, being defined as: “the data rate or

capacity - the amount of data that is, or can be, sent through a given communications circuit per second.”  The growing availability of internet bandwidth provides us the opportunity to provide greater content and services faster.  Basically, it allows us to deliver video faster and better over the computer, and especially cell phones, and PDA’s.
As the bandwidth available increases and the ability to connect to the internet through hardwire connections and especially wireless connections the desire for “on-demand” services and collaborative access to “experts” will drive organizations to provide those services to their markets, partners, customers, and workforce. 

Growing Industry Themes
More partnering to deliver services that add value to customer/channel service offering:

· Training

· Technical tips/support

· Interfaces with customer/channel transaction system to streamline supply chain 

· Product pricing and order status applications

· Ways to leverage vendor systems to support customer needs:

· Common content with specific branding for customer 

· Direct access to vendor e-services such as inventory levels, shipment status and tracking

Voice Over Internet Protocol (VOIP) this dramatic growth allows us to deliver content to:
· Video to phone / PDA’s
· Instruction guides/help

· Procedure guides 

· KIOSK application 
Live meetings provide opportunities for collaboration and training sessions VOIP allows us to: 
· Talk to a live person directly from a web site

· Do more training and support

· Provide sales support information
· Capitalize on the synergies of interactive business not realized in one way training like CD/DVD and streaming
Instant messaging as a support tool

· Technology available to provide direct access to support personal through instant messaging from web site

· Instant messaging is fast becoming a common communication medium for many people

· E-Commerce 

· Growing acceptance/trust of e-commerce

· Growing demand of accessing goods and services from remote distances 

· Geographic location does not limit the market you can sell to anymore

· High-speed connections are available in many remote area’s 

· Used for education, communication and commerce purposes


· Mobility

· Integration of internet capabilities over cell phones and PDA’s will enable users to access Wireless Application Protocol (WAP) enabled applications through these devices

· Most common uses will be to send direct marketing material to would-be shoppers that link to order entry screens for e-commerce.

· Business-to-workforce applications like e-mail, reporting applications (i.e. customer order status, etc), and transaction systems where they need to take timely action on an event that is occurring. 

· Wireless connectivity is becoming available across wide geographic areas

CONCLUSION
There is no doubt the internet is here to stay.  This being the case, we should proceed forward by treating it with more emphasis on marketing and communication of vital information that drives our business goals.  
Do we wish to move forward with an e-commerce initiative?  We certainly have the technical ability to do this.  The questions are what products, pricing structure, targeted markets do we select?  Let us not forget the possible political ramifications with our customers because of the way we do business through the channel marketing.

It is the contention of the writer of this paper, that the computer is fast becoming our main source for gathering information.  What the television was in the 50’s to the new millennium, the computer is becoming.  Because of the compact nature of the devices by which we can access the internet, and the advent of wireless technologies, it is now possible to access this powerful tool most anywhere.
The term “on demand” must be the mindset of the future.  Our fast-paced world and our on-the-go lifestyles, force us to get the information we need to do our work or play as soon as possible.  The ability to get this information immediately is something we are just coming to expect in our society.  Instant gratification and access to information is made even more convenient because of the emerging technologies that allow us to deliver content to the cell phone and the PDA/phone devices through wireless technologies.  When it comes to the access of information, we can get what we want, when we want, and wherever we are.  This attitude is fast becoming the norm.  

One of the main website initiatives this writer feels we should consider is producing content and repurposing it to be accessed from our website either directly at a computer terminal, on a PDA or on a cell phone. 
As more an more people use computers and the internet, and less and less people are intimidated by them, the need for us, as a society, to communicate wherever we are will be the driving force behind any communication strategy using the internet.  The otctools.com website could be the backbone of this strategy if we choose to make it.
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