What End Users Should

Reasonably Expect
By: Robert D. Grossman

Despite the best of irntions, there
is often a “disconnect” between t
people who esign, manufacture
distribute, sell, and install electror
sewrity products, and those wt
specify, puchase and use them.
someone who has spent roug
equal amounts of time on both sic
of the chasm, | will do my best
help bridge that gap by way of tt
column

At one point in a conversation,
these two groups try to corro-
gether, you will uually hear a phras
such as, “I don't know if I'm askin
too much” or “If it's not unreasn-
able ...” While it is important tos-
sert yourself and protect the intere
of your organiation, we are als
aware of the need for a “w-win”
solution to our problerso we're no
written off as a pest by the people
deal with. In this spirit, | have s
some common ground in this fii
column by defining some expa-
tions folks on either side of thd-
vide can reasonably agree ug

What Is and Is Not Reasonable

Reasonable: The product shoul
work as specified. This means ev
feature promised in a manual, si-
fication sheet or other form of writte
documentation— even the back of
napkin or an -mail messag—
should perform as adrtised. You
have the right 1 test each and eve
software feature, separately aii-
multaneously, and expect them
censistently do what you need the
to.

Unreasonabl¢ Verbal primises.
Come on, we're all jofessionals. I
there’s a critical component to yc
system, or a key feere you are lok-
ing for, make sure to get it in \ting.
Understand this may mean you hi
to document it yorself and attach
to the order. If you are promis
“lifetime free software upgrades
make sure you know whose lifetir
you are talking about. you are
promised the release of the prod
you'll be getting will wash your wn-
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dows, and clean windows are inr-
tant to you, make sure it's cu-
mentec

Reasonabl¢If you buy muliple
products, they should all work. V
all know there can be issues w
product reliability from all manuc-
turers, prticularly with cuttin¢-edge
product lines. Nonetheless, y
shouldn’t sign off on a system ur
100 percent of it is up and runni
for a specified time period, usua
30 days. If this isn’t possible, ins
there be spares on site during
burr-in period, at no expense to 'y

Unreasonabl¢ Things fail, anc
most products come with “depc
service type warnties. This mean:
unless you have a service conttr:
no one is going to visit you to repla
your product free of charge durit
the warranty period. You shoulx-
pect to pull the product, box it u
ship it to the repair center and wa
reasonable period for the repair
unit. If it is so critical that you can
live without it for a week or twc
corsider purchasing a spare or r-
vice cntract

Reasonabl¢ If you have qus-
tions, concerns, or problems w
your system or any individual fd-
ucts, you should be able to ¢
someone for help. Sometimes, t
gets complicated as we move tce-
grated shsystems from multipl
manufacturers, but it is imrtant to
remember that isn’t your problel
You were promised a working s-
tem, and it's not your job to make
that way. It may not happen on yc
first call, but there should be a po
where cimpaniesstop pointing the
finger at each other and start solv
your problem. Integration isn’t ju
about the products; it also means
technical support groups should wc
together as we

Unreasonabl¢ Don't expect ee-
ryone to immediately jump on ¢
airplane and come to your resc
whenever there’s a problem. Befc
they will send someone to help, y
will need to do your part. Be e-
pared to perform the troubleshooti
steps they ask for and get bacl
them with the answers. Give the
time to get the riht peaple involved.
It's difficult anticipating every poi-

ble appication and environment
which a product may be used, ¢
sometimes, they trulyaven't seer
that problem befor

Everyone Wants a Little
Satisfaction

The common theme here is tha
the end of the day, eryone is afte
the same thing. Customer satisfact
is critical to the longevity of evetr
manufacturer and integrator, and
customer wants to be impossible
satisfy. Remmber, even after the b
is paid, your status as a “rrence
account” is extremely valuabli
When folks do right by you, be voc
about it

But if all else fails, in the upm-
ing months we’ll look at some ste-
gies for escalating the issues
making sure your voice is heard, Ic
and clear
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