[image: image1.emf]Phoenix

Future Shop iYogi Best Buy (Geek Squad)

Fully support Windows XP / Fully support Linux 39.00

119.99

Windows Vista / Vista conversion to XP or Linux 39.00

119.99

Operating system install / uninstall / reinstall / performance tuning 39.00

249.00

Multimedia, Windows Media Center, Streaming Audio and Video 39.00

Microsoft Word and Excel 39.00

Virus and Malware prevention and recovery 39.00

49.99 129.00

39.00

39.00

44.99 149.00

Gaming system support  39.00

19.99 149.00

Software support 39.00

Network Storage

29.99

Computer Setup 65.00

79.99 129.00

In-home router setup

99.99 149.00

Home server setup

99.99

Software installation per title 39.00

29.99 129.00

Digital camera installation

29.99

Tuneups and cleaning 49.00

44.99 129.00

Harddrive installation

44.99

Data transfer

79.99 100.00

Data backup 49.00

79.99 60.00

Training on PC - 30 minutes 49.50

49.99 64.50

Unlimited support for 1 year, 24x7

119.99

Windows Server Setup and installation

220.00 99.00

Windows/MS Exchange or SB Server diagnose and repair

180.00

Microsoft Exchange or Small Business server

396.00

Managed Services

1,999.00

Hardware installation

149.00

Onsite estimate 25.00

129.00

online data backup 24.95

79.00

Diagnose Hard drive, Motherboard, Video Card, Sound Card, USB and 

Printer problems

Home networking and internet connectivity, i-Tunes, and third party 

hardware
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1. Introduction


This business plan is to serve as a guide for the operational strategy of 4428188 Canada Inc. doing business as “SAGETEA Group” and “Phoenix Technical Support” . The main plan will be implemented by phases and has as its goal the delivery of:

· IT Support;

· Software and;

· Consulting. 

The important factors in this plan are laid out to identify and organize our code of ethics, marketing, sales, technology road map and financial plan. SAGETEA Group is the official new brand and corporate identity representing the next generation Atlantis Technology and Hosted Business Process Management (BPM) technology. SAGETEA itself is the basis of the company product line and its key patent application, now in progress. 

1.1 Introductory Letter

“Yes I can” – Open letter to the organization from the CEO – David Long

“Yes I can”. To me, this is the dividing line between a Phoenix Technical Support agent and anyone else. Gone are the days when rows upon rows of people lined up in cubes at set hours and attempted to solve the unsolvable and prevent the unpreventable. Where does this story begin? In your living room. At Phoenix, we've realized that people are most comfortable and relaxed when they are at home. This is the foundation of our business, and is a big reason why we are here today. The caveat is that we need our people to be the ones who get up each day and say 'Yes I can'. It all comes down to your personal choice:  will I be a success or not?  We are giving you that choice, and it starts and ends with you. So what do I mean exactly?  I mean that how you think about your job or your role at Phoenix entirely predicts the outcome of your success and in many ways, your pay cheque. 

Here's why...

We have changed the model for technical support so that you, the independent agent can reach out to customers in your own way. If you meet someone, and you know they need support for their computer, you can give them your contact information and extension, and that person can contact you directly. All they would need to do is call the main number and push # to get to your extension. By comparison, the majority of today's call center industry has customers randomly connecting with whichever agent is available.  However, for this to happen, it's up to you, the independent agent to have the “Yes I can” attitude which makes you want to give out your extension.

Old way: “No I in team”, New way: “No team in I”. 

If you're working for us, and you're finding that you are staring at your phone waiting for something to happen, and it's not – that is a signal that you need to do something. At other companies, you can show up at a set time and if it's busy you'll get a call, if it's not, you'll sit there for hours at a time, trying to find some way to fill your time until your shift ends. It has been said that the worst thing you can do to someone is to pay them to do nothing. We have ended that possibility – instead it's up to you. So what can you do? Call sales. Hand out your business cards. Listen to everyone around you. Did you know that everyone these days has at least 1 computer? Your business is all around you, if nothing is happening – it's because you need to reach out.  So do it. Of course we'll send calls your way, but you also need to ensure you have calls coming your way. This will make your job better and more interesting.

Perhaps to some, this might seem draconian, harsh, or coldly logical. However, when I used to sit in a cubicle, in between calls – the thing I disliked the most was the feeling that somehow I was wasting my time, that I could be doing more. The problem is that when you get pigeon-holed into being one narrowly defined thing – a tech support agent, guess what?, that is all you are. The world is bigger than that. We've made it bigger for you now, marketing, sales, process, technology, software, programming, creative concepts, new ideas, control, responsibility, all the aspects of basically what anyone would want out of job – you have these in great quantities at Phoenix. But, you need to reach out and use these things yourself, we won't do it all for you.  

Ok, so now what? I like it, I'm in. What do I do? Easy. Read on. Then, do it.

1.2 Executive Summary

The company defines its lines of business  as described by its financial plan's global sales model. 

In general,

· SAGETEA Group promotes, designs and implements innovative initiatives (Phoenix Technical Support)

· SAGETEA Group invents new technology and processes for the benefit of mankind and public interest (Socially Conscious)

· SAGETEA Group is designed to deliver Just In Time sales, meaning that is business has low overhead and is based around brand building.

Specifically,

Channel Sales (B2B/Retail)
VAR relationships for Atlantis Technology

Phoenix Technical Support - Single
Introductory service for new IT support customers only

Phoenix Technical Support – Add on
Wider range up sell services such as back and restore for PC

Atlantis 6 Hosted BPM Services
Rapid deployment light weight solution for SMB management with integrated maintenance

The BPM Store (Products)
e-commerce enabled BPM products and solutions compatible with ITIL and priced for SMB with full scalability to such as IBM / Websphere / Enterprise level

Training
New PC user and business user training sessions for 1-10 people, 2-3 hours per session

Sub Licensing
Joint co-ventures for innovative niche market applications of Atlantis Technology with domain experts

Federal Contracts
RFP response team for 100K+ opportunities to supply staff, technology and services to Canadian Federal Government / MERX

Consulting
Marketing and leveraging internal resources to delivery custom software solutions as well as general consulting projects

Phoenix Virtual IT Department
PC to PC remote support geared towards SMB with integrated services and tools priced for SMB


The company's Atlantis technology and SAGETEA business methodology give it the ability to rapidly absorb and develop business concepts such as marketing and sales assets to produce completed products. The purpose of this technology is to enable Just In Time sales (JITS). JITS has the ability to rapidly assemble a solution for a customer by organizing a network of resources towards a customer delivery. This enables the company to have a flexible sales force and production line that has low overhead when idle. The advantage of this from a financial perspective is that the companies resources do not become a burden during period of low demand while maintaining the ability to meet strong demand when needed. Just In Time sales also depends on being able to act on customer needs quickly while maintaining quality control throughout the delivery. Phoenix Technical Support will use the JITS strategy is based on SAGETEA technology to grow its business.

The sector for the business is retail IT serving the Canadian and US markets. Our competitive advantage is through low operating cost coupled with higher quality value added services for IT. 

1.2.1 How we differentiate our products and services from competitors

Atlantis is based on a unique and innovative methodology known as SAGETEA. The SAGETEA methodology permits rapid application development through a software tool we call SAGETEA Developer. SAGETEA Developer processes customer requirements and quickly translates them into a working software solution based on the customer’s own terminology.

Phoenix Technical Support is a home based business network based on Atlantis Technology and is designed for Just In Time Business.

1.2.2 Legal structure of the company

4428188 Canada Inc. is a Canadian Corporation doing business as SageTea Group and Phoenix Technical Support.

1.2.3 Company operation / start-up status

4428188 Canada Inc. is a start-up. 

The company acquired the right to use the Atlantis Technology from Satellite Forces International Inc. on March 25, 2008. The Atlantis Technology has an associated: United States Patent Application #20070055954.

Phoenix Technical Support was officially announced on April 29, 2008. Phoenix Technical Support has won a deal to provide technical support to Telepath Communications, a customer base of 170 Small Businesses in Montreal, Ottawa and Toronto.

SageTea Group has completed a production version of the new Atlantis 6 web technology to provide hosted Business Process Management solutions. 
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1.2.4 Key people involved in the venture 

The CEO, David Long, has a Bachelor of Science in Computer Mathematics and is a highly experienced consultant and software designer. His management group includes professors from Carleton University, a professional engineer, and experienced consultants and business people from Dell Ottawa.

1.2.5 Financial needs summary

The company is currently seeking $14,990 in its current stage. The money will be used to purchase advertising and to secure the patent application relating to the Atlantis Technology. 

Legal $3000
Allocated to Steve Sprinkle and/or Jim Curran for IP and General Legal / $2000
Macera & Jarzyna 

Licensing agreement (herein / section 8)

Start work on contracts and employment agreements / $1000

Insurance $750
Initial payment of $750 for CGL and Errors and Omissions

Advertising $8000
1 month on CFRA with an option for a second month, or for advertising in other media

Business Cards $400
Up to 4 sets of 250 business cards at a base price of $89 per set

Website $1600
Pay for current web design / concept

Hosting $240
Pay our hosting costs for 6 months for sageteagroup.com and phoenixtechnicalsupport.com

Phone System $1000
Pay costs for Telepath phone system install and initial month

Total is $14,990

This will provide the basis for its new 5 person sales team to commence sales of Phoenix Technical Support. 

In its next stage, the company is seeking $300,000 in funding to expand its independent agent network to 50 new agents by year 2 and position to enter the Canadian National and US consumer market place for technical support and IT services.

1.2.6 Founder(s) investment in the business to date, how was it spent

The founders have spent $20,000 on the business to date. The money was spent on legal fees, contractors, its phone system and designing its website and image.

1.2.7 Summary of projected financial performance. 

Projected gross revenues in year 1 are $500,000 and net profit in the first year of business is projected at 250,000.

1.2.8 Salary summary

The company payroll is prioritized such that contractors and junior staff are paid first and at regular periods in small amounts. The company executive management are paid on an ad hoc basis during the first year of operations. All of the company executives have their own sources of income and do not depend on the company for support. 

1.3 Phoenix Technical Support

A group of young, upstart ex-Dell employees are seizing the day and launching a new company to pick up where DELL left off in Ottawa.

Phoenix Technical Support will offer telephone support for home and small business for Windows XP, Vista, Linux, Vista conversion to XP or Linux, the installation of operating systems and  performance tuning, and much more.

“We know that U.S. consumers value the service that Canadians can offer,” said David Long, Phoenix Technical Support (Founder). “We plan to take advantage of that by giving personal computer retailers the opportunity to continue with high quality technical services.”

Phoenix will start with a group of 5-10 (employees) and expects to grow with demand and access to the well trained personnel available locally.

1.4 Overview


Phoenix Technical Support is a team of experienced professionals ready to help Ottawa’s businesses and their customers with a wide range of after sales support.


Phoenix Technical Support provides a flexible system for agents experienced in call center work environments. The Phoenix system lets agents choose their own working hours; provides a complete work-from-home experience; and is community-based instead of the classic centralized structure typical of standard call centers.  Agents are provided with guidance to help maximize performance and are directed by dynamic management circles which serve to provide the operational structure of the company.  They are also encouraged to bring their own ideas into play and take advantage of their own networks to advance the goals of the company.  


Phoenix is designed to be a relationship-based company where Phoenix agents are free to maintain their relationship with the Phoenix community regardless of their changing employment status with the company.  At Phoenix, we have learned that one of the most valuable assets in business are the relationships that form naturally when talented people interact. This is an asset which defines the way in which Phoenix will do business and is our first commitment to new Phoenix agents.

2. The Team

2.1 Roles and Responsibilities

SAGETEA Group will be organized into by strategic and tactical objectives. Strategic objectives are those that relate to the Angel / Investment Round 2, investor relations and 1-2 year financial plan for the company. Tactical objectives are daily operations of the company and are controlled by 30-day operating plans. The company strategic objectives are based on 12 reports each year and are reviewed by the CEO and president each month. 

2.2 CEO

· Responsible for ensuring all legal requirements are met

· Responsible for the 1 and 2 year financial plans

· Responsible for interfacing with investors and delivery of the Angel / Investment Round 2

· Defines reporting and control mechanisms

· Defines marketing, sales and technical strategy

· Defines HR, Sales, Accounting, QA policies and guidelines

· Document strategic plan

· Sign off on all news releases and public statements

· Set ethical guidelines

· Advocate company products, services and initiatives

· Define training and IT policies

2.3 President

· Responsible for execution of 30 day tactical plans

· Supervise daily operations

· Manage customer issues and escalate where needed

· Ensure daily operations run within guidelines for financial performance

· Ensure sales force is on time and prepared for daily meetings

· Report 30 day results – balance sheet, sales and any issues to CEO

2.4 Treasurer

· Maintain permanent financial records

· Ensure all company time and expenses are tracked under numbered projects

· Monthly payroll and deductions

· Report monthly balance sheet and cash flow statements to President

2.5 Scientific Advisors

· Ensure best practices are followed for R&D activities

· Coordinate funding initiatives with Precarn, NRC and others

2.6 Sales Manager

· Ensure team sales targets are met

· Ensure integrity of sales

· Design and manage sales plan

· Coordinate sales strategy with CEO and management team

· Report weekly results to President and CEO 

The initial people involved in managing the new company are as follows:

· David Long, CEO / Director (david.long@sageteagroup.com)

· Peter Brown, President (peter.brown@sageteagroup.com)

· Debbie Brown, Book keeping / payroll (billing@sageteagroup.com)

· Scott Bareham, Sales Manager (mobilescott@gmail.com)

2.7 Operations Team

· Sasa Prokic - Software Development (sasa@sageteagroup.com)

· Musse Duale – Software Development 

· Vicki Weichenthal – Process and Financial Modeling (vweichenthal@xplornet.com)

2.8 Sales Team


David Long


Scott Bareham (Dell / Top Sales agent Ubuntu team)

Robert Scott
Daniel Thompson
Srol Riden 

2.9 Legal & Financial Advisors

· General Legal Council – Jim Curran / Tierney Stauffer, LLP

· Intellectual Property

· Licensing – Barry Hutsel (Macera & Jarzyna)

· Patents – Steve Sprinkle / Ary Akmal (Sprinkle IP Law Group)

· Financial Advisor

· Steve Ernst - Converge Financial

2.10 Press Releases

· Sylive Powell - MédiaLane Communications Inc.

2.11 Scientific Advisory Board

The SAGETEA Group Scientific Advisory Board is an ad hoc group that meets as needed in order to provide key oversight and direction for R&D initiatives. 

General Scientific Advisor

Dr. Aly Sherif

· Research advisor for the Surface temperature Road Analysis Model (STRAM) weather prediction advanced prototype

· Funding coordinator for NRC

· Scientific oversight 

Associate Engineering Advisor

Satheejan Gugananthan

· Process engineering for STRAM

· Research associate

Associate R&D Advisor

Dr. G. Wainer

· Coordinate selection of applied researchers from Carleton University for SAGETEA Group projects

· Co-develop patent improvements on SAGETEA and Atlantis technology and supervise delivery of modeling and simulation components into commercial SAGETEA projects

· Research funding advisor for Precarn and other academic funding groups

· Development of the Advanced Fire Prediction Prototype

2.12 Phoenix Management Team

The initial people involved in managing the new division are as follows:

· David Long, CEO / Director (sales@phoenixtechnicalsupport.com)

· Peter Brown, President (peter.brown@sageteagroup.com)

· Debbie Brown, Book Keeping / Pay Roll (billing@sageteagroup.com)

· Tom McNulty, Hardware / Onsite Management (tom@phoenixtechnicalsupport.com)

· Scott Bareham, Sales Manager

· Mike Noel, IT Manager

2.13 Operations / IT

· Steve Gray, Chat / Senior Agent (steve.aj.gray@gmail.com)

· Additional independent agents for phone and on-site support

2.14 Code of Ethics

As a technology company and innovator, SAGETEA Group has chosen to place its code of code of ethics as a cornerstone of its business development. SAGETEA Group wants its customers and partners to know how it intends to operate, and how it intends to market and sell its products and services.  SAGETEA Groups will work to create true synergy between technology innovation and long term social benefits. Further, the R&D initiatives are managed in the faithful belief that good ideas will generate more wealth when they are fostered by a long term socially conscious vision. Specifically, SAGETEA Group does not support or build applications such as weapons or related systems that can cause harm or loss of life.

In general, SAGETEA Group's code calls upon its members to:

· Define accepted/acceptable behaviors

· Promote high standards of individual work practice 

· Provide a benchmark for members to use for self evaluation

· Establish a framework for professional behavior and responsibilities

· Provide a vehicle for measuring quality

· Inspire innovation by encouraging individual talent

Further, the elements of the code of ethics are as follows:

· SAGETEA Group only develops products and services for peacetime applications

· Applied Research is conducted without undue or untimely influence

· Potentially dangerous technology is developed under constant scientific review

· Open 2 way access to information and feedback is available to all group members

2.14.1 Marketing and how you fit in

Traditionally, corporations create their image and business method, and line up rows and rows of staff and workers to follow their message without exception. The problem with this is it always produces a feeling of disconnectedness in the minds of the followers. At Phoenix, we're bringing your sense of independence back to you – however, with that comes a responsibility to build your own identity, brand and most importantly – the reason for one of your clients to call you and work with you. We'll help you, but in the end, you'll make this job what it is – follow our advice and you'll excel, if not, you may excel even more, or fail – that is part of the adventure.

Traditionally, Marketing and Business Process people are terrified that the front line work might say or do something that is out of line with the official standards. Ok, so this protects the company, but the other thing it does it stifle creativity. Since you're an independent, you have the freedom to build your own image as part of the larger organization. However, remember that we all succeed when we work together, and following our guidelines help you to know where the boundaries are. If you go past the boundaries, it could have a good or bad effect on your personal revenue from Phoenix, so remember to use your judgment when you are presenting yourself.

Advice and tips on how to do market and conduct yourself:

2.14.2 Speak Honestly and Positively

It is often true that people have a tendency to speak negatively about anything, even when they don't know what they are talking about. You may find people who say: “I have heard such and such about Phoenix...”, or, “That'll never work...”, etc. We want you to remember that problems are what Phoenix is here to solve. People's issues with technology do exist, so, does Phoenix look for and have problems. Yes, it is actually what we seek and get paid to solve. Generally, the tougher the problem, the longer it takes to fix. So, do we charge more to do it? In fact, we do. 

2.14.3 Face The Truth

Don't be afraid to be honest about what we charge and what we do. We've faced the truth about the business we take on, and we want our customers to know it. Some customers or members of the general public will want to try other cheaper companies for technical support instead of us. We know this, and we're ok with that. It's part of our strategy because we're confident that they'll be back.

We also know we aren't perfect. Only God is perfect, and we don't want to suffer the fall of Icarus so to speak – overstating what we can do, or getting lost in our own message. We can still get caught on details, and when this happens our method is to admit it, and then fix it. We can be honest about our problems even if our competitors are not. Our bet is that our customers will appreciate when we are honest with them about what the real issues are, as opposed to being made empty promises about what we can and cannot do. This being said, perfection is still our goal – and that is what we seek in all our business. So, the best way to build trust and have truth between ourselves, customers and market place is to admit problems, and then overcome them. We will always be closing the gap between ourselves and perfection, no matter how narrow it becomes – we can always do better. Even if we have earned the right to say we are this year's best technical support company, the truth is that, we are still improving – always.

We will accept criticism from ourselves and from others. Whether it is founded or not, will always be a topic of discussion. If it is, we will improve. If it is not, we will ignore it, shoulder it, and advance.

2.14.4 Don't be a policy robot, be the spirit of service

There is no such thing as a policy that works in all situations. At Phoenix, we have guidelines instead. Our guidelines are just that - what you should do most of the time. But, this does not mean all the time. Let your customers know you can work with them, and meet their needs no matter what. Perhaps you won't make as much profit on the first call, but when you have a relationship it will last a long, long time.

Focus on solving the problem a customer is having, don't get caught up in policy. However, be conscious of when you are near the edge of a guideline, and don't take unnecessary risks either. Communicate with your peers and management if there are any doubts.

In the end, it’s two people working together to solve a problem and somehow move things forward. Looking beyond just the day to day business, choosing to see the big picture is the best way to feel good about your job and making a better world. Keep this in your heart and mind as you work with each of our clients.

2.14.5 Aim for the best customers, be selective

The best customer is the one that makes you feel good, wants what you have, doesn't take too much of your time and is in synch with your business. We call these our class A and B clients. If you have a customer and think they are a C, D or E client, ie A screamer, someone who shouldn't be near a computer, someone with emotional issues that actually doesn't have anything to do with technical support – the fact is that we may not want them as a client. If they want the best, then they will need to rise to our standards. We do not intend to sink to theirs. There are plenty of competing technical support companies who do specialize in low quality support. Send them on their way. You can do this by not offering a service if you don't see it as a right fit for the customer. Let them know what they need to commit to from their end as part of their purchase. If they cannot make the commitment as well as pay – your best bet is to quickly move to the next client who is ready to pay, ready to work, and ready to commit.

3. Business Environment

3.1 Business Summary & History 

Atlantis Technology began with a new concept in a time when technology investment was in rapid decline. Since then, it was driven by the knowledge that its new technology would become a pivotal force once it had reached production. Having faced a major objection: that when seeking funding it had not proven that it worked. SageTea has produced a completed product with an entire business division behind it – Phoenix Technical Support. All the financial support was provided by the personal investment of time, money and materials by the company founders. The first major investment success for Satellite Forces did not come from a financial investor. The company still faces a challenge in obtaining large scale investment, one that it is planning to solve with an upcoming round of angel investment, soon to be announced.

3.2 Industry Overview

A variety of automated approaches have been developed to assist in the life cycle of the software development process and address the problems noted above. Typically, these automated approaches allow a software system or application to be modeled, for example with a modeling language such as universal modeling language (UML). However, the actual coding of the software application must still be accomplished. Additionally, a user interface must be developed for the software application which will allow operation of the software application. Thus, while these automated approaches provide a framework for the development of a software application, they do not actually generate a complete and functional software application and user interface. As these methodologies still require a significant amount of human intervention in order to generate a functioning software application and user interface, the problems discussed above with respect to human factors cannot be completely ameliorated.

Atlantis’ unique methodology automates the entire software development cycle. To the best of our knowledge, no other software tool permits the automated generation of a user interface from natural language. Atlantis is unique because it automates the work of software developers. With Atlantis the software development cycle is faster, less prone to inaccuracies and errors, and permits the rapid turnaround of a prototype for the End-users’ review.

3.3 Position in the Industry 

Phoenix Technical Support is on the cusp of a new trend towards home based workers. This is driven by factors such as improved VOIP technology, remote access technology, cost reduction and rising transportation costs. By making this move now, Phoenix Technical Support can position to be top in class for overall technical support in 5 years.

4. Marketing Plan

Image is everything. It is what conveys who we are to our customers. Branding goes hand-in-hand with image. When people see our brand name, that brand must convey a positive image to them. Our company's brand must be at the top of a customer's mind because that is how purchase decisions are made. The company that comes to mind is the company that gets the business. And we need to be that company.

The image is the most valuable hidden asset our company has. Like any asset, the better we manage it, the more we maintain its value. The more we put into it, the more value we add. 

The following key aspects are key marketing objectives with regard to the US Consumer Marketplace. For online sales, the primary marketing tool the “Virtual IT Department”. Different campaigns will be run based on written and visual ads that will reach out to PC users who are in need of technical support. These could be individuals who are currently frustrated, or are about to face obstacles with their technology which will cause them to need assistance.

4.1 Build-to-Sell Mindset = Sexy Profitable 

Adopting the build-to-sell mindset gets you focused on the more profitable aspects of your business (i.e. the bigger picture).

Because your mindset tells you:

· "I have to build my business where if I hand it off, it'll still rock as if I'm not there!" 


You automate your business's profit machine to continually churn bla-bling without your presence.

That makes our business more adaptable for growth, cuts costs, and increases its agility.

Virtual IT = little to no expense and requires little to no face to face business consolidations. Our message is this is impeccable and cannot be beat.

4.2 How to network market

Most people believe image to be how people see you. They can see you as very professional, friendly, trustworthy, the best in the business, cheap, a lot of value, etc. I think you get the idea. One thing you must know is that the feeling people get from your image is the most important factor. Image is how people feel about your business, not just how they see it. People can see your business as very professional, but if they don't feel good about it, they will not do business with you. The same goes for employees. If they do not feel good about the business, the image will be tainted. We need to ensure that our image is set correctly to our mindset and we will be good. 

Remember that image cannot be overlooked. People buy based on how they feel first. Regardless of what you tell them, their feelings will always come first when making a decision. So we need to be very careful when working on the Phoenix image. 

Next comes the branding. We need to brand Phoenix onto the image. How do we do that? 

We promote the image within our brand and ensure it is at the top of the market and make people feel good about it. 

4.3 How to reach through community

Advertising in small local media such as local community papers, billboards and group areas such as community centers. Word of mouth is also a key part of the business. This is motivated by giving everyone part of and a role in the branding effort through business cards, extending the independent agent business network, and social marketing starting with the core group of employees, contractors and consultants of the company.

4.4 Reach buyers of buyers

Other companies that sell in and around IT, such as VOIP / Phone Companies are potential buyers of Phoenix Technical Support. We need to let them know we can fill in gaps with expertise they are missing while simultaneously producing profit for them. This can be done by setting up reseller and private labeling of our services with companies with related customer bases.

4.5 Reach people directly

Within our area, there are a large number of SMB's which can be approached directly. This is a good way to rapidly develop short term revenues, but is inefficient over the long term. Placement advertising in public areas can be an effective means. Items such as fridge magnets with a phone number and call to action can also be used.

4.6 Call to action

“Let us be your Virtual IT Center”

“Your Business, Your Way”

“Find out what we can do for you, before your competitor does”

4.7 Message / Visual

Our message is going to be carried in a variety of forms, audio, visual, print media and word of mouth primarily.

4.7.1 Audio

The following radio spots were created by Chum and designed for SMB in the Ottawa area.

http://phoenixtechnicalsupport.com/01 - Campagnespot 1996.wav
http://phoenixtechnicalsupport.com/02 - Word lid.wav 

4.7.2 Visual
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4.8 Work force

The work force will be home based. The focus for the marketing is to enable a high ratio of sales staff to customer base. This can be done by using outbound phone based sales, video online, seminars and other methods to give one sales person access to groups of customers at one time.

4.9 Add on sales

Add on sales will be starting at a standard base of $49 and be offered appropriately during technical support calls. Additional add on sales can be produced by the introduction of customer software with a unified brand. Additional software IT can have a high value added, with base prices from $2000 and up for web based databases and customized IT solutions for small and very small business. B2B and Value Added Resellers can do a lot of the work for us by carrying our base products and services to their customer base in exchange for a portion of revenues.

4.10 Cross marketing

Our customers will be involved in further business. Immediate opportunities would be for activities involving or relating to computers. These could include topics such as accounting needs, financial planning, website design, website hosting, databases, database hosting, network administration.

4.11 Cross section of market

The market is primarily small business. In addition, working women with children could be a strong buyer if given the appropriate advertisement.

4.12 Customer type

PC users with 1 or more computers. May be experienced or novice. Typical customer has needs they may not be aware of.

4.13 Demographics

US population is currently 303,966,729 as of April 29, 2008. Initial area is Ottawa and surrounding region, approximately 1 million people.

4.14 How many will stay on after 3 years

Based on experience we have acquired through our sales manager, Scott Bareham, using his model it is possible to achieve 99% customer retention. This can be done by focusing on quality and customer service and integrating required performance levels with the sales and order management process. We should survey our customers to ensure all services are delivered as stated.

4.15 Exact spending needs

Marketing materials such as print media, radio advertising and web are expected to cost $14,200.

4.16 Short term

The short term plan for marketing will be to develop a press release and launch the new company website, on or around December, 2007. SAGETEA Group will become known in the areas of small business, business to business product and services with Fortune 500 companies, Canadian Federal Government opportunities and SMB / Network Management Solutions.

The initial charter for SAGETEA Group shall include some general principles similar to:

· SAGETEA Group promotes, designs and implements innovative joint ventures

· SAGETEA Group invents new technology and processes for the benefit of mankind and public interest

· SAGETEA Group is a consortium of companies and individuals dedicated to a common interest

A center piece of SAGETEA Group is its Phoenix Technical Support Division. This division is a commercial embodiment of Atlantis Technology in action.

Gordon Brown will spearhead the launch of the initial website using an advanced flash based template. David Long will guide the key messaging on the website and direct focussed traffic towards the online sales team.

4.17 Competitor Analysis

Our research, shown below, shows that Phoenix Technical Support is competitive in most if not all categories as compared with Future Shop, iYogi and Best Buy. 
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5. Operations

Phoenix Technical Support is designed to be a Just In Time business. This means that it does not carry any inventory or is loaded with a heavy payroll. Instead, products and services are ordered on demand. Payment is received first and then these are ordered from a network of suppliers. For established customers, financing is available for IT services only.

Customers will have 30 days to pay on all invoiced items unless otherwise arranged by the sales manager.

The mixture will be always maximized towards as much Just In Time business as possible with the majority (90%) of transactions closed at the time of purchase with a short delivery period.

5.1 Credit Policy

Customers can obtain credit only by special permission of the sales manager, and if they are able to supply a valid credit card number and supply a deposit of 25% in advance on their first purchase.

Cash received must at least equal cash outflow in order for the business to operate. Payment policy is relaxed for customers that have purchased $5000 or more in services (not products) in the last 12 months. 

5.2 Cost of Bringing Product/Service to Market

We are currently targeting a cost of $30 per SMB which we bring in as a new customer.

For consumer, we are currently targeting a cost of $5 per new customer.

5.3 Delivery

Through the use of the Virtual IT Department we will deliver the majority of services and products electronically. This is the most effective and efficient way to reach the target market. In addition, our selling strategy will be based around enabling 1 sales person to reach groups of 5-30 customers at a time, without traveling (using Web Ex, Video, and VOIP).

5.4 Distribution Channel Model

Products and services will move to market as follows:

      •   Brokers (Value Added Resellers) - local and international such as Microsoft and IBM

      •   Retail outlets

      •   Direct sales

The business itself is located primarily out of people's homes. This model was chosen because it is an emerging trend in the workplace, matching our workforce lifestyle as well as being highly cost effective (no/low fixed cost for rent and facilities management).

Since Phoenix's services are primarily electronic, its main distribution channel is its internet connection and phone system. It's proximity to consumers is diverse. One specific barrier are consumers currently experiencing PC problems – who would therefor not have an internet connection. In such cases, an on-site, or phone based manual service would be needed.

For distribution of hardware, our main supplier is Dell Canada. Dell provides the ability to drop ship hardware directly to the end user in all the areas that Phoenix operates (US / Canada).

This compares evenly with competition such as HP, and is superior for competition in local markets that do not have comprehensive Virtual IT solutions.

Shipping costs are integrated with Dell pricing and passed through to the end user. This type of supplier arrangement is classified as AAA. We also use other suppliers, which have ratings of A or better. AA and AAA are geared for commercial / SMB while A is characterized by consumers.

5.5 Stage Of Development




Phase
Time frame
Description

1
May – December 2007
Initiation / Corporate Filings 

2
September 2008
Initial Sales

3
September 2009
Marketing and Sales Infrastructure

4
September, 2010
Next Investment Round / Expansion – National / International

5.5.1 How will the Atlantis product and services are made

Software is produced each week using a load build procedure that generates executable files. This is done from a desktop application and uploaded to a staging area on the company server. From here, the software is tested by the IT Manager and eventually deployed to distributors such as download.com.

5.5.2 Problems that might occur in the development of products or services

Shipping Process Check List:

Software Defects (OEM)

Software Defects (Internal)

Hardware Failure

· Motherboard

· Hard drive

· Other

· Powersupply / Fan Overheating / Fire

5.5.3 Work site potential hazards and ways to eliminate

We have identified these general hazards in our work place: Shock, Fire (electrical), Hazardous Materials (Odour), Falling (broken / missing feet on PCs). We are working with Sun Life to provide safe processes and employee guidelines.

5.5.4 Health and Safety

We have started to setup employee and contractor health coverage through Sun Life and Great West Life.

Processes are designed around the call center industry and also with respect to on-site computer repair (shock, fire, hazardous materials, sharp corners, falling).
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5.5.5 Industry Associations

Outline which industry associations you will be or already are a member of. Are there industry guidelines that you must follow? Are there government regulations that you must follow? Have you contacted these necessary industry associations? For example, does your business need to register with your provincial workers' compensation board/commission? Most businesses are legally obliged to do so. Employers who should register but do not are subject to fines, penalties and, in some cases, prosecution. 

5.5.6 Supplier Details 

SageTea Group's main supplier is Dell Canada. In addition, SageTea is supplied by CDW and also is categorizing local hardware retailers such as ELCO systems. The company JITS management system tracks suppliers and keeps a  rating on each one, along with point of contact, warranty, RMA and support policies.

5.5.7 Control Measures

· All payroll transactions are conducted in accordance with the published policy – document ID SG-001-Appendix A. Payroll is implemented by Debbie Brown and approved by David Long (CEO).

· All agents must agree to and sign the company work place guidelines.

· All suppliers used on commercial deliveries must have a rating of at least AA in the JITS system.

· All suppliers used on consumer deliveries must have a rating of at least A

5.6 Chat System

The chat system is located at: http://phoenixtechnicalsupport.com/chat/login.php
5.7 Sales Process 

Sales team is initially planned to include a core team focussed on penetrating the local Ottawa computer store market. This is the “low hanging fruit” which will provide a firm basis for short term revenues from technical support sales. 

Our sales team will expand on this by exploring the same channel opportunities working state by state throughout the United States.

The initial objectives will be for setting up channel sales with SMB. From this individual sales via the toll free number will come into the JITS system.

SAGETEA Group will build initial revenues by launching first contracts to deliver its products and services to Fortune 500 companies and key local businesses with sustained revenue / sub licensing opportunities. Additional sales will be developed by delivering online services through its BPM Store and also for RFID / Inventory in local Ottawa markets. It will complete final assembly of software, hardware and documentation from suppliers including companies such as Satellite Forces, Cincom, IBM, Cathexis and possibly others.

SAGETEA Group will launch a new BPM Store selling related product and service solutions online and in real time. The BPM Store will develop an interactive Chat Agent interface which will allow a network of trained chat agents close sales with global customers.  

Sales Agent coverage will start 5/7 in December 2007. 5 days a week online customers will be able to immediately chat with an online agent and purchase products and services.

The BPM Store will initially carry products produced by Satellite Forces  along with new products and services developed by SAGETEA Group. Product icon samples are as follows:

Phoenix Technical Support
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Virtual IT Department 
SMB solution for IT management

Atlantis AIR System
Inventory Control Solution

Atlantis Business Intelligence Server
Linux based business controller

Business Team SE is a specialized business process that runs in real-time on an Atlantis Process Control System (APCS). This unique and powerful solution is designed to interact with an Atlantis Navigator. Business Team SE comes prepackaged with a default database profile already setup. You may use this profile for testing and as a free sandbox to try out your application.

Business Team SE is customizable using the Atlantis Creator and the latest SAGETEA methodology for Business Process Management (BPM). The Business Team SE process includes incoming/outgoing call tracking; Project creation, task planning, and delegation; Implementation; and proposal and contract management.
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Human Resources Management Solution
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RFID Enabled inventory control solution
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Software Team SE is an enterprise CRM suite designed to manage a software company. This unique package integrates CRM with a waterfall SDLC. The solution includes an Atlantis Navigator for interacting with the system. The process may also be customized using the Atlantis Creator tool. The system provides complete requirements trace ability throughout the software lifecycle. In addition, documents and design diagrams can be easily moved from sales to engineer with a few button clicks. Reports can be exported to .pdf and emailed directly from the client.

The software lifecycle includes analysis, design, coding, and test phases. Multiple and parallel projects are easily supported. If you are a technical manager and have a large volume of work to deliver on time, this is the solution for you. Version 5.44a is packaged with Atlantis Navigator and comes pre-configured to access a test database.
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Software Team Management System.

(Also the management system for SAGETEA Group)
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Official SFI Brand Logo.

All Atlantis based products are built 

by Satellite Forces and are now available through SAGETEA Group for sale.
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The Atlantis Navigator is the integrated browser for business processes from Satellite Forces. The Atlantis Navigator has a simple yet powerful query tool, supported by an array of useful interactive features which rapidly move your business workflow. The Atlantis Navigator let's you navigate and interact in real-time with processes such as our Sales 101, Business Team SE, and Software Team SE. The Atlantis Navigator provides a reporting mechanism by generating Adobe PDF directly from the process. Reports may be emailed using the Navigator integrated email feature. This new browser application will work with business work flows for a wide variety of processes. Live & Interactive help is available through the Atlantis Navigator's support and messaging feature.
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BPM Service – 1 year

-Unlimited chat support

-120 hours phone based support or process customization work
[image: image15.jpg]Aailine Wl Ol





BPM Store Logo
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Standard Methodology
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The SAGETEA Developer tool is based on the new SAGETEA methodology for process engineering. This development tool is for builders of control applications with a need for fault tolerance, flexibility and rapid customization. The tool is graphical in 3D and uses new OpenGL graphics. Support for business process management (BPM) is included. The tool is Finite State Machine based and provides customizable real time controllers. The Atlantis Developers Kit also allows external hardware and applications to be integrated using SAGETEA Developer.
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5.8 IT Infrastructure

SAGETEA Group will implement a new website: sageteagroup.com for marketing and online sales. The primary role for the website will be to resell software products and services.

Internally, Software Team SE will be used for tracking product delivery. Software Team SE is an integrated business management solution which includes tracking of potential sales leads, proposals, contracts, individual design tasks, projects in all coding, design and testing phases, product delivery / status, payroll, HR folders for each employee, contractor and associate and corporate document archive.

5.9 Technology Architecture

The following diagram shows the SAGETEA process model and how it will be used to define and implement a broad array of products. The 'Expert' in this diagram could in reality by any customer who has an idea or concept in any form which they would like to see turned into a working application. This architecture will be able to create a representation of the concept in software form in a highly automated fashion.

5.10 Production Processes

Software production is implemented on a centralized Linux based database server located at apcs.homelinux.com. The database server is backed up daily to an external hard drive as well as to several geographically distant computers. The server is connected to a stable 6MB internet connection. The company IT backbone is supported by Mediast Services Inc. for high speed server hosting of Atlantis 6 Hosted BPM and Telepath Communications for all phone and VOIP technology.

Office space is used on an ad hoc basis for conferences and sales meetings. The company VOIP conference system is used weekly for team meetings.

5.10.1 Producing products and services

Software load builds for new software features run every Monday at 6am. Generally new production features publish each week. Larger features take on average 1 month to move into production.

Once a load build is complete it needs to pass regression testing by the IT manager before release for consumption.

5.10.2 Source of materials / cost

The main input for production of software is labor. The standard internal labor cost is $20.00 per hour. The standard rate for client pricing is $65 per hour, with reduced pricing for follow on orders, and reusable software that only needs to be slightly modified.

Markup on hardware is between 50 and 200%.

5.10.3 Anticipated time frame for production (e.g. rush orders, material shortages)

Customized software solutions that do not need systems integration will ship in 1 to 2 weeks from the order date. This is faster than most competitors by three to nine months.

IT services ship on demand and are limited mainly by agent availability. Our IT manager is developing a two month rolling schedule to map sales order for IT services to the network of independent support agents.

5.10.4 Making verses buying components – decision process

Specific IT components are purchased if they involve higher labor costs and are needed for internal operations. The main example of this is the company VOIP phone system, which is based on Asterisk Hosted VOIP technology.

5.10.5 Action if the demand for our goods or services fluctuates

If drop in demand occurs for products or services, the company will downgrade its forecast for upcoming work (Expected Time Limits) on contractor and employee work tasks. This has the effect of reducing the pace of production and lowers the overall payroll. Focus can also be shifted in some cases to payouts made using the stock options plan instead of regular cash payments as a way of managing cash flow.

Focus can also be shifted rapidly to better or more active markets using Atlantis Technology built in flexibility and adaptivity to changing business needs. It often only takes 1-2 weeks to develop a new product based on Atlantis with an initial brand and sales order process. By comparison, competitors using standard software technology can only do this in 9 months or 2 years on average, which is often much too long to react to changes in demand.

5.10.6 Feasibility testing on your product (i.e. tested the process, prototyping and pricing)

New sales processes for Phoenix Technical Support are being defined by Vicki and Scott. Atlantis Technology itself has passed feasibility testing for SMB in the area of inventory control (for a period of three years), and also received an innovation award. 

5.10.7 Tracking of inventory

All inventory is tracked electronically using the JITS system, based on Atlantis 6 Hosted BPM technology. This links all sales processes with production and suppliers.

5.10.8 Payroll and (Expected Time Limits) ETLs

Time management is key when you are working for Phoenix. If you are working on a task for the company, be sure you know what its Expected Time Limit (ETL) is and ensure you complete the task within the ETL. If you cannot meet the task within the ETL, you must notify and request for a cost over-run exception. This ensures that the price quoted to a customer for an on-site job, IT product or Service can be delivered at an acceptable cost. Payroll only runs for accepted ETL's, completed cases including QA acceptance and on time reports (last day of every month).

If you don't know your ETL for any work you are doing, be sure and ask, especially before you start, and especially before the last day of each month.

5.10.9 Payroll Exceptions

Payroll normally runs on the 7th day of each month for the previous month. The company may from time to time add an additional payroll at later times to meet extra demands on the business. We will notify you if any exception payroll runs are going to be added.

5.10.10 Payroll Classes and Types

Class A
-
Executive, Directors and Officers

Class B
-
Regular Employees and Managers

Class C
-
Independent Agents, Contractors, Commissions

Frequency

Class A
-
Ad Hoc

Class B
-
After group performance levels are met

Class C
-
Monthly, changing to bi-weekly in August

Amounts

Class A
-
Ad Hoc

Class B
-
Performance based, percentage of revenues

Class C
-
Fixed by contract terms

5.11 Workplace Technology

Phoenix management is provided by the new Just In Time Management System. Ensure you have an active account and can login to the URL located at: http://phoenixtechnicalsupport.com/node/2
We also have a desktop version of the Just In Time Management system which provides enhanced tools and features. We highly recommend you have this installed also. Contact your IT manager for details.

5.12 Conduct and Standards

Our standards are posted on our website: http://phoenixtechnicalsupport.com/node/1
Phoenix On-Site and Phone Technician Standards

1. All on-site or phone technicians must have a Phoenix Contractor ID in order to do any on-site activity. 

2. All on-site technicians must have a Phoenix work order including invoice number before going on an on-site service call.

3. The on-site technician is responsible to be on time both for starting and ending a service call. The on-site technician must plan their trip to include events such as time required for parking, potential traffic, distance to client, weather such as rain or snow to ensure they account for their travel time. This time is billable as mileage. 

4. The on-site or phone technician is responsible to ensure they are in condition to work. This includes being free from drugs, alcohol and properly dressed (business casual, shirt with collar).

5. The on-site technician must fax the initialed customer work sheet to: 613.627.4704

6. The customer must be sent an after on-site survey by email or fax with an invitation to comment on the timeliness and quality of the work, attitude of the technician, overall satisfaction with the work done, etc.

7. The on-site technician must send the following notifications to operations during a job, by phone, email or text message: 

- Starting work
- In Transit
- Arrived
- Departed

8. Speeding or any unsafe driving in order to meet or returning from a client appointment is cause for suspension or dismissal. The technician is responsible for any fines, parking tickets, etc.

9. All phone technicians must submit completed case notes in the company database in order to be paid for a phone support call.

10. All on-site technicians must agree to and sign the Phoenix work place standards document, including items 1 to 9.

General E-Mail Standards, Intellectual Property and Communications

1. Globe And Mail Rule: All e-mail communications from any email address that are part of for the business must pass the Globe And Mail Test. The test is simple, if the content of the email would not be acceptable if it were printed on the front page of the Globe And Mail then it is not acceptable for the email to be sent.

2. All e-mail communications must have the following footer included: “This e-mail message, and any documents, files or previous e-mail messages attached to it may contain confidential or legally privileged information. If you have received this transmission in error, please immediately notify the sender and delete the original e-mail message and its attachments without reading, printing, or saving in any manner. If you are not the intended recipient,  you are hereby notified that you must not read this email message. Further,that disclosure, copying, printing, forwarding or use of any of the information contained in or attached to this transmission are strictly prohibited. “

3. Direct use (copying / plagiarizing) of material that is previously copy written, trademarked or patented, especially with regard to competitor's websites and publications is strictly forbidden.

4. Use of libel, slander or sabotage against any competitor or their products is not acceptable. Equally, all marketing and sales publications must be protected against the same acts coming from potential competitors. All communications must be approved by the CEO and President before use as part of any marketing or sales activity which can be viewed in public.

5.13 Tactical plan

The company tactical plan is issued at the beginning of every month and covers its next thirty days of operations. Plan includes: Situation assessment, Sales Objectives, Sales team assignments, Support and Communications/Reports.

At this time, or sometime hereafter, associates of the company will likely include Satellite Forces, Carleton University, Dell and Cincom.

As the cash, assets and market position of SAGETEA Group increase, it is expected it will acquire all the assets of Satellite Forces, including settling outstanding debt and buying out all the shares of Satellite Forces. Satellite Forces will then be wound up and become a trade name and/or trade mark owned by the new company. The ADK open source project (http://adk.sourceforge.net) will continue and be sponsored and controlled by the new SAGETEA Group (Inc). SageTea Group will release a new telecommunications prototype aimed at the new Nortel CS 1500 Soft Switch starting in May of 2008. The new product will be marketed in conjunction with 10 Consultech Inc., a local telecommunications expert for SMB telecom.

This acquisition of assets from Satellite Forces is a key transaction for the future Angel / Investment Round 2, and will have oversight by Jim Curran and Steve Ernst. We'll review this in detail with advice from Jim, Allen and Steve as the transaction date approaches. We will also want to take advantage of as much SRED revenue as possible.

TD and RBC Banks will be used for SAGETEA Group Inc. account receivable / payable & payroll. Payroll and book keeping will be handled by Debbie Brown. 

The new company SAGETEA Group will need to do the following:

1. Issue 500,000 stock options to Peter Brown in compensation for work to date in developing new business. 

2. Peter will take on the position of President of SAGETEA Group and manage sales in the pre-Angel / Investment Round 2 period. Peter will be a signing officer of the company. 

3. Peter will sign an agreement with SAGETEA Group under which he will deliver $100,000.00 in net revenues in exchange for 1,000,000 stock options, in increments. 

4. Peter’s shares will be Class A (Voting) and shall be protected against dilution – 7.5% of share pool. 

5. Satellite Forces shall grant a right to resell (reseller agreement) SAGETEA Technology to SAGETEA Group.

6. SAGETEA Group will sign a VP sales agreement  with a new sales exec and set additional revenue goals of $250,000.

7. David Long will loan the company $500.00 / month and pay all fees and startup up costs in exchange for class A stock options at a discount rate of $0.0001 per share to a maximum of 5,000,000 options.

8. SAGETEA Group will secure pre-Angel / Investment Round 2 investment matching net sales revenue.

9. Senior scientific advisors will receive initial stock options immediately. They will also receive additional stock options each month for the duration of their tenure in exchange for on track delivery of their respective projects to SAGETEA Group.

10. Employees and contractors shall have a monthly performance bonus program of 500 stock options per person per month

11. Debbie Brown will be issued 250,000 Class A shares and will also invest $4000 in SAGETEA Group for initial operating startup capital.

12. A limited number of Class A shares will be available to selected shareholders at a 1 time price of $0.02 per share. These shares are intended for startup capital and will be closed for sale by the CEO at his discretion.

13. A number of class B common shares will be available for private sale at an initial price of $0.057 per share.

At the end of each 30 day period, profits will be reported and any excess cash not required for ongoing operations will be sent to Jim Curran to be held in trust.

5.14 Website Plan: sageteagroup.com / phoenixtechnicalsupport.com website
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5.14.1 Overview

Having a clear, confident and clean web site for the delivery of information about the organization, products and services is essential.  The web site is your anchor for providing information and interacting with perspective clients indirectly.

The initial front end of the website will be custom designed in standard HTML for marketing purposes. Once this is done it will be integrated with the JITS system in order to provide a real time sales engine that updates the financial model continuously. This will allow the CEO to be able to monitor the performance of the business to ensure financial targets are met. As well, this will standardize all business processes in a single system while maintaining flexibility. The IT manager will be able to update and modify the server based business processes directly, using feedback from the business managers and sales team as inputs. 

5.15 Strategic Plan

The 2008 / 2009 strategic plan will be for SAGETEA Group to build a cash reserve of $200,000. The company will then sell a block of shares to a selected investor and thereby multiply its pre-Angel / Investment Round 2 cash reserve. 

The company will provide a stock options plan for all employees. Stock options will vest in increments during each pay cycle.

5.16 Stock Options

Stock options are a good way of giving employees the upside of the share ownership without creating immediate personal tax consequences.  If the future value doesn't materialize, there's no out-of-pocket loss to employees.

The exercise price would normally be fixed based on the current value of

the shares.  It's also common to include a vesting period that helps with staff retention.  A stock option plan document should be prepared that specifies all terms and conditions.  Jim Curran will provide a generic stock option plan agreement that will be reviewed by SAGETEA Group and tailored to suit the organization after a review period. 

When the options are exercised, a taxable benefit is triggered that is equal to the difference between the fair value when exercised and the exercise price.  Provided that certain criteria are met, the employee can claim a stock option deduction equal to 50% of the stock option benefit.  It is also possible that the taxable benefit be deferred until the shares are ultimately sold.

When exercised, the employee would need to acquire the shares at the option price and if sold immediately to a third party, the employee would have the cash on hand to settle the exercise price and to set aside for the associated tax bill.

The draft shareholder agreement is located at:

http://apcs.homelinux.com/sageteagroup_workinprogress/Agreement-DRAFT.pdf
5.17 Stock Options & Roles

Role
Base amount
Performance Bonus

Contractor
500
500

Employee
5000
750

Associate
50,000
7,500

Advisor
500,000
10,000

Senior Advisor
1,000,000
20,000

Founder / CEO
5,000,000
20,000

President
1,000,000
20,000

Contractors and Employees will receive a performance bonus of 500 stock options each month on the condition that they sign off and delivery their requirements at an 80% or better quality level (based on monthly reporting in company database).

Senior Advisors will receive an enhanced stock options package in exchange for direct contributions to new IP developed exclusively for SAGETEA Group.

The CEO and President will receive a monthly performance bonus of 20,000 stock options for the accurate delivery of the Financial Plan to within 20% of the expected revenue targets. 

Associates, Advisors and Senior Advisors will receive a monthly performance bonus of 20,000 stock options if they attend and contribute to 100% of all: weekly internal conference calls; monthly management meetings. In addition, they are expected to take ownership of (ie manage) and deliver specific strategic objectives and meet monthly self assigned progress targets.

5.18 Research and Development
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STRAM Project

A major objective of any municipal government in Canada is to provide municipal services to its residents at the least possible cost while maintaining a safe and equitable living environment. The concept extends to the municipal road networks where the objective of the road departments is to maintain adequate road access for the safe passage of traffic in a timely and cost-effective manner. The task of maintaining the roads and highways during the winter season represents a great challenge to these municipal governments, particularly when they are faced with uncertain outlooks of limited resources and other mounting environmental and operational constraints. Therefore, road authorities have been establishing systems, policies and procedures, and new and innovative concepts and methods for planning and developing winter maintenance programs.

SAGETEA Group is developing the STRAM system to solve this problem and produce a first ever industrial application. The STRAM system is based on the research completed by Dr. Aly Sherif.

The STRAM system uses Atlantis Process Control technology to process RWIS Weather data. It's processing capability does the equivalent of months of manual work in a matter of seconds. 

The STRAM system is the next evolution of the original prototype built by a student engineering team at Carleton University . 


The technology will be available as a service from SAGETEA Group through the BPM Store and available to all municipal governments. 

5.20 Advanced Fire Prediction Prototype

Under supervision of Dr. G. Wainer and a selected research student from Carleton University, SAGETEA Group will develop an advanced fire prediction RFID control system. 

This prototype will be an enhancement to an existing system now in production at Cathexis Innovations.

The research and development work at Carleton University will be funded by SAGETEA Group to the amount of $10,000 per year. This will be sufficient to pay for a PhD level researcher under the supervision of Dr. G. Wainer. (By comparison – the same research done in the private sector would cost $70,000+ minimum). The research objectives will be steered by Dr. G. Wainer with an overall aim of producing new patents for SAGETEA Group.

In addition, SAGETEA Group will seek additional funding from OCETA/Precarn.

OCETA Precarn OCE Alliance Program 

Precarn, the Ontario Centre for Environmental Technologies (OCETA), and the Ontario Centres of Excellence (OCE) wish to remind you of their collaborative Proof of Principle Research (PoP) Program. The program supports projects led by Ontario-based small and medium-sized companies that deliver environmental solutions to customers in Canada and around the world. Each project will involve collaborations between the company leading the development of the technology, an end user, and a university or college. To satisfy the objectives 

of the program, projects will incorporate intelligent systems in environmental technologies. To qualify for the funding, applicants will develop a research project that demonstrates the "proof-of-principle" of their technology, a key step in the progress of the technology toward full commercialization.  

Under this important initiative - which is administered by OCETA - Precarn will provide up to $300,000 over three years, which will be matched by OCETA and OCE, together. Contributions by participating companies will augment the total investment to approximately $1 million. Individual companies will be able to participate by providing about one third of the total for a project valued up to $100,000. 

Funding contact:

Steve Guerin

General Manager ETV Canada

PoP Research Program Co-ordinator

c/o OCETA

2070 Hadwen Road, Unit 201A

Mississauga, Ontario L5K 2C9

Phone: 905-822-4133 x228

Fax: 905-822-3558

E-mail: sguerin@oceta.on.ca
Websites: www.etvcanada.ca
5.21 CNAMS

http://www.sageteagroup.com/cnams/FinalReport.html
After identification of a need for a simple and affordable network alarm monitoring systems for rural areas and small scale business owners the main objective of the project was to develop a Network Alarm Monitoring System prototype that was both efficient and simple to use. Another major part of the project was to provide feedback on Atlantis Technology, which is an emerging process modeling technology.

To complete both objectives, Atlantis’ process modeling capabilities were put into use to develop a system called the “Carleton Network Alarm Monitoring System”, or CNAMS, following standard software engineering development principles. CNAMS recognizes SNMP messages, one of the most widely used network management protocols. 

As a result of the work done throughout the project a working prototype of CNAMS was developed and substantial feedback was given to SAGETEA Group, developers of Atlantis technology. The CNAMS system is a great success given that it successfully serves as a prototype for a network alarm monitoring system and has the potential of being industrialized.

5.21.1 Nortel

SAGETEA Group intends to commercialize CNAMS by working with Nortel ( http://www.nortel.com/prd/dpp/ent_index.html ) through their Enterprise Developer Program. The initial cost is $500 to join the program, with additional internal development costs for production of a Nortel compliant product compatible with Nortel's CS1500 Soft Switch.

5.22 Corporate Infrastructure

Once the monthly sales volume has reached acceptable levels using the online business model, SAGETEA Group will move to a fixed corporate location. The site will have facilities for production, sales and management with convenient access.

Communications will be based around a hosted solution provided by Telepath Communications. This provides a low cost integrated solution for all phone, email, and internet services for the business. The solution is scalable and provides integrated toll free calling globally.

5.23 Sales

Sales is an integral part of Phoenix operations and call management. Phoenix agents will use the new innovative JITS (Just In Time System) for taking full advantage of good sales opportunities during technical calls. JITS provides an integrated 

5.24 Accelerating sales performance using JITS

We will increase customer value during technical support calls by using JITS to include valuable IT solutions as complete packages for our customers. This can include offering services such as hosting, databases, and other useful products and services as part of the resolution. For Phoenix, our strategy is to go to the next level and package  hardware, operating systems and applications as a complete solution and in real time for our customers. Our goal is to enable our customers to move beyond just needing technical support and to focus on their actual goal of their purchase. The new JITS system will also utilize enhanced configuration and management skills from Phoenix agents in order to deliver more complex and valuable solutions for our customers.

5.25 Goal

The goal of JITS is to enable employees to consistently and effectively use Best Practices for Call Center Sales at “just the time” needed during a call.

5.26 What is a best practice?

A Best Practice is an established example of business knowledge which effectively allows us to deliver a product or service. 

· For JITS a Best Practice contains a nicely packaged set of sales techniques, product information, and related policy information for use during a call.

· Best Practices come from analyzing results from actual JITS sales and capturing them into a reproducible method.

· Best Practices come from interacting with customers and reflect what is going on in the real world.

5.27  JITS Overview

· JITS enables an agent to search and match his/her current call flow with a database of successful Best Practices during a call.

· JITS guides an agent in probing to understand the right product choice in a live customer sales situation. 

· JITS tracks results of active listening to determine the root cause of the issue and the proper product that solves a customer’s need. 

· JITS provides an agent with known successful offer approaches for the product the customer needs. JITS has 1 stop access to policies and scripts to assist with closing a JITS sale. 

5.28 JITS Benefits

· Without JITS, typically only 1 agent in a team is able to maximize performance on a given Best Practice 

· Without JITS, JITS results are harder to control, predict and most importantly – reproduce.

· JITS allows an average team to reproduce an established Best Practice across all agents.

· JITS gives a standard but flexible way for call flows to be adapted and used by Phoenix agent

· JITS can track and manage new sales data and metrics in a way that compliments the daily revenue summary report for JITS. This allows QA and Team Managers to guide agents to higher performance by tuning the Best Practice.

5.29 Measuring Performance

· The JITS as a concept is easy to understand: make all agents perform like the best agent.

· The JITS in practice requires following:

· Captures selling ‘knowledge’ into a simple work flow that an agent can follow.

· Does not interrupt call flow.

· Learns, updates and changes to adapt to changing / new business each day. It has what is needed at the right time.

· To measure the efficiency of the JITS method we track Phoenix agents actual versus planned performance. 

Best case / Worst case can be further validated by performance monitoring.

· Evaluation prototype is currently setup and requires IT approval to deploy.

· Sales statistics are measured using 1 or more test groups and compared with other  groups over the trial period.

· JITS is tuned continuously using test group feedback, best practices from JITS.

5.30 Example Best Practice Test Case

· Best Practice for OSRI Situations

· Selling Backup / Restore Solutions

· The following best practice is known to work and is able to produce approximately $1500 / per month per agent.

· Agent Steps:

· Listen for opportunity - (Virus, Crashed Hard Drive)‏

· Fix problem – Standard Dell / XPS Troubleshooting

· Agent describes value of having a backup / restore solution (Prevents, Protects, Saves Time)‏

· Make Offer for USB Backup / Restore Solution 

· Agent listens for feedback, answers concerns

· Agent makes commitment , accepts payment and schedules follow up to assist with installation

5.31 Conclusion: JITS and Best Practice Advantages:

The Best Practice Test Case is known to work. JITS makes it available to the Phoenix network of agents in a simple way, and just at the time it is needed.

At the start of any call, a Phoenix agent should quickly query the JITS tool for Best Practices (BPs) that match the information happening in the call (in real time). JITS then provides the call flow that the Phoenix agent should follow.

In JITS, Best Practices are constantly added, used and improved every day to maximize performance.

The JITS system is flexible and can be adapted to handle changing call flows and other forms of information. Phoenix agents may update the system and can request changes and improvements at any time by email to service@phoenixtechnicalsupport.com.

The main company phone number (866 249 9466) will forward calls through a virtual phone system to Phoenix agents by call group. In addition, the Voip Virtual PBX system will be used for VOIP/Softphone and internal conference calls.

David Long can be reached at extension 6101.

For conference calls, the PBX can be accessed by using a PC based soft phone X-Lite or Twinkle are recommended. There will also be a phone link (SIP) setup so that the PBX can be reached through the main company phone system. Our toll free number number 866 249 9466 and Ottawa local number is 613 216 1800. VOIP will be used to provide the company phone system. 

5.32 Information Technology – Desktop setup for Phoenix Agents

Phoenix will implement its new website: phoenixtechnicalsupport.com for marketing and online sales. The primary role for the website will be to resell software products and services for technical support.

Internally, JITS will be used for tracking product delivery. JITS is an integrated business management solution which includes tracking of potential sales leads, proposals, contracts, individual design tasks, projects in all coding, design and testing phases, product delivery / status, payroll, HR folders for each employee, contractor and associate and corporate document archive.

To get started, send an email to service@phoenixtechnicalsupport.com to request:


Your chat system access


Your VOIP phone extension


Your JITS access and download link

These three integrated tools provide the backbone and foundation for Phoenix agents to fully engage in the work force experience and community.

5.33 Pricing Model

Services and Products 

Phone Support

Basic Support $35

1Time Incident Fee
One incident is for one particular problem � Hardware or Software Phoenix is the solution.

Phone support from our trained technicians to troubleshoot a hardware problem (hard drive, cd rom drive, printer, etc.) or a software problem (Word, Excel, malware, spyware, etc.)  *

Service Plan - 6 Incidents within six month $199

Includes Remote Access Account
6 Incidents 

Remote Access allows our trained technicians to connect remotely to your computer to troubleshoot hardware or software issues. You will be provided with a Remote Access Account with your 6 months paid subscription.  Each issue is considered one incident. *

Service Plan � 12 Incidents  within one year $390

Includes remote Access Account
12 Incidents 

Remote Access allows our trained technicians to connect remotely to your computer to troubleshoot hardware or software issues. You will be provided with a Remote Access Account with your 1 year paid subscription.  Each issue is considered one incident. *

Service Plan � 24 Incidents within 2 Year $770

Includes remote Access Account
24 Incidents 

Remote Access allows our trained technicians to connect remotely to your computer to troubleshoot hardware or software issues. You will be provided with a Remote Access Account with your 2 years paid subscription.  Each issue is considered one incident. *

Service Plan � 36 Incidents within Years $1150

Includes remote Access Account
36 Incidents 

Remote Access allows our trained technicians to connect remotely to your computer to troubleshoot hardware or software issues. You will be provided with a Remote Access Account with your 3 years paid subscription. Each issue is considered one incident. *

PC Maintenance $49

Maintain that computer of yours with our PC Maintenance Package. 

A trained technician will review your computer and make recommendations on maintaining or upgrading your system for optimal use. Price is per system. *

Backup and Restore $49

Backup your system with our Backup and Restore package. Ensure your precious files are saved. Don't wait until you have a crisis to ensure that your business or personal computer is protected. Price is per system. *

*Parts and installation are not included in these packages. Should you require parts and/or installation to resolve your issue, we can provide competitive pricing and onsite support.

Secure Remote Backup Services

Robust data encryption with up to 448 bit Military strength protection, based on the blowfish algorithm

 Daily, weekly and monthly backups

Works on WINDOWS, LINUX, FREEBSD, MAC OSX

Complete backup solutions starting at only $14.95 per month (including software and online storage)

Account Type
Backup Limit
Monthly Cost

Data Backup
4GB
$14.95

Automatic or manual file selection allows complete control over backup
10GB
$24.95


15GB
$37.95


30GB
$74.95

Full System Backup including operating system for desktop and notebook computers
10GB
$24.95


15GB
$37.95


20GB
$49.99

*you may be required to pay for an onsite technician

Hosted Web Based Database Solutions starting at $65 per hour

Do you have a database that you would like to see on the internet through a secure web server? We can build a solution for you.

We offer a variety of web based database management options to ensure we have something to suit your needs. Why be locked out of work from home? We want you to have the ability to keep tabs on purchase orders everywhere. Even your Blackberry!

Web Based Databases starting at $2000

Designed for the small business owner. We can offer you an exceptional service. Our lead developer with core experience in custom development will work closely with management to test out agreed criteria to ensure satisfaction.With milestones laid out correctly, you will know what is being worked on and when to expect delivery.

Onsite Services

Onsite Hardware Survey $25

We offer hardware surveys to help you determine if you require additional equipment and/or software to optimize your business. We can provide this service over the phone free of charge or if you prefer, we can have one of our trained technicians visit your place of business for an introductory price of $25 per computer to be inspected. We do this to ensure you don't pay for unnecessary upgrades. Usually existing equipment just needs updating and/or a professional cleaning.

Onsite Support

System setup, basic system cleanup, virus and malware removal, hardware and/or software replacement or installation. 

Our trained technicians will be on your site to perform the required troubleshooting and/or maintenance.

Business hours (8am to 5pm, Monday to Friday)
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5.34 News releases and Communications

 will be created and and sent to Silvie Powell to channels such as Dave Ginter, writer for Cincom Systems, Cincinatti.

The main company phone number (613 821 2546) will utilize Bell SNR/Call Director and forward calls through a virtual phone system. In addition, the Asterisk PBX system will be used for VOIP/Softphone and internal conference calls.

Phone extensions are as follows:

PBX extension list:

1 - Dave

2 - Peter

3 - Scott

4 – Debbie

5 - Ken

For conference calls, the PBX can be accessed by using a PC based soft phone and logging into sageteagroup.com. There will also be a phone link (SIP) setup so that the PBX can be reached through the main company number 613   216 1800.

6. Financial Plan

6.1 Cash Flow Projections – Two Years

Monthly and year-end totals for two years for all the cash inflow (investment, loans and sales) and

cash outflows (direct costs, expenses and other disbursements) are listed in the associated Pro Forma Financial Plan:

http://sageteagroup.com/financials/4428188CanadaInc.Financial_Plan_Proforma_2008.html

6.2 Income Statement (Summary) / Projection


Increased revenue is the second year will come as operations stabilize to a consistent amount, and as a result of the effects of a long term advertising campaign.

6.3 Assumptions

Prior to becoming self sustaining through sales revenue, SAGETEA Group will require operating capital. David Long has personally provided SAGETEA Group with approximately $10,000 in operating capital through 2007 and 2008.

The financial plan assumes the following:

· Continuing strength in the Canadian economy

· Relative resistance to the economic recession in the US

· Steady consumer demand for IT support

· Success of the JITS model, especially with regard to not carrying inventory

· Effective insurance and avoidance of liability from technical support activities

7. Risks and Conclusions

7.1 Internal Risks

7.1.1 Loss of key individuals

Losing a key individual with specific knowledge, such as a sales manager, would be a risk to the business. This can be mitigated by automating and documenting all business knowledge in the JITS system. Further, key individuals will be identified and a backup role will be delegated to a different person. The backup role is responsible to know the prime person's role and be able to assume it for short periods of time.

7.1.2 Financial

Financial risks can occur as a result of overly complex accounting and book keeping methods, failure to follow book keeping guidelines or failure to document transactions. The CEO and book keeper will review all transactions as part of a month and and year end recording to ensure all filings, payments and receivables are documented including reference numbers and receipts.

All major contracts and transactions require two levels of approval from both the CEO and President. These include major hiring contracts and major deliveries, in excess of $10,000.

7.2 External Risks

7.2.1 Legal

Legal action against the company can come from employees, contractors, customers or a variety of sources. These can be mitigated by ensuring the company has a top dollar legal defense in all potential categories by obtaining the necessary insurance. This includes: Errors and Omissions, Officers and Directors and Common General Liability Insurance.

The general contingency plan for legal risks is for the CEO and company lawyers to engage directly with the claimant and work to mediate or solve any potential claim before it becomes an actual claim.

Operations staff are not to be involved in external legal activities at any time. This will mitigate any effect on the operations of the business while matters are in the process of being resolved.

The CEO will regularly check contracts and any public information with the company lawyers to ensure consistency with all applicable regulations.

7.2.2 Intellectual Property

If a larger company or legal entity is able to acquire or tie up rights to new technology, such as that being researched and developed (see section 8), this could prevent acquisition of new markets by SageTea Group. To mitigate this, ongoing investment into patents, trademarks and other legal avenues will be made through the company lawyers (Jim Curran, Steve Sprinkle and Macera and Jarzyna).
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				Phoenix		Future Shop		iYogi		Best Buy (Geek Squad)

		Fully support Windows XP / Fully support Linux		39.00				119.99

		Windows Vista / Vista conversion to XP or Linux		39.00				119.99

		Operating system install / uninstall / reinstall / performance tuning		39.00						249.00

		Multimedia, Windows Media Center, Streaming Audio and Video		39.00

		Microsoft Word and Excel		39.00

		Virus and Malware prevention and recovery		39.00		49.99				129.00

		Diagnose Hard drive, Motherboard, Video Card, Sound Card, USB and Printer problems		39.00

		Home networking and internet connectivity, i-Tunes, and third party hardware		39.00		44.99				149.00

		Gaming system support		39.00		19.99				149.00

		Software support		39.00

		Network Storage				29.99

		Computer Setup		65.00		79.99				129.00

		In-home router setup				99.99				149.00

		Home server setup				99.99

		Software installation per title		39.00		29.99				129.00

		Digital camera installation				29.99

		Tuneups and cleaning		49.00		44.99				129.00

		Harddrive installation				44.99

		Data transfer				79.99				100.00

		Data backup		49.00		79.99				60.00

		Training on PC - 30 minutes		49.50		49.99				64.50

		Unlimited support for 1 year, 24x7						119.99

		Windows Server Setup and installation						220.00		99.00

		Windows/MS Exchange or SB Server diagnose and repair						180.00

		Microsoft Exchange or Small Business server						396.00

		Managed Services						1,999.00

		Hardware installation								149.00

		Onsite estimate		25.00						129.00

		online data backup		24.95						79.00



Vicki:
only available within 60 km of a best buy store

Vicki:
$65/hour plus mileage
within 100km radius of home office
Minimum of 10 participants
For one on one training, one hour is $99

Vicki:
129.00 for 1 hour

Vicki:
per system
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Web Hosting

		

		General Features		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		Web Space		1000MB		2000MB		3000MB

		Monthly Bandwidth		10GB		20GB		30GB

		1GB Premium Mailboxes		3		6		9

		Email Spam Filtering

		Email Virus Scanning

		SSL Secured POP3

		SSL Secured SMTP

		Email Lists		3		6		9

		FTP Accounts		3		6		9

		Parked Domains		3		6		9

		Subdomains		3		6		9

		Website Features		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		Daily, Weekly, Monthly Remote Backups

		Secure Webmail Client

		Email Aliasing

		Email Autoresponders

		Front Page Extensions (installed upon request)

		Static IP Address

		eCommerce Ready

		InstantSSL Certificate ($100 value)

		InstantSSL Pro Certificate ($140 value)

		Customer Service		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		Email Support

		Toll Free Support (1-800-MEDIAST ext. 102)

		Online Manuals

		Control Panel Tools		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		cPanel 11.18.3 w/Fantastico

		Directory Protection

		Password Manager

		Network/Server Specifications		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		Dual Processor Quad Core Xeon 5410 - 2.5GHz (Harpertown) - 2 x 12MB cache

		4GB RAM

		15,000 RPM Hard Drives

		Raid 1

		Apache 2.0+

		Redhat Enterprise Linux 5

		1000 Mbps Internet Uplink

		Managed DNS (5 global servers)

		dns1.mediast.net

		dns2.mediast.net

		dns3.mediast.net

		dns4.mediast.net

		dns5.mediast.net

		24/7/365 Server Monitoring & Response

		100% Server Uptime (SLA)

		Scripting/Database Tools		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		Cgi-Bin

		Server Side Includes (SSI)

		PHP 5.2.5

		MySQL 5+		3		6		9

		phpMyAdmin

		Payment Terms		Business 1000		Business 2000		Business 3000

		OUR COST		OUR COST		OUR COST		OUR COST

		Monthly Fee		$14.99		$24.99		$34.99

		Visa, MasterCard, American Express, Discover Card
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InstantSSL Certificate ($100 value)

InstantSSL Pro Certificate ($140 value)

100% Server Uptime (SLA)
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