
1

ceocfointerviews.com
All rights reserved! 
Issue: January 1, 2018

CEOCFO Magazine

Q&A with Ari Santiago, President of IT Direct, LLC, a Managed Services Provider of IT Solutions, 
Network and IT Support and CIO Services for Connecticut Businesses with Email Management, 

Remote Monitoring, Firewall Security, Backup and Disaster Recovery
Ari Santiago
President

IT Direct, LLC
www.gettingyouconnected.com

Contact:
Ari Santiago
860-656-9110
contactus@gettingyouconnected.com

Interview conducted by:
Lynn Fosse, Senior Editor
CEOCFO Magazine

CEOCFO: Mr. Santiago, what is the approach to IT at IT Direct LLC?
Mr. Santiago: We look at IT as a means to an end. We are in the business 
of delivering efficiency and productivity to our clients; clients that understand 
and believe in the power of technology to have a positive impact on their 
business. Looking at business today, particularly with the rise of the internet 

over the last twenty years, there is much less focus on managing pricing. The market manages your pricing for you: it is 
much bigger than before, and your customers can pretty much buy anything from anywhere. Therefore, we believe that 
the best way to manage your organization is to increase efficiency in the way that you deliver your product or service. 
Technology must play a huge role in that.

The second thing we look at is how you use technology to engage your customers, differentiate yourself, and enhance 
your value to your customers. As a managed service provider, we work with organizations of up to five hundred 
employees helping them leverage technology to make their organization stronger. We are in a critical position at a critical 
juncture in time to help clients both improve their efficiencies and increase their value to their customers. It is a pretty 
awesome place to be today. 

CEOCFO: Is there an increasing understanding by businesses that IT is not a necessary evil, but may be a game 
changer or necessary to productivity? Do you see people understanding the concept these days?
Mr. Santiago: Yes. I think that many people do understand the concept. They see it on TV. They read it all over the place. 
You cannot be alive and fail to notice how technologies are changing the way we live. There are the obvious changes; 
Airbnb, Uber and Lyft, that are changing things that people never thought would change. However, the real challenge is 
getting people connected to their own reality and what technology really means for them and their business. You cannot 
take a pill, like an aspirin, and make technology work for you. It has to be a commitment from the CEO level downward, 

“A typical new client engagement starts like any strong relationship, with a plan for the future. We help 
the business leaders answer their driving questions: Where are we trying to go? What is the business 
trying to achieve? How are we currently using technology? What are our challenges? What are our 
successes? What are we hoping to do? How are we hoping to use technology to engage our customers 
better? How are we hoping to use technology to do the things we do more efficiently?”- Ari Santiago
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through the COO and the CFO, to commit the resources, the time, and the cultural engagement to really embrace 
technology. I think there is typically inertia inside of organizations against changing the way they use technology…that’s 
not different from any other change. However, when leaders see it and embrace the changes in technology, that’s where 
we see the companies that are really succeeding. 

CEOCFO: Would you walk us through a couple of typical engagements? Why would a company turn to you, what 
did you look at and how were you able to help them in a way that perhaps others would not have? 
Mr. Santiago: One of our typical engagements is with organizations that have had their IT going for a long time, so they 
might have one or two people running the IT in-house or a small consulting group that has been doing the day to day stuff. 
It’s like changing the oil, if you will. They are responding to requests, but are not really driving enhanced value. So, one 
day the organization leaders look around and realize that their technology is not really delivering. 

You asked before about whether businesses are getting beyond the concept of tech being a necessary evil, and they are! 
So, suddenly the business leaders in this situation are looking around themselves and realizing, “I am reading about how 
technology should be driving the organization, but I feel like if we do not drive our technology people they do not do 
anything. They are just sort of sitting around waiting.” Once they start to notice that, they start to realize that there must be 
a better way. They may have heard about us from someone that they know or someone that has seen our workshops on 
digital transformation or cyber security, and they get interested! They ask, “How can our IT be better?” Then they reach 
out to us and we meet with them and talk about the possibilities. People that ‘get it’ get wide eyed and excited! They will 
engage with us and we become their entire IT department. We handle everything.

A typical new client engagement starts like any strong relationship, with a plan for the future. We help the business 
leaders answer their driving questions: Where are we trying to go? What is the business trying to achieve? How are we 
currently using technology? What are our challenges? What are our successes? What are we hoping to do? How are we 
hoping to use technology to engage our customers better? How are we hoping to use technology to do the things we do 
more efficiently? Many times, they do not know the answers. There are many times in a conversation with a client when 
they say, “I don’t know what it is, but I know we aren’t doing it right! Can you help us figure it out?” And that’s great. We 
start by helping them look at a three year plan – that’s the farthest I would want to look ahead. Beyond that gets really 
hard, because technology changes and the business changes. So we look out over three years and figure out where they 
want to go. Then we figure out where we can get over the next twelve months and we execute that. We come back after 
twelve months and ask, “Where are we going in three more years,” and then we execute twelve months. Obviously, there 
is tons of accountability and checking along the way; it is a three-year plan with a one-year action list; that’s the structure. 

So, that’s one type of typical engagement. Another is when an organization realizes reactively that they need to be 
proactive. People call us because they have had some type of a security incident or data breach. They have been doing 
technology the old way – they are stuck in the mindset that many business leaders get into, which is thinking that the 
success of their IT and success of their technology is only measured by two things: “are my systems up and are my 
systems fast.” Those are not the two core layers to make sure technology is working for you. You could literally be on the 
knife’s edge, about to lose all of your data and have your systems crash down…one minute, everything seems to be 
working great and then, all of a sudden, it is horrific! We get those calls: “Our server has been down for a week and we 
can’t figure out how to get it back on line,” or whatever. Then we come in and it is a very different type of engagement 
where there is an acute challenge. After we come in and address the acute challenge, their eyes are usually wide open 
and then we can talk about IT differently and ask those questions we think are most important: “What does the future look 
like?”; “How can we put you on a better footing, so that not only do you not have this torturous experience again, but your 
IT actually starts to deliver positive ROI for your business, helps you to be a differentiator, and helps drive better results to 
your bottom line.” 

CEOCFO: There are two things I see on your site that I do not often see. “Interest free project financing and 
Worry Free Email Management™.” Would you address both of those?
Mr. Santiago: One of the things that we have often found when we work with new clients, especially if things have not 
been done right for a long time, is that there can be a lot of immediate investment that needs to be done. We may need to 
upgrade a lot of old stuff. We have found that that was a barrier to entry for some clients. They might see it and want it, 
but sometimes they just cannot come up with the capital right away. We like to say that we are in a partnership with our 
clients, our interests are aligned. Any good partnership is a two-way street. We are thinking about how we can help our 
partners get what they need if one of their challenges is capital. That’s when we came up with the concept and we said, 
“We can do interest free project financing, so they can get the value today and pay for it with the ROI over time.” It is just 
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one way to help drive value and be unique and different. It shows our partners that we put our money where our mouth is 
in terms of wanting to be in great partnership with our clients. 

CEOCFO: Would you tell us about the email part?
Mr. Santiago: We have created a worry-free network management solution. These systems are customized and 
combined to create a suite of network management tool sets that drives tremendous value, both in terms of uptime, 
security and improved management and maintenance. Worry Free Email Management™ is all about platforms. Basically, 
it is a comprehensive email solution that allows us to provide top tier spam filtering, unlimited mailbox archiving for 
compliance purposes, and failure alerts. If your in-house email service is unavailable, for any reason, you can still send or 
receive email with our system because, in today’s day and age, email is like oxygen - if you do not have it, it is a big deal. 
We are living in a world where uptime is critical. There is also encrypted email to be sent. Security is such a big deal! I am 
sure that your readers and yourself know; from Equifax to the SEC to Target, there are huge breaches going on, which 
are in the headlines, and there are tons of little breaches happening all the time. We make security a core part of 
everything we do, so we have email encryption as a component. It is a truly comprehensive management system for email 
that ensures it is available, secure, and fast. 

CEOCFO: Do your clients typically take advantage of your full roster of services?
Mr. Santiago: Yes; entirely! That is how we do it. You cannot get the results that you want without investing what needs 
to be invested. There are some a la carte options, but there is a core group of services that we offer that are important. If 
you want to have all the great stuff that we talk about, you need to have all the components that should make that happen. 
Our clients generally use all the services that we offer to help make their IT run correctly. 

CEOCFO: What are you surprised that we cannot do yet with technology?
Mr. Santiago: That is an interesting question! What am I surprised that we cannot do with technology? 

CEOCFO: Usually the second part of that is what are you surprised we can do?
Mr. Santiago: It is a great question! I have two young kids and one of the things that I have noticed is what they are 
learning. My son is eight months old and my daughter is just under three. My son is learning to walk and my daughter is 
learning new words every day, so once in a while I get to see life through their eyes. Sometimes it just amazes me when 
we can Facetime with my parents. It’s so normal to my kids. Occasionally, I’ll be amazed when I’m talking to an employee 
that works for me who does not remember life before the internet. It just amazes me to think about what life was like for 
me growing up; we did not have cell phones. How did we communicate? There were payphones or “call me when you get 
home” and there was no calling in-between. Sometimes I just marvel at the fact that we have come so far. My parents are 
on vacation in Puerto Rico and my daughter wants to talk to them; you can see them! That is her whole reality. She is 
never going to know a time where you could not very easily share information, communicate with someone face to face, 
so that just kind of boggles my mind sometimes; just how far we have come and how much we are able to do with 
technology. I mentioned Uber to you before. That is creepy, right? I can just pick up my phone and then see all those who 
are driving around me! I can hail the person, see what car they are driving, their name and they can call me, so it is just 
amazing! What amazes me is everything. 

CEOCFO: What is the geographic reach for IT Direct today?
Mr. Santiago: Our headquarters are in Connecticut, so currently IT Direct serves companies that are headquartered in 
Connecticut. But, our clients have offices and staff in far flung places; from China to Virginia to California to Florida to 
Maine. Really, our clients are all over the place.

CEOCFO: Do you see reaching beyond?
Mr. Santiago: We do, actually. It is certainly in our two year plan to get beyond Connecticut in terms of our geographic 
reach, through expansion. 

CEOCFO: What do you look for in your people? What are the intangibles that you want for someone representing 
IT Direct?
Mr. Santiago: We have clung very strongly to our core values at IT Direct. Integrity is crucially important, as well as 
efficiency. Someone who wants to support, encourage and help other people around them succeed. It is a collaborative 
type of approach. Those are things that we really look for beyond just the technical skill set. 

CEOCFO: How do you reach out to potential employees?
Mr. Santiago: We try and reach out in a multitude of ways. We try to engage in places when people are being trained. 
There are some local universities that have some good programs or some sort of secondary training programs; we try to 
reach out to those folks. We engage recruiters to try and find folks who may not be actively looking, but might be open to 
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change if we can find them. We participate a lot in a variety of industry events where we can win folks. Then of course, we 
do some of the traditional stuff such as online job postings.

The one thing I have always tried to do is build a company that I would want to work for even if I did not own it. I think that 
really shows, both in the physical plant that we have and in the benefits that we offer. We do at least one what we call a 
FUN event, where we try to do something fun, such as an Oktoberfest party or rent out a video game hall or we just have 
an ice cream social; we try and do something every month. We invest a lot in trying to help our employees grow, this is 
critically important. In order for people to feel comfortable in an environment and be fulfilled, they need to see that there is 
an opportunity for growth, both for them personally and, of course, in the organization. We talk a lot about this with 
prospective employees, about how open we are with our company’s goals and metrics and also about finding ways for 
them to grow - giving them a path to a greater and brighter career and future. It is important to us to emphasize that day-
to-day when they come to work here. That makes a difference.

CEOCFO: Why choose IT Direct LLC?
Mr. Santiago: When you get down to it, strong technology comes down to processes and management. I think that IT 
Direct has developed a really special way of delivering technology that links directly to our clients’ results and outcomes. It 
is that unique process that we have developed that attracts our clients. Clients choose IT Direct, because they want better 
outcomes for themselves.


