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Executive Summary

Since the introduction of Microsoft Windows 3.0 in May 1990, the Windows eavironment and Windows
apylications software products have been widely adopted by end-users. application developers, OEMs,
and corporate accounts. The success of Windows since its inooduction is widespread:

Over four million copies of Windows 3.0 have been shipped. and IDC focecasts sales of nearly eight
million in 1992,

Over 1500 Windows 3.0 applications are shipping from 730 vendors. Windows 3.0 is the wop priority
pistform for PC application developers.

Sales of Software Development Kits for Windows 3.0 have reached an incredible 60,000 units.

This number is astounding considering that only 10,000 SDKs were sold for Windows 1.X and 2.X
combined. SDKs are just ane of the many tools available to write Windows 3.0 applications.

o Over SO hardware vendors (OEMs) are supplying Windows with their machines worldwide.

Windows is now established as the graphical operating environment of choice for desktop PCs. In
keeping with industry adoption of Windows and the clear cail from our customers for a consistent,
scalable software architecture, Microsoft is focusing on the Windows eavironment across its product

offerings: networking, applications, development tools, and operating systems.

In panailel to Microsoft's development of the Windows Graphical Environment, it has pioneered the
market for Windows applications sofiware. Microsoft Word for Windows and Excel for Windows have
coasistently received top honors in all comperitive reviews for applications software products. To further
set off the advantage of Microsolt's Windows applications, Microsoft has embarked on a strategy of
utilizing extensive gsability westing during the actual development process of its next generation
applicacions software products. Microsoft believes that the impact of this research will become quite
substantial in distnguishing Microsoft's next generation Windows applications software products from
those of its competitors.

In participation with Cigna's transition to graphical workstarion computing udlizing Microsoft's Windows
Graphical Environment, Microsoft offers Cigna a comprehensive product, support, and services proposal.
[ts purpose is t0 outline the steps necessary toward achieving Cigna's goal of enhanced individual and
organizational productivity. This will be accomplished by adopting Microsoft's leading Windows
applications software products as Cigna's standard desktop eavironment The fundamental idea is to
create 2 relationship berween Cigna and Microsoft in which Microsoft will provide subsuntal added
value to Cigna in renmmn for Cigna's commitment to Microsoft's advanced Windows technology.

MSC 00799739
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Proposal
To achieve the above stted goal, we ask that Cigna agree in writing 1o the following:

1. Toupgrade the identified 10,000 PCs in the Cigna end-user base w Microsoft DOS 5.0, Ward for
Windows, Excel for Windows, PowerPoint for Windows, and Microsoft Mail for PC Networks by
December 31, 1991. To accomplish this goal, Microsoft will provide Cigna with 3 compeiling fee
schedule, products, suppart, and services, including Microsoft Consuiting Services, designed o
enable corporaie-wide application software coaversions.

2. To conduct a tharough cost study of this implementation to be used as a mode! for demonstrating the
value of adopting Mictosoft's Windows technology 10 other areas within Cigna. approved corporaie
customers, and the computer industry trade press.

Microsoft's Commitment

Outlined below is a summarized listing of product fees, support, and services which Microsoft will

deliver 1o Cigna upon acceptance of this proposal. Detiled descriptions of the following products and

services are provided in the body of this proposal.

Pricing Proposal

The pricing proposal is detailed in the Pricing Proposal section of this document. The pricing proposal is

detailed in three components: systems software, Windows applications software, and Microsoft

Consulting Services. Cigna may accept the components in wtal or each individually.

Microsoft Corporate Account Team Technical and Marketing Support

Microsoft will provide:

o One full-time equivalen: sysiems engineer distributed across the Cigna enterprise over the first year
of implementation.

o One full-time equivalent marketing representative distributed across the Cigna enterprise over the
first year of implementaton.

Microsoft Support Products and Services

Microsoft Consuiting Services

The Microsoft Support Advantage Program

Micrasoft Support Coordinator Program (MSCP)

The Windows Transition Team

The DOS Transitdon Team

The Word for Windows Developers Program

The Word Push Team

The Excel Push Team MSC 00799740

Technical Docurments, Updates. and User Guides
Microsoft Windows A pplications Pricing, Support, and Services Propasal for Cigna
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Microsoft Named Account Services
Microsoft Corporste Technical Account Briefing Program
Microsoft Corporate Executive Briefing Program
Microsoft Corporate Preview Program
Microsoft Bewa Program
Microsoft Upgrade Days
Microsoft Competitive Updaie Agreement
Microsoft Extended License Agreement
Microsoft DOS 5.0 100% Upgrade Program

Recommended Microsolt Training Products and Services
Microsoft University Coarse Offerings and On-site Training
The Micosoft Professional Training Network
Microsoft Press Publications

Additional

This proposal has been developed in specific accordance with the needs of Cigna which have been

identified thus far for Microsoft. Microsoft offers the flexibility w0 further customize this proposal for
Cigna as additional requirements are identified.

MSC 00799744
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PriCin Proposal oY ?
ystems Software

Cigna purchases 10,000 units of the Microsoft DOS 5.0 Retail Upgrade Product at 2 suggested retail price

of $37 per copy by December 31, 1991. ¥
. * X 255D
wgrammaoossnwuwwmmsnvomo. Mtlr =

Windows Applications Software N

Cigna parchases 10,000 uniss of Microsoft Ward for Windows, Excel for Windows, PowerPoint for R,
O,((«w Windows, snd Microsoft Mail for PC Networks for the price of $154.80 per workstation by December 31,
Tk 191, : ; 2
Q"Dw ) ' ,/6 v
Estimated cost for Microsoft Word for Windows, Excel for Wi indows, and
Microsoft Mail for PC Networks = $1.548,000.

rd
Microsoft Coasulting Services 41}?,?/"
Cigna retains a 3 person Microsoft Consulting Services team for a one year commitnent. MQ%/NM__‘ b

Estimated cost for Microsoft Consulting Services = $691,000.
}u.,u-» b
Total Investment e
Cigna upgrades its idenufied 10,000 PCs w Microsoft DOS 5.0, Word for Windows, Excel for Windows, “’_'\)/
PowerPoint for Windows, and Microsoft Mail for PC Networks. The total estimated cost o Cigna isc
Microsolt Products, Support. snd Services Estimated Cost

10,000 units of the Microsoft Dos 5.0 Upgrade @ suggesied retail price of $37 per $370,000

unit

10,000 units of Word for Windows, Excel for Windows, PowerPoint for $1,548,000

Windows, and Microsoft Mail for PC Networks @ $154.80 per workstation

Microsoft Consulting Services $691,000

One full-time equivalent syswems engineer diszributed across the Cigna enwerprise No Charge

gver the first year of implementation.

One {ull-time equivalent marketing representative dismributed across the Cigna No Charge

enterprise over the (irst year of implementation.

The Microsoft Support Advantage Program No Charge

Microsoft Support Coordinator Program (MSCP) No Charge

The Windows Transition Team No Charge

The DOS Transicdon Team No Charge

The Word for Windows Developers Program No Charge

The Word Push Team : No Charge

The Excel Push Team No Charge

Technical Documents, Updates, and User Guides No e

Total estimated cost of Microsoft Product. S rt. and Services to Cigna: =~ $2.609.000
Microsoft Windows A pplications Pricing, Support, and Services Proposal for Cigna
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Implementation Programs
To execute this proposal, Cigna will uulize the following Microsoft programs:
The Extended License Agreement and The Competitive Upgrade Program

1) Cigna purchases 6,000 units of Excel for Windows and 6,000 units of Woed for Windows at a
suggested retail price’ of $129 per unit by December 31, 1991, utilizing the Microsoft Competitive
Upgrade Program. Love g\;.ﬂ:"\'l*/coo

2) Cigna removes all competitve word processing and spreadsheet products (Lotws 1-2-3 and
WordPerfect) from each of the 6,000 identified PCs within 60 days of the installation of the
comparative Microsoft Windows applications.

3) mnwmcsmummiwmmomolmwoma for Windows
(includes Word for Windows, Excel for Windows, PowerPoint for Windows and Microsoft Mail for
PC Networks) for the remaining 4,000 workstations,

4) Microsoft provides at NO CHARGE 6,000 licenses of PowerPoint for Windows and Microsoft Mail
for PC Networks to back fill the remaining 6,000 workstations.

5) Cigna commits to purchase Microso(t Office for Windows for 60% of all new workstations
purchased from January 1, 1992 1o December 31, 1992,

6) Microsoft will provide & NO CHARGE licenses for Microsoft Office for Windows for the remaining
40% of new workstations purchased from January 1, 1992 to December 31, 1992,

The DOS 5.0 100% Upgrade Program
1) Cigna purchases 10,000 units of the Microsoft DOS 5.0 Retail Upgrade Product through a
participaring reseller for a suggested retail price! of $37 per unit by December 31, 1991.

Microsoft Consulting Services

Microsoft Consulting Sexvices (MCS) has identified three areas that together comprise a core expertise
that is leveraged. and in many cases necessary, for major corporations o successfully undenake
deveiopment and delivery of straiegic, PC-based client-server systems. These are:

o  Applications Architecture, Design. and Life Cycle Expertise
o Client Technologies Expertise

o Server Technologies Expertise
As part of Micrusoft's wtal offering to Cigna, Microsoft Consulting Services proposes (0 place three fuil
tme, on-smConsu.ltzmstoworkuammpmwdemuweofmexmmom

The MCS Consultants will have access on an as needed basis to Microsoft expertise through the MCS
Technology Services Group and its liaisons o Microsoft Product Support Services (PSS) and Microsoft

! Acusi soees pric for Microsoft software products mav be significsntly less than suggesud reuil prices staed. MSC 00799743
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product development groyps. In addition, MCS will act as Liaisons 0 Microsoft and help Cigna w make
leveraged use (0n a standard basis) of other expertise and offerings of MCS and Microsoft University.

1) Application Archigect This Seaior MCS Consultant will focus on the design, implemenation, and
support for strategic PC-based client-server sysiems. The Applications Architect will provide
leading expertise in developing client-server appticatons architectures that leverage existing off-the-
sheif software, are open and extensible, can be built incrementally, and deliver on performance. This
Coasuliang will work 1o ensure visble and leveraged development support, and life cycle-plans and
their implementation. It is envisioned that this Consuitant will work across multiple projects.

2) ‘Client’ Technologies Consuitant. This MCS Consultant will provide a solid foundation of on-site
expertise in:

Windows SDK, memory management, optimizations
Applications development ;
Graphical user interface design and development

Microsoft applications products (Ward for Windows, Excel, PowerPoint. Project)
Interoperability

Macro development, DDE, OLE, DLL's

C and Visual Basic Programming

3) “Server” Technologies Consuitans. This MCS Coasuitant will provide a solid foundation of on-site
expestise in:

SQL Server/distributed database design and implementation
Electronic mail network design, implemenation, and support
Server OS/Z operating system suppoct

LAN administration and optimizations

Integration of Windows and OS/2 clients

Lab environments for server technologies

MSsC 00799744
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Microsoft Vision

Microsoft's vision in the 30's was that someday there would be a2 PC oa every desk and in every home,
heiping peopie 10 communicate faster, casier and with more accuracy. Because of this vision, we've been
able 10 take a leading role in the development of the computer industry at large; seting desktop software
standards with products such as the MS-DOS, Macintosh, 0S/2 and XENIX operating systems and the
Windows 3.0 and Presentation Manager graphical environments. We possess exiensive expertise in
developing a wide range of software including operating sysiems, graphical eavironments, applicauons,
development 10ols and languages. Microsoft has grown to become the world's leading developer of
personal computer software with 1991 revenoes of over $1.8 billion and employing over 7,000 peopie in
more than 26 locations worldwide. Our business is healthy and strong. We will continue 10 invest in new
technologies to keep our company in the forefront of the personal computer industry.

We haven't lost sight of our '80's vision of 3 "PC on Every Desk and in Every Home", but have since
evolved it with a new crusade for the 90's: The concept of “Information at your Fingertips.” We believe
that in the new decade, firms like Cigna will require a new breed of information and resource sharing
available from powerful client-server applications and more powerful server platforms. Corporations will
require tools to help adminiscae large, multi-server networks. Better reliability and security 10 protect
mission-ctitical applications moved 0 PCs will be an issue. And., we expect that multi-pladorm
connectivity, support of industry standards and the ability 10 hide network complexity from users, will
become increasingly important. These concepts have been taken o heart by Microsoft and are ceatral to
our current and future product development efforts.

Microsoft's vision is o make products that help businesses operate more efficiently as organizations and
help people perform more effectively as individuals. We're committed w excellence in everything we
do, and are committed to quality in everything we produce. Our pledge is toward "Making it all Make
Sense” among what can sometimes be very confusing technologies and products. For customers like
Cigna, this commitment means we will work to understand your business and deliver the products you
need 10 get the job done.

Microsoft Product Strategy

Oversll Product Strategy

Our overall product sorategy is simple: to create superior business solutons that take the latest advances

in iechnology and match them (o the specific needs of our customers. We believe great software has to

be powerful as well 23 casy to use. A key factor in our success has been our ability 1o identify imporant
trends early and to work quickly t0 incorporate those new directions into our products.

Commitment to Lesding Development in Graphical Computing

For several years, Microsoft has focused industry anention on the impornance of the graphical user

interface to the growth of personal and workgroup computing. Windows 3.0 significanuy enhances.

while taking full adv:nage of, the newest, most powerful personal computers. [n 1985 we introduced the

Windows graphical environmens which extends the use of DOS by providing enhanced performance,

increased productvity, and multitasking. This technology adds important improvements over using DOS

along with saving users time and ultimately, their company's money.

Today, Microsoft Windows features a design based on several key feanures and benefits. These key MSC 00799745
feanires and benefits of the graphical user interface (GUT) are:

Microsolt Windows Applications Pricing, Support, and Services Proposai for Cigna
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o Consistent design across difTerent products and different platforms. All GUT applicatons share a
similar look and feel, so a user who's familiar with one GUT application is well on their way 1o
learning others, so less training and support are needed.

e An interface that's based on visusl display, aot text. Peopie can process more information through
gnphic visuals than any other way, 50 a user interface should be based on pictures, and noc sicdy
oo text. Traditional character-based software (software that is not written o ake advanuage of a
graphical environment such as Windows), the computing standard for the first 15 years in the PC
industry, is limited by its strict display requirements. Compounding the problem, commands in
programs written by different companies are inconsistent: therefore a user has (0 releam commands
10 use various applications. By contrast, in a GUI application, selecting a display object is easier
than entering text, 0 incorporating a method of on-screen pointing 0 select text and commands
increases user producgvity.

¢ On screen dispiay of what the final document will look like. What users sce on screen maiches
what they'll get on paper, giving them a simpler more direct view of their documents as they produce
them. This lowers user fruszration and fatigue and saves time, 30 users can accomplish more work.

e Dynamic while-you-work feedback. In piace of confusing system messages, GUT-based software
uses information boxes and pictures (o establish a natural dialogue between the user and their system.
GUT software is casier to use and working with GUT applicasions are more enjoyable.

o Easy to get belp, anytime. You can ask for assistance oa a single command, so there's no need 0
thumb through a thick manual. Or, yoa can access a complets on-line miorial about a program, to
find what you need when you need it

GUI applications are typically more robust and offer more functionality than their character-based
counterparts. They take advanuge of the power inherent in the next generation of computing, which is
built around more powerful processors, greater memory, and improved graphics. Based on a swdy
conducted by Tempie, Barker, and Sloane, consultants from Cambridge, Massachuseuts (enciosed), the
measurable benefits that the graphical user interface, and in tum, graphical applications bring w Cigna
wmmme(mmM&uMWmmmM).MMmmg
and support costs (as a result of users being more self-sufficient with GUI applications), and decreased
user fatigue and frustration.

Compastible product design and upgrades

As we infroduce improvements (0 our products, you can be sure that they're compatible with our existing
programs. Many of our leading applications are updated on an ongoing basis. demonswating our
dedication o building the latest feanwres of technology into our software. We fully intend 10 continue to
offer support for the broad base of our existing customers by providing regular updates of products as
well as by building in ways for graphics-based and character-based products from multipie applications
developers 1o share files and information. In this way, we can continue 10 take advantage of state of the
arnt industry technologies, while providing a focused migration path from today's applications sandards.

Focus oa Enhaacing Both Personal and Group Productivity

Microsoft's revenue is distributed across several product areas:

° Syswems Products
‘. Applicatons MSC 00799748

Microsaft Windows Applications Pricing, Support, and Services Proposal for Cigna
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. Languages

. Hardware (Microsoft Mouse, primarily)
. CD-ROM Products

. Microsoft Press Publications

A carefully targeted plan, t0 only provide selected srategic products that enhance both personal and
group productivity, has been the key o Microsoft's success in the personal computer industry.

Microsoft Operating System Strategy
Microsoft's strategy for operating systems can be stated in one word: Wiadows.

Building on the Microsoft Windows graphical environment version 3.0 phenomenon, Microsoft will
continue © extead and enhance Windows.: The overriding goal of our systems strategy is 0 provide a
common user interface and application platform which exploits current as weil as new hardware
configurations--whether Inteieor MIPS RISC-based--while supporting existing Windows 3.0 applications.
The Windows environment is Microsoft's vehicle for achieving that goal.

Since the introduction of Windows 3.0 in May 1990, the Windows eavironment and Windows
applications have been widely adopted by end-users. application developers, OEMs, and corporate
accounts. The success of Windows since its introduction is widespread:

o  Over four million copies of Windows 3.0 have been shipped, and [DC forecasts sales of nearly eight
million in 1992.

o Over 1 500 Windows 3.0 applications are shipping from 730 vendors. Windows 3.0 is the top
priority platform for PC application developers.

o Sales of Software Development Kits for Windows 3.0 have reached an incredible 60,000 units.
This number is astounding considering that only 10.000 SDKs were soid for Windows 1 X and 2.X
combined. SDKs are just one of the many toois availsbie to write Windows 3.0 applications.

e  Over 50 hardware vendors (OEMs) are supplying Windows with their machines worldwide.

Windows is now established as the graphical operating environment of choice {or desktop PCs. In
keeping with industry adoption of Windows and the clear call from our customers for a consistent,
scalable software architecame, MicTosoft is focuning on the Windows eavironment across its product
offerings: networking, applications, development ©o0is, and operating systems,

Windows Architecture

Since the introduction of the [BM@PC in 1981, personal computers have become much more diverse in
capabilities as well as configurations. It can no longer be said that one operating system implementation
is suitable for all PCs or ail users’ needs. However, achieving a unified interface and one placform for

application development is as important as ever.

Windows has been designed so it can be scalsble—~with different modes that can take maximum
advantage of the underlying hardware. For example, Windows on a 80386-based PC can run in enhanced
mode, which exploits properties of the 386™ processar such as virmal memory. Similarly, there are
other modes of Windows under development that will take advantage of emerging hirdware
configurations such as MIPS RISC processors. As new hardware technologies come to market, such as

MSC 00799747
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more powerful CPUs, graphics hardware, or multimedia capabilities. Windows can and will be enhanced
o exploit them. However, Windows will retain compatibilicy with the large insiwiled base of 286s.

Systems Strategy Directions

Todsy Near Term Medium Term
_{Now wwough 1992) (1982 qvough 1993)
What the Windows 3.0 Windows 3.1 Next release of
CLIENT runs (enhanced.standard) Windows
Windows NT Next release of
Windows NT
What the 08/2, UNIX, Windows NT Windows NT
SERVER runs VMS Support on 0S8/22, Support on 0S/2,
UNIX, VMS UNIX. VMS
Systems Strategy
Near Term 3

In 1991, Microsoft plans to deliver the next release of the Windows operating environment, Windows
3.1. Version 3.1 represents a significant improvement 1o Windows 3.0, with a focus on stability, ease of
use, performance, and application integration. Windows 3.1 will provide 2 much more stable platform: a
lop goal is © eliminate Unrecoverable Application Errors (UAEs). Changes in the shell will also make
Windawﬂ.laﬁammahﬂﬁhMmm.wﬁmtm&mﬁm(mﬁmeﬂsﬁnga
mm:huﬂovnmmmﬁaﬂymbﬁshedumboadm).mﬂawmformhom
Manager, Additionally, particular agention has been paid to improving performance in Windows 3.1.
This appears in faster print times and in faster overall performance.

Windows 3.1 is aiso the initial plaform for extensions to the Windows eavironment. Microsoft is
developing extensions to Windows that will broaden the reach of Windows to multimedia machines and
pen-based computers. Wiandows with Multimedia extensions provides support for audio, high-resolution
video and CD-ROM storage. Windows for Pen Computing supports use of a pen as an input device in
place of a mouse, provides high quality character recognition, and works with existing Windows 3.0
applications,

Like Windows 3.0, Windows 3.1 will offer multipie operating modes. Windows 3.1 will support
standard and enhanced modes found in Windows 3.0 today. Both of these modes are built upon MS-
DOSeoperating sysiem. In 1992 2 new mode of Windows will be added, Windows NT-(New
Technology) mode, 0 suppon the high-end desktop oc server requirements.

o Windows in standard mode. Standard mode is available for all machines with an 80286 or higher
processor and at least 256K of extended memory. It effectively breaks the 640K application barrier,
with direct access (0 up 10 16 MB of memory. Standard mode cnables the user to run Windows
applications concurrently and atlows multiple DOS* applications w be run full-screen.

¢ Windows in enhanced mods. Enhanced mode in Windows runs on 386-based sysiems with at least |
MB of extended memary. It affers all of the capabilities of standard mode, plus it takes full

zwmmumwwumawmmmuuwum&mm In addition we
ﬂMum-mwnﬁf«MMWhmi‘tu—GSnuwmN'l‘oamomc.

3 Near TermuBetween Now and 1992

4 As eaed herein_"DOS® refers 1 the MS-DOS and PC.DOS ing svsiems. MSC 00799748
Microsoft Windows Applications Pricing, Support, and Services Proposal for Cigna
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advantage of the 80386 processor's functionality, adding support for virtual memory. With virual
memory, 4 portion of the hard disk is aliocated for applicanons © use much like an extension w
physical memory. Since Windows applications are device independent. they can use virmal memory
without being specifically written 10 take advantage of it. Enhanced mode also permits DOS
applications 10 be run full-screen or in a window, and multipie DOS boxes can even be preemptively
multitasked (Windows sets up “virmal machines” 1o accomplish this).

o Wiadows in NT mode. NT mode in Windows will run on 386, 436™ and higher x86 systems with
cight megabytes of memory. The benefits Windows NT mode will deliver over Windows in
enhanced mode include sappant for symmetric multiprocessing; a transaction-based, fanit-tlerant
file sysiem with full recoverability; C2-level security; and portability o other hardware pladorms. In
sddition, Windows NT mode will run all the same applicarions as Windows in standard and
enhanced mode: both DOS and Windows 3.0 applications. Applications written w0 the new Windows
32 programming interface (fully preemptive multitasking, muitithreading, memory protection,
advanced graphics, advanced networking) will also run in Windows NT mode. Windows NT mode
will also support POSIX complisnt applications (may be of interest in government accounts).
Finally, Windows NT mode will ship with Microsoft LAN Manager file and print sharing

Windows NT mode will initially be availsble on the forthcoming Windows NT product. Windows
NT extends Windows 10 server-class machines and other processor architectures such as MIPS RISC-
based chips. Windows NT is built upon Microsoft's New Technology (NT) kemnel, a development
effort spearheaded by one of the principal architects of DEC's VMSe, who joined Microsoft three
years ago to lead one of the most experienced operating system teams ever assembled. The
underiying operating system has been rewritten to provide s broader feature set and allevisse the
restricgions of DOS. Windows NT has been written aimost entirely in the C programming language.
allowing it to be easily ported to other hardware platforms, like the MIPS RISC architecture.

Windows NT mode represents a major advance in operating sysiem functionality for networked PCs
and network servers. NT mode will include a bost of new networking congol capabilites, including
network monitoring 100ls, performance management tools and network administraton facilities.
Further, the underlying Windows NT operating system is being specificaily designed to support high
speed netwark operations, with & new file sysiem, high-speed drivers and enhancements in other
performance-sensitive areas. Microsoft will support Windows NT with our current server
applications such as Microsoft SQL Server and DCAe/Microsoft Communications Server.

The Windows eavironment nmning in enhanced mode, of course, will remain the preferred client for
most network applications. Windows 1.0 is already a highly robust, network-aware client With the
release of Windows 3.1 robusthess and network connectivity will improve sharply, with new features
like netwaork persistence. Further, Windows nunning in enhanced mode on DOS will support the
Windows 32 API (and its many benefits, such as memory protection, preemption, ec.) in a future
version. However, for clients demanding such high-end features as multiprocessing support, fauit
tolerant dama storage and portability 1o high-end Inmtet and RISC machines, Windows NT will provide
an opesating system which delivers a very scalable and long-term solution supporting the exact same
user environment as Windows in standard or enhanced mode.

Microsoft plans to ship Windows 3.1 with standard and enhanced modes by the end of 1991. Windows
NT is scheduled w0 be available in 1992 (see timeline at the end of this document for further details).

MSC 00799749
Microsoft Windows A pplications Pricing, Support, and Services Proposal for Cigna
Page 11
Microsoft Confidential
Aovemm dast Sepsenny . 1990
Mo samn OOPROP DOC HIGH LY
CONFIDENTLs L

MS~PCA 1111425

CONFTDENTT ;7



Cus . e emempe 8 . .

- oo

& DA .- ~ra [ IS ISR RIS S e

Medium Term $

Microsoft will conzinue to extend and enhance Windows for the foreseeable funure. In the medium werm,
the user interface and shell are being designed using object ariented techniques to provide a more namwral
and inmitive user interface. The nerworking architecaure will be modified to allow it be more exiensible.
Amndam.openmofinmfacuwﬂlbedeﬁnedfanemksaﬁcawcbuﬁleﬂnﬁng,pﬁnm
sharing, mail. database access, adminisoration. and configuration. All of these features will be available
far Windows running in enhanced or NT mode.

Enhanced mode running on DOS will be extended 1o support the Windows 32 APL. Enhanced mode will
thus gain preemptive multitasking capabilities, separawe address space for applications. multiple threads,
and more. Windows in enhanced mode will be positioned for lapwops and deskiops, while Windows NT
will be positioned for the high-ead machines such as workstations and servers.

Role of MS-DOS

Given that Microsoft is focusing on Windows as the operating sysiem for PCs, where does MS-DOS fit
in? MS-DOS continues t0 play an important role for castomers with low-memary machines who want 0
run character-based applications. Microsoft will continue to eahance MS-DOS aver time, reducing
memory requirements, adding utilities, and improving nerworking support However, its association
wix.hW‘mdomwiﬂﬂuﬂychnnge.becaningmmohhoum&uwhingmmmedive
and then tarm over conwrol 10 Windows. In addition, there are new opportunities in the embedded
operating system arca (¢.§.. ROM-based systems) where keyboard interfaces are not needed. Examples
could include a coffee maker that stores the number of pots brewed or a sewing machine that runs

programs for the particular stitch chosen.
Role of 0S/2

1n wday's computing environment, OS/20piays a valusbie role as & server operating system. This role
will continue for those customers interested in 0S/2. Microsolt will continue to deliver and support LAN
Manager, SQL Server, and server applications on the OS/2 piatform as well as other server piadforms.
Today Microsoft LAN Manager is supported on OS/2, UNIX® and VMS: in the near fumre LAN
Manager will be supported on OS/2, UNIX, VMS, and Windows NT. Microsoft feels that there will be
clear advantages to the customer running Windows on both the client and server (Windows NT) with

Windows client-server applications.

In general, Windows NT has been designed to be extensible. For example, Windows NT could be
extended with an 0S/2 subsystem, gaining the ability to run 0S/2 applications (16-bit and 32-bit).
Microsoft has proposed to [BM that Windows NT, together with this OS/2 extension, form the basis for a
fatare OS/2 version: 0$/2 3.0. Whether [BM will accept this proposal is an open question. Microsoft
has no current plans to ship this product due o [BM's uncertain commignent o 05/2 3.0. However,
Microsoft is commined to providing a migration layer that will allow OS/2 1.X and 2.0 applications to
run on Windows NT for those cusiomers with significant invesonenzs in thase platforms, regardless of
[BM's decision.

$ Medium wrmaFrom 1992 trough 1993 MSC 00799750
Microsoft Windows Applications Pricing, Support, and Services Proposal for Cigna

Page 12
Microsoft Coufidential
Rovesse eetn Sepsaatar §, 199
s esux QOPROP DOC
' HIGHLY

CONFIDENTIAL
MS-PCA 1,111"\\27

FNEITY

(I



- ~onodiag

DR Y R o T VSO rep e +7 *Bseviqe g

oy .-

£2 3

- DS o v R A @ . o pips

2 s

Time Line
Today Near Term Medium Term
_(Now through 1992} (1992 through 1993)
-Windows 3.0 ~Windows 3.1 (including -Next reiease of Windows
i standard and enhanced enhanced mode on DOS
modes) (including Windows 32 API
-Windows NT support)
-Windows with Multimedia -Next refease of Windows NT
Extensions
-Windows for Pen Computing
-Windows 32 PDK
Summary

Few companies can stae their strategy in gne word. Microsoft can: Windows. Microsoft believes that
the current momentum. behind the Windows eavironmeat will grow, carrying with it the PC industry and
the rapidly growing customer base. These forces, combined with Microsoft's commiament to developing
and innovacing Windows, help ensure that it will continue to be the operasing environment of choice for
PC computing.

The information contained @ this secsion represmsts the et view of Microsoft Corporazian on the issuss discuissed as of the dsm
of pablicaiion. Becsuss Microsoft mas respond 10 changing market conditions. it shouid 5ot be ierpreted o be & commitmant o
the part of Microsoft, aad Mi @ canmot @ the sccurscy of any mformation presesiad afier the das of publication.

Applications Strategy

Az Applications Family Approach

Microsoft offers Cigna an applications family. As mentioned earlier in this proposal, Microsoft is
investing in application product development across all of wday's standard software platforms including
DQS with Windows, 0S/2 with Presentation Manager. and the Macinwosh with Multifinder. This
development includes both depth products. that serve as high-powered productivity twols, as weil as
integrated breadth products that offer several different applications in a single program. The personal
productivity applications that Microsoft develops include: word processors, spreadsheets. project
management software, presentation graphics software, and local area network based eleczronic mail
products that are designed for a broad range of users.

Our application strategy is to creats a line of application products that deliver on the poteatial of new

technology, while providing ongoing support for existing customers. Today, applications account for
48% of Microsoft's wal revenues; and many of our applications have won numerous indusgy awards.
Our intention is to be the leader in graphics-based applications products in the 90°s. On the Macintosh
platform, we aiready are.

Design MSC 00799751

Microsoft's design strategy is to create a new generation of visually oriented software that allows more

people w do pesform tasks more quickly with their personal computers. The philosophies behind our

product design include:

e Coasistency across multiple platforms- our *Shared Code Resources Approach” 1o development
means that the bulk of an application’s code can be transferred from one hardware platform o

Microsoft Windows A pplications Pricing, Support, and Services Proposal for Cigna
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another, allowing us w ges 1o market faster and at a lower cost while offering enhanced reliability
and consistent program desigh o our customers.

o Data exchange aod integration - the ability w exchange data effortessiy from one program 1o
another greatly exiends the power of each program invoived. We design products so that this
exchange can happen easily and dynamicaily not only from one program to another, but from one
platform 0 another.

Eahanced usability - Microsoft has always been commiued (o providing customers with easy 10 use
products with the wois users need 10 make the most of our programs.

Programmability - We realize that a piece of software that we produce can't aiways meet everyone's
needs. That's why we've designed applications like Word and Excel W inciude the most powertul
macro languages available so that customers, like Cigna, can use these productivity tools w build
line of buiness applications. Microsoft products are so flexibie that you could actuaily quickly re-
design them 30 they doa't even look like the original retail products! No character based word
processor or spreadsheet can do this. [n fact, most Windows-based products do not offer this
capability. With software from other vendors, you customization capabilities are limited.

Software Business Units

Microsoft's software marketing and development is accomplished within the following business units:
o Graphics - Microsoft PowerPoint presentation graphics software for the business professional.

e Office - Microsoft Word word processing, and distributed applications.

o Data Access - dazabase (font-end products such as Q & E and SQL server) and end user languages
like Visal BASIC.

e Data Analysis - Microsoft Exce!l spreadsheet and Microsoft Project for project management.
o Eatry Products - Microsoft Works integrated software application and Leamning DOS.

The Integrated Office

Microsoft’s vision (or an integrated office encompasses a combination of hardware, sysiem software, and
office applications. It is our mission W put together a family of applications that share a common
interface (similar function keys, menus, etc.) and work wgether (via object linking and embedding
technology) w0 cahance both individual and work group productivity. Consistency (sharing functionality,
commands, interface) and upgrade ability between applications are important goals for us.

A Single Veador Solution

Microsoft is a company with proven industry leadership, a full line of products, and woridwide suppore
We have the ability to cover the broadess variety of software needs, whether it be spreadsheet, word
processing, project management, presentation graphics, elecuronic mail and more. Microsoft belicves in
providing a compliete applications family, and is therefore, your one-stop vendor for office productivity
applications. Our products bridge divergent platforms and applications. including PCs and Macs.
Windows and Presentation Manager applications, as weil as character-based applications.

O rgr s v

14 iy

& o b

MSC 00799752

Microsoflt Windows Applications Pricing, Support, aad Services Proposal for Cigna

Page 14
Microsoft Confidential
Rovenm émw Sopumanr 4, 199)

CONFIDENTIAL

MS-PCA 1111429
”(S‘.GNFIDF_NTIN.



‘e o

Bt K T e R TNT Y 2T 2

-4 -

Awnlias o

B o . gy AN SIS S oSN DI M A6 6+ A0 - romcs s

We also provide synergy among our own products. Qur Shared Code Resources Technology enables us
to essentially share 80% of the software code we write across multiple software products whereby the
other 20% of the code can be designed specifically to take advantage of a parucular hardware or
operating system platform. This enables us 10 produce higher quality, bug-free products. maintaining ail
of our design criteria m 3 shorter time period and with less effort. This means our customers see new
products and upgrades sooner. [t also means that we don't waste time on porting applications, insiead we
spend our ime oo advancing the power and capabilities of our products that are available 1 all

environments.
Microsoft Corporate Account Team Technical and Marketing Support

We believe that when you significantly invest in any Microsoft product for your crganization, you are
also buying into a fuil range of product support services. Large corporate accounts are compiled on 2
aational list and are “named" 30 to speak, astigned an account team, and are privy 0 special service,
programs and support. Through our corporate services program, Cigna can take advantage of product
support, Taining programs, simple upgrade plans, additional product administration services and a variety
of communications tools. With our field sales force and support teams we remain clearly focused on you
and can provide Cigna with outstanding service.

Greater Philadelphia District Account Team, Philadelphia, PA.

Named accounts are provided with 3 local team of support. The account team which has been assigned o
Cigna in Philadelphis includes the following individuals:

Larry Mascioli, Corporase Account Manager, Greater Philadelphia District
- Main focal point for all issues/overal] account management
- Listens to your problems and works aggressively to solve them, whenever appropriate
- Provides strategic direction for Cigna, suggested remil pricing on products, and working
models, evaluation, and beta copies of software
- Lisison berween Cigna and Microsoft corporate offices and management
- Organizes Corporate Briefings, Microsoft Days, Upgrade Days, ec.

Barbara Cogswell, Corporate Marketing Represeniative, Greaser Philadelphia District
' - performs general product presentations and demonswations
-  provides product Taining

David Ostroff, Senior Systems Engineer, Greater Philadeiphia District
- Provides s local conmct to address any issues and/or concemns Cigna may have regarding
Microsoft applicaticns
- Performs wchnical presentations on Microsoft applications

Philip Moyer. Associate Systems Engineer, Greater Philadelphia District
- Provides local support far highly wchnical networking and connectivity issues
- Performs highly technical presenzations on Lan Manager and SQL Server products
MSC 00799753
Judy Carr, Inside Sales Represeniative, Redmond, WA
- Provides general sales information, as well as information on and agresments for product

upgrades and updates

Kathryn Segress, The Microsoft Support Advaniage Program Sales Representative, Product Support

Services, Redmond. WA
- Provides information and conwracts for The Microsoft Support Advantage Program services

Microsoft Windows Applications Pricing, Support, and Services Propoesai for Cigna
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New Eagland District Account Team, Hartford, Conaecticut

Named accounts are provided with a local team of suppart. The account team which has been assigned o
Cigna in the greater Hartford area includes the following individuals:

lan Warhaptig, Corporase Account Manager, New England District
- Main focal point for all issues/overall account management
- Listens to your problems and works aggressively t0 solve them, whenever appropriate
- Provides strategic direction for Cigna, suggested retail pricing on products, and working
models, evaluation, and beta copies of software
- Liaison between Cigns and Microsoft corporate offices and management
- Organizes Corporate Briefings, Microsoft Days, Upgrade Days, e,

Tracey Adkins, Corporaie Marketing Represeniative, New England District
- performs general product presentstions and demonstrations
- provides product training :
Jamie Beauliex, Senior Sysiems Engineer, New England District
- Provides a local contact to address any issues and/or concerns Cigna may have regarding
Microsoft applications
- Performs technical presentations oa Microsoft applications

Doug Leland, Nerworking Systems Engineer, New England District
- Provides local support for highly technical networking and connectivity issues
- Performs highly technical presentations on Lan Manager and SQL Server products

Roxanne Anderson, Inside Sales Representative, Redmond, WA
- Provides general sales information, as well as information on and agreements for product

opgrades and updates

Lynne Thomas, The Microsoft Support Advaniage Program Sales Representative, Product Support
Services, Redmond, WA
- Provides information and contracts for The Micrusoft Support Advantage Program services

Recommended Implementation Options

Below are the major areas for consideration when implementing Microsoft Windows applications on a
large or deparumental scale. We have outlined the optons available 10 Cigna, and the exising programs
and resources offered by Microsoft that are designed t0 help plan and implement a successful
implementation. We are commited to ensuring success in every phase of this project, and the corporate
resources outlined beiow have beea offered to Cigna ensure initial and ongoing success.

Techaical Resources MSC 00799754

A major factor in a successful Microsoft Windows applications implementation is having a high quality,
centralized technical support mechaniem. Difficulty in obtaining technical information can mean long
delays in resolving configurstion issues. This in wm can slow down the initial implementation process,
which may threaten user acceptance and delay further implementatons. [t is our recommendation that
each business unit be assigned an intemnal technical suppor resource from Cigna Systems organization or
from the internal infarmation sysiems organization of each business unit. This will limit end-user
confusion, speed resoiution of technical problems, and allow Cigna Sysiems (0 more accurately monitor
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support requirements in the initial implementatons. The dawm gathered (rom this monitoring process will
not only prepare Cigna for subsequent implementauons, but it will also provide quantfiable stazisucs for
a dewailed support cost analysis. This will aiso provide an efficient mechanism for obtaining and
communicating information provided by Microsoft

Microsoft programs to facilitate this process are:

1. The Microsoft Support Advantage Program (in place at Cigna)

2. Microsoft Product Support Services (free with Microsoft applications)

3. Microsoft Support Coordinator Program (MSCP)

Software Coaversion

Mimplemeauioupunmmbeﬁedgmdnwmmmotmmmmuwiu
optimize acceptance of the proposed changes. The recommended option for inroducing the new
srandards is an immediate introduction of ‘software. In this scenario. the applications are swiched during
down-time. When the user recurns, they find Microsoft Windows applications products have replaced
their previous character based programs.

In working with other corporate clients who have made similar ransitions, Microsoft has identified

several iechniques that have contributed (0 the success of moving a group o Microsoft Windows

applications

o Sell the end-users [ - gaining user accepuance of the move is critical. A platform demonstration,
customized (0 a workgroup task. goes 3 long way toward building enthusiasm.

o Sell the end-users I - one month in advance of an agreed upon conversion date, the applications can
be loaded on the server of the area that is targeted for conversion. This gives the end-users the
opporwnity © become familiar with the applications by experimentation and working twough
mtorials  Users can also become familiar with converting their existing files.

o Lead User - developing one person 10 use the new environment in advance of the group. This
provides a method of making sure the configuration works (printing, email, host access, networks)
and also makes sure that the group has 2 local source of advice and support.

e Managed vs. Uamanaged Change - [n general, users are going to be much more satisfied and
immediately productive if someone internal to the organization is assigned project responsibility for
the implementation.

The majority of this work will be done internaily by Cigna personnel, however, Microsoft does have

programs in place (o assist Cigns in the development and monitoring of this process. These are:

Microsoft University course offerings

The Windows Transition eam

The Word for Windows Developers Program

The Word Push Team

The Excel push Team

The Microsoft Support Advantage Pro,

e MSC 00799755

N
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6. Microsoft Word for Windows Geuting Right 10 Word Guide (included with standard Word for
Windows documentation set)

7. The Swiikching to Microsoft Excel Guide (a tutorial for Lotus 1-2-3 Users)

8. The Step Up w Microsoft Excel Kit

File Transiation

Our experience has shown that the most successful process is 0 provide a ranslation service (o end-users
for & fee per file. Users may select their critical files for wransiation peior to the migration. Otherwise,
they are taught bow to do it themseives. This avoids tremendous wasted expense in ansiaring folders
consisting of old files. One method of achieving this is W require users to print out listings of their files,
sod (o have them rank the imporance of these files. Our experience has been that an average of 50% of
existing files prove (o be ranked as unnecessary by the users.

File compatibility between Microsoft Excel and Word and competitive applications is excellent.
However, it may be necessary W0 work with cermain files 10 achieve 100% conversion. Some of the file
formats which Word can both read and write to are RTF, DCA/RFT, WordPerfect, Wordstar. and
Multimste. Some of the formats which Exce! can both read and write w are WKS, WK1, WK3, Excel
2.1, Sylk, DBF2, DBF3, DBF4 and DIF. Also, documents are interchangeable amoag all Microsoft Word
and Excel products including Word and Excel for Windows, Word and Excel for 0S/2, Word for DOS,
Multipiaa for DOS and Word and Exce! for the Macintosh.

Cigna's internal support organization will be responsible for file conversion, but Microsoft does have
corporate programs that will help to guide them through the process. These are:

Microsoft approved third party consuaiting organizations

Microsoft University course offerings

The Windows Transition team _

The Word for Windows Development Program

The Ward Push Team

The Excel push Team

The Microsoft Support Advantage Program

Microsoft Word for Windows Getting Right 10 Word Guide (included with standard Word for
Windows documentation set)

The Swiching to Microsoft Excel Guide (a mtorial for Lotus 1-2-3 Users)

9. The Step Up to Microsoft Excel Kit

NP s

Systems Optimization MSC 007997568
Technical issues will center around configuration, printer and network drivers, memory management,

fonts. and DOS appiications. In order 1o fully maximize worksiation performance, it is recommended

that s complete study is done in advance of actual implementation. One method of achieving this, the

“lead user” concept. has been outlined sbove. Another option is (0 set up a separate “research area”

where a workstation typical o the specific Cigna business unit can be fully tested and optimized before

actual impiementation.
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Micrasoft has programs in piace w give Cigna the intemal expertise 0 plan for and maximize
workstation performance. These are:

The Microsoft Support Advantage Program

Microsof University course offerings

The Windows Transition wam

Technical documents and updates available through the corporate account team

Ao~

Training and Support

A comprehensive training program is a critical component of any successful product implementation.
Training can be delivered by Cigna's internal training organization, by Microsoft University, and
Microsoft Professional Training Network.

Inidal training classes for Microsoft Windows and Windows applications should be castomized for end-

user needs. For example, executives may need only half-day “concepmal® training, while administrative
systems, and {inancial staff may need two full days of training. Auendance at these classes should be

mandatory for all personnel.

Equally imponant is having s support mechanism in place that will easure 2 smooth transition. Having a

dedicated internal support resource is key. Alm, a “roving* technical person should be available to the

recently converted area for one week afier the initial transition. Making sure that the users are able to get

their work done during this initial phase is very imporane

Micmsonlmpmpminplaawﬁnﬁmﬂnnhhgudsumnmrynomusfuﬂymmm

the Microsoft Windows applications eavironment.

Microsoft Training Products/Services:

1. Microsoft University On-Site Training

2 The Microsoh Authorized Training Center program

3. Class-In-A Box lastructor Guide and Student Workbooks

4. Product Training Videos

5. Microsoft Press publications, for example *Microsoft Word Technical Reference” and "Getting
Started With Excel 3 For Windows"”

6. Microsoft Product mtarials (included with Word, Excel, and PowerPuoint

7. The Switching 1 Microsoft Excel Guide (2 tutorial for Lotas 1-2-3 Users)

8. The Step Up to Microsoft Exce! Kit

Microsoft Support Products/Services:

1. Microsoft Suppoet Coordinator Program (MSCP)
2. The Microsoft Support Advantge Program
3. Microsoft Product Support Services (free with Microsoft applications)

MSC 00799757
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Microsoft Support Products and Services
Microsoft Coasuiting Services

To belp corporasions ke advantage of the most up 1o date technical oppormnides in computing with
increased user effectiveness and productivity, Microsoft has farmed Microsoft Consuiting Services
(MCS). The charter of MCS is to assist clients in building mission-critical client-server systems and
aking full advantage of Microsoft's lead edge technology. MCS sexvices assist management and
technical saff through all the phases of a project, ensuring effective planning, rapid technology transfer,
high-quality design, and integration with the organization's esaablished information technology and
business systems. MCS services fall inwo the following categories:

Executive Education

MCS warkshops, seminars. and conferences help executives understand the business impact of client.
server comuputing and manage the successfil intsgration of these new technologies into their information
sysiems.

Strasegic Planning

Starting with a review of relevant business and operational objectives, MCS helips clients develop both
uctical and szrategic plans for selecting and building applications that offer the highest payback.
Strategic planning projects can deal with conversion, integration, connectivity, and organizational issues.

Systems Design

A major hurdle in moving t a client-server architecture is that applications must be designed in & new
way. To overcome this hurdle, MCS designed consuitants work collaboratively with clients throughout
the entire design process: Initial concept, sysiem design, periodic design reviews, and quality assurance.

Custom Development

MCS can provide programming resources for the development of specialized code that requires technical
knowledge and experience unigue 10 Microsoft. This includes device drivers, specialized interfaces, and
limited product modification.

Systems Suppore

As new gpplications move into & production phase, support at both the network and the workstation levels
becomes critical. MCS serves as part of the client's support team, ensuring that problems are anticipated
and effectively resolved. MCS consultants offer both skilled technical resources and a direct link 1o

Microsoft product developers.
Working with MCS 7

There are MCS offices located in major cities throughout the world. Each office is saffed with
consultants who have been selected for their breadth and depth of technical knowledge and business
experience. MCS consultants are availabls to work oa projects of all sizes at every phase of the
development cycle. The assisance MCS offers ranges from developing quick feasibility smdies to
providing on-site consuitants who serve as full-time members of client planning, design and support
teams.

oamor - MSC 00799758
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The fees for a MCS Consultant will vary in accordance with the echnical level of the consulting
assignment. A standard guideline for MCS Consultant fees includes a range from $140 per hour plus
wavel and expenses w© $210 per hour plus travel and expenses.

The Microsoft Support Advantage Program

Microsoft Support Advaniage is a malti-tiered support service for Microsoft customers. Suppon
Advanage feanures multiple levels of service (o allow customers 0 purchase oaly the support they need.
Support Adventuge - Solution

The solution leve! is for developers needing occasional technical assisance. It includes support for
Microsoft products, unlimited access 10 the Knowledge Base and the freedom o “pay as you go” in

submitting Service Requests. Included in the peckage are five Service requests and 10 hours of connect
time. .

Support Advanmge - Professional

The Professional level offers teiephone suppont (7am 10 Spm PST), the ability © submit an unlimited
number of Service Requeszs and defined escalation procedures for responding w those requests. The goai
at this level is o provide 24-hour callbeck an all Service Requests. A special networking option provides
developers with support for Microsoft LAN Manager and Microsoft SQL Server. Also. a device driver
option provides support for all device driver products.

The audience for S‘uppax Advanuge - Professional is Microso(t systems and applications developers.
The devics driver option is suitable for independent hardware vendors or independent software vendors
(ISVs) who are writing device drivers for specific hardware. }

Support Advensage - Premier

Support Advantmge - Premier is the ultimate support for corporate helpdeske/developers, large ISVs and
hardware OEM:s (ariginal equipment manufacturers). In addition 1o receiving all Professional-level
fm.?mmiercmmmmadmdaSmgicAccothuuger(SAm\vhoismsibleforau
their support needs. The SAM is a senior technical engineer who maingins a profile on the account, sets
upwcomtmﬁmmdudsmmmmMmmeﬂxdmyvimMimﬁw The
Premier level also includes unlimited phoae suppory, a goal of four-hour callback and priority resoiution.
The SAM is availsble between 8 am and S pm PST.

There are three options within the Premier category, each with a different focus: Helpdesk, Developer
and OEM. The Helpdesk option is for cusomers supporting Microsoft applications and environments.
The Developer option is for customers who depend on immediate support for their development projects.
Far hardware manufacturery there is an OEM option that provides support for all QEM-type adaptation
products.

The subscription price for Support Advantage - Solution is $795 per year and includes five services

incidens; $295 far access 1o the Knowledge Base oaly. Support Advantage - Professional sans st MSC 00799759
$1.295 per user for six months of support, depending on the option purchased. Suppon Advantage -

Premier ranges form $9.500 w $14,900 per yesr. Customers cusrently supported under Microsoft OnLine

and OnLine Plus support services can upgrade 10 one of the Suppont Advanage levels while maintaining

their investment in their current support contracts.
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The Microsoft Support Coordinators Program

The Microsoft Suppont Coordinators Program (MSCP) provides complimentary service and technical
support for key Microsoft software implementers in accounts as selected by the Microsoft Corporate
Account Team. This program was developed 10 increase the technical knowiedge of and confidence in
Micrasoft software among key support providers. The MSCP will suppart Microsoft cross-platform
spplications. i.e. Windows, Mac, and PC versions of Word, Excel. Project. PowerPoint, and Works.

The MSCP is comprised of five msjor componeats:

1. CD-ROM sent out every two months containing tools such as technical notes, the Knowledge Base,
product news, White Papers, evaluation copies of Microsoft software (Windows, Mac. and DOS
versions), a matenails catalog.

2. Local peer forums in each Microsoft diszrict to exchange information on how to convert and support
users of Microsoft sofrware,

3. Spculmwlmmmmdm%mm

4. Feedback survey mechanism contained on each CD-ROM to be completed and remurmed with disc to

Corporate Account Programs Management.
In retumn for this complementary Microsoft program, the MSC will be required to:

1. Purchase s CD-ROM player, if they curreauy do not own one. (Provided by Microsoft is an offer
letter from a leading CD-ROM player manufacwurer offering the MSC 2 40% discount off the
hardware purchase.)

Disseminate information among sppropriate co-workers where appropriate.

Participate in district forums held about every 2-3 months.

Answer brief survey questions provided in each CD.

Retum each CD w0 Microsoft as they receive updates in specially provided packaging.

‘The MicTosoft Support Coordinators Program will be offered o Cigna on a world-wide scale. Microsoft
and Cigns will initially determine the appropriste MSC at S specific business sites throughout the
corporation. As the program is further developed, the appointed MSCs will be increased within Cigna.

"W

The Windows Transition Team

The Microsoft Windows Transition Team is availabie to selected corporate accounts who are in the
process of ransitioning 10 the Windows eaviroament. The team gives you contact with those Microsoft
individuals involved in Windows development, through your local Sysiems Engineer. This team is
available 10 discuss and resolve highly wchnical issues, especially in the area of network implementations
and the future direction of the Windows product.

The DOS Transition Team

Like to the Microsoft Windows Transition Team, the DOS Transition Team is available 10 selected
corporats accounts who are in the process of upgrading to the MS DOS 5.0 operating sysem. The izam
gives you contact with those Microsoft individuals invoived in DOS development, through your local
Sysems Engineer. This team is available 10 discuss and resolve highly technical issues, especially in the
area of DOS support for applications and network environments.

MSC 00799700
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The Word for Windows Developers Program

The Ward for Windows Developers Program is designed 0 help select corporate accounts overcome
development obstacles when implementing Word for Windows on & large scale. The Cigna Sysiems
Group will become a part of this program, which includes the following services:

e  Free copy of the Windows Technical Reference manaal

e An introduction manual 1o Word Basic

o The Dialog Editor

An overview of third-party products that integrate with Word for Windows. Word Basic macros are
inciuded with the third-party products. Some of the capabilities the third-party products include are:
OCR text recognition, FAX, Database. Query toois, macros for email systems.

o Free copies of the Microsaft Word {or Windows Macro Translation Guide.

The Word Push Team

The Word Push team is designed (o help select corporate accounts overcome technical obstacles 10
impiemeating Word products on a large scaie. The Cigna Synems Group will have access w this
program through the local Microsoft account team. The Push Team will provide support on advanced
impiementation issues and youbleshoot technical problems thas cannot be addressed through normal
Product Support Services channels.

The Excel Push Team

The Excel Push team is designed 10 help select corporate accounts overcome technical obstacles w
implementing Excel products on a large scale. The Cigna Systems Group will have access 1o this
program through the local Microsoft account team. The Push Team will provide support on advanced
implementation issues and troubleshoot technical problems that cannot be addressed through normal
Product Support Services channels.

Technical Documents, Updates, and User Guides

Microsoft publishes an ongoing variety of iechnical documents that are available to our corporate
customers. Some of the recent titles include:

MSC 00799701
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wi Genting Ri Word Guid
The Swiching to Microsoft Excel Guide (a tutorial for Lotus 1-2-3 users)

The Step Up 1o Microsoft Excel Kit
Microsoft Windows Technical Warkshop Kit

Microsoft Named Account Services
Microsoft Corporate Executive and Techaical Account Briefing Program

One or two day corporate briefings can be armanged for Cigna at Microsoft’s corporase offices in Seattle.
This is an opportunity {or executives and senior technicians from Clgna to meet with Microsoft
executives and product marketing managess 1o ask questions sbout the future direction of Microsoft
products and sysems architectures, and to gain a clearer sense of Microsoft’s vision and overall short and
long-term corporate direction.

Microsoft Corporate Preview Program

As a mmed account. Cigna is eligible for participation in Microsoft's Corporate Preview

Program. This program enables selected named accounts 10 obain a *sneak preview” of new or
dramarically updated products for early evaluation. CPP products are delivered o the selected named
accounts at ieast four 1 six weeks prior (o their general availability through reseliers. Support for these
producs is handled locally by the Microsoft account team.

Microsolt Beta Program

As a named sccount, Cigna is eligible for participation in MicrosofY's bea programs. These programs
ensbies selected named accounts (o obeain bets code of future Microsoft products. This program allows
for the extensive testing and evaluation of Microsoft products within Cigna several months before the

product's release. Most importandy, the program allows for extensive feedback 1 be given to Microsoft
10 actually tailor the product's functionality 10 meet Cigna's requirements.

Microsoft Upgrade Days

On-site, Microsoft product fairs can be organized by the local account teams. These fairs provide an
excellent opportunity for your end users 10 see current Microso(t products and gain tips o how to beter
use Microsoft applicasions. We can also organize a Microsoft Upgrade Day 1o assist Cigna in facilitating
upgrades of Microsoft products. Clgna can choose a cernain day (o upgrade all end user’s systems in a
certain deparument, or company-wide, 10 a new reiease of software, or 10 swap out a competitive sofrware
product for a Microsoft version. The Microsoft account team can be on hand (o answer questions, and
assist with the process. This is a popular program with our customers in that it ensures that ail users are
Up on the latest release of an application, and that older versions are properly destroyed.
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Recommended Microsoft Training Products and Services

Microsoft University

Microsoft University includes s comprehensive curriculum for Microsoft operating environments,
netwark environments, graphical eavironments, and applications. Our courses emphasize hands-on
training in 8 lsb eavironmens szaffed by Microsoft Engineers and are designed for bighly wechnical
individuals, including programmers and support personal, who need to broaden their knowledge of
software development and support. These programs are available at designated Microsoft University
sites scross the country, On site at customer locations, and in video format

The Microsoft Professional Training Network

One of the biggen factors influencing the purchase of computer equipment and software is the
availability of taining and support. Microsoft makes it casy (o ideatify professional resources that can
help corporations make the most of their microcomputer investment. This organization is called the
Microsoft Professional Training Network.

The Microsoft Professional Training Network provides qaining and support on Microsoft applications
and networking products. The Network encompasses several distingt kinds of facilities and organizations
including:

e Microsoft Authorized Training Centers

o Microsoft Reseller Training Alliance

e Microsoft Consultant Relations Program

e Microsoft Certified Trainer Program
Microsoft Authorized Training Centers

The Microsolt Authorized Training Centers program offers Microsoft support o dedicated training
companies that conform o the highest professional sandards. When you choose Taining for your
company from a Microsoft Authorized Training Center, you're likely o find that the courseware, product
mmmmmmumuwmawnemwm

Microsoft Reseller Training Alliance

mmnmuarmmuuwuwauﬁmocmummmmamm;m
Microsoft software products. Members pledge 0 mainwin the highest standards of user maining. Only
rueumwimammmmiummmmnin;uummmmﬁmdmjoinmthme.

Microsoft Consultans Relasions Progrom

The Parmer member of the Microsoft Consultant Relations program have demonstrated their technical
expertise with Microsoft products. These independent computer consultants are qualified o provide the
best technical support available. Microsoft Consuitant Relatons program Partners are dedicated to
providing a full range of computer consylting services on Microsoft products, including customization to
rmeet the needs of large corporaie customers.
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Microsoft Certifled Trainer Program

The individuals who qualify w provide instruction on Microsoft software must meet rigorous standards.
Chief anong these is successful completion of our Product Competency and Certification Course, a
comprehensive workshop and skills examination. It signifies Microsoft confidence in an individual's
expertise.

Microsoft Press Publications

Microsoft Press publishes books for both end users and developers. Many of these books complement the
Microsoft product documentation by providing insights into specific uses of our business spplications, as
well as programming lechniques and development spprosches. Microsoft Press publications can
customize Press books for your compeny.
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