TO: DAVE VALERTINO
COPIES: WAYNE JOHNSON, JOHN LANGFORD, NICOLE PERSON

DATE: 17 JULY 13%0
FROM: SUE NAGEOTTE

RE: DR DOS LAUNCH PLANNING 7
TECHNICAL SUPPORT CONSIDERATIONS - REVISION #2

This documpent was preparsd with the assumption that the DR DOS retail
launch would be structured to meat the Corxporate Miassion Statement,
spacifically that the glan would ba "markat driven™ providing “guality
Operating Systems®™ "while building long term customer satisfaction.*

PTechnical support considerations for the DR DAOS retail launch fall into
four main areas: technical issues, documentation, staffing, and train-
ing. Tha extent to which we can corract/document issues will affect

the last two areas.
TECHNICAL ISSUES

A. Mamory
1. MemoryMAX
a. Functionality
- Command set
- Hardwars dependaencies
- Special conditions (videe drivers, ND Netwars, etc)
- Optipus configuration
b. Relationship to other memory managers
c. Linmitations {(and suggeszted corraction)
- EMMXMA.SYS doas not support current IBM bcoards: suggest
Engineering update driver
- BDOS at FFFF using HIDOS.SYS /NOXMS can get stomped by
applications including our own VDISK and CACHE;
suggest Engineering modify HIDOS to lecok like VDISK
for proper datection by applications
- EMM3I86.SYS loads wodulas in inappropriate order; suggest
Engineering revise
« EMM3B3.SY¥S does not support full LIX 4.0 pagelrame size;
nake high priority to fix in next major releage,
meanvhile add to doe (IT). :
- Load location of BDOS not shown in MEN; suggest Engineer-
ing modify MEM to reflect final location .
- Load location of EMM386.SYS not shown in MEM: suggest
Engineering modify MEM to reflect final location
~ DMA zero writes under EMMI86.SYS crash system; suggest
Engineearing verlty conditions, develop patch; if
unable, document (IT}
-~ Common areas of conflict w/ apps:; document symptoms,
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cvauses, and known offendars; be proactive with
companies writing such apps for them to fix problem

- C&T NeAT & LeAP chipsaets not alwvays datected properly;
could INSTALL or HIDOS give bettar message?

Menory-ralated applications

Apps with their ovm memory management {documentation)
= Windows 23

- Paradox 386

- DasgView/QEMN

- Qualitas 38§-Max

Apps with MEMMAX requirements (documentation)
Windowas 3

Novall

GEM 3.x SETUP -

Ventura Professional 2.0

Wordpsrfect Office/Library Shasll

- others . . . ?

Ganaral installation and configuration

a.
b.
c.

d.

FDISK & partitioning (documentation)
BACKUP batwaan DOS version levals (documentation)

Why INSTALL somstimes doesn’t ask for ViewMAX disk (user
error, didn‘’t run AUTOEXEC.BAT; training) .

others . . . ?

Natworking issuas

b.
Ce

d.
-,

Novell issues

- use NET3 (documentation)

- exepack issus (documentation)

- N¥D286 (non-dedicated) memory issua (documentation)
IEM PC LAN print preblem (training/doc/patch from IBM?)
3cOM Open (0S/2 version) — no praoblem w/ DR DOS 5.0 an
requastor, server hard disk must be partitioned w/ 05/2
{documentation)

LARtastic {documentation, Artisoft confirm compatibility) .
PCSA {DECNET) coupatibility unknown (dat.nin.)}

Application compatibility

a.
b.
c.
d.
s,

Autocad 10 falls on 486 computers (doc, work w/ Autodesk)
Autocad 10 requires DOS 4{.0l-lavel FCBs {documentation)
dBasa IV requires DOS 4.x sattings for install (dog)
Make list of tested apps available

others . . . ?

Hardware compatibility

A
b.

Sactar size must be power of 2 (decumentation)
others . . . 7 -

Differances from DOS

a.
b.
c.
d.
[

Internal/extsrnal) commands (training)

Enhanced command functionality (training)
Doubts/reassurances (training, documentation)
Programmsyr issues (training, ?)

Ccomparison with DOS 5.0 (needs prapared by Marketing)

DR DOS enhanced utilitiaes

8.
b.

MemoryMAX

ViewMAX

- Special graphies cards (documentatiocn)

- Mousa issues (documentation)

- INSTALL didn‘t ask for VM dizk {documentation)
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10.
11.

12.
13.

14.

c. Disk Cache
- Spaesd (documentation/training) -
- Caches raads only — not a flaw (doc, training)

d. FilelLink

- Cabling
- Baud rates (doc, training)
&. BatteryMAX

= Ensure understanding of why thig is OEM-only featurae

f. FDISK also perforzs format, different from DOS (training)

g. XDEL, XDIR, TREE /G, other axtensions?

h. other . . . ?

Support/cartification by software vendeors: if a customer with

DR DOS 5.0 calls a software vendor (for exampla, Ashton Tatae)

with a problem on another pisce of software, the customer Bay

ba told that DR DOS is not a supported cperating system and it
is not compatible with that softwara. V%hat the vender really
means is that DR DOS is not LISTED as having been formally
certified’ by the company . . . but the anduser may ba refused
effactive support and his satisfaction/confidance in DR DOS
xay be reduced. This is a public relations and marketing
issus as zuch as it is a technical suppert igsue. Recommend:

a. Send lsttsrs to softwars companies advising of Veritest
and DRI inhouse test results and requesting that their
technical support and sales staff be informed, followup
with "test calls" to determine vhether this was done;

b. Target tha top 20 moftvare sellers from sach of ocur main
distributors, send copy ©f DR D03 to them for formal
certification; KEEP ON TOP of this process

©. Expand this to the top 50 by and of calendar 1950;

d. Contact those cowpanies which take such a pogition and
work to obtain certirication;

Upgrade from DR DOS 3.x/svaluationstesting requasts (training,

inhousa only)

How will bug-fix/maintenance updates be handled? Need Marketing

decision NOW so this can be communicatad to callers as the need

arises

Return requests (training, inhouse only)

Montarey testing/support issues

a. Tachnical support does not possess the full rangae of
hardware which the product supports, tharefore cannot
do onsite testing of all problems reported by customers.

b. Strongly recommend that futurs hardware acquisitions be
known brand-name systems including at least one IBM PS/2
55, 70, ar 80

€. Technical Support staff ars used whan Marketing or Retail/
Corporate sales need assistance, raducing hours available
for support phone calls

d. Strongly reccmsand that GPOS Marketing budget for a
Marketing Engineer who would assist in daveloping industry
alliances, perforzance banchmarks, and eonpatibility
information

EDC deavelopnant/testing issues

a. lack of advanced techrology hardwars and software in EDC
causes devalopuent and testing problems

b. Scme indication that incomplete understanding of US
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: e, 15. Other tachnical lssues . . , ?
DOCUMENTATION
A. TFour levels of documentation are anticipated

1. "Application nota" on MemoryMAX and memory issues to be
ahippcd with the product (AN for app nota):

2. Ovarview of key issues designed for salas gtaff and dealers
(SI for sales info):

3. Hore detailed document on considerations, symptoms, and
Problean solving designed for distributor and corperate support
staff (0T for outside technical):

4. Righly detailed support documant(s) with the "nitty gritty®
compatibility information, designed only for inhouse tachnical
support use (IT for inhouse taechnical). )

B. Documantation considerations

1. Ceontent should bs determined Technical Supportr wording
should be agreed uypon by Technical Support and Mar

2. GQutside documentation should be worded in such a way that
major problem arsas are raised, but extent is not rsveslad
{information may fall into Microsoft hands): suggest "this
aren is still being tested, call Digital Research Technical
Support for cuzzrent information.*

3. OT piscas should be updated on a regular basis (suggest bi-
monthly} and sent to designated contacts in distributor and
cocrporate support centears. R

STAFFING
A. Variables

1. Nunber of products sold par month

2. Nunber of calls par product sold
a. Quality of documentation
b. Easa Oof use
€. Functionality ’

d. Match between functionality & customer expectation
#. Amount of load handled ocutside DRI support
3. Averagye lsngth of call ,
&. Match batween functionality & customer expactation
h. Quality of documentation (can customer read it or must
it be axplained varbally)
G. Training/experience ¢f parsonnel
d. Availability of information (has this been tested before)
s. Training/experience of customer (out of our centrel)
£. Speaed vith wvhich customer reached usg for support
B. Staffing assumptions:

1.

market concerns causes US problems/naseds to receive less
attention/priority than UK/European problems/needs (for
exanple the EMMXMA.SYS problenm)

<. EFEDC documentation tean is weak right now; documentation
produced in ths EDC must balance technical information

and sase of understanding

Calculations
A. Salas to bagin in August at 5,000 per month sold
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C.

T 3.

4.

b. 0.33 calls per product (cne call for evary thrae products
s0ld)

S. 1666 incoaing calls per 5,000 sold (5000 X 0.33)

d. 0.33 hours par call (twenty minutes per call)

®. Six hours on phone/TSA/day % 3 callg/hr = 18 calls/TSA/day

£. 20 working days/month i 138 calls/day = 360 calls/TSA/month

g. 1666 calls/360 calls = 4.8 TSA needed for DR DOS

Startup staffing level will ba determined and appreved as

part of the launch plan; additions will be made when fundabla

based on products sold/month

GPOS Technical Suppert could absord an additional 12 calls/day

assuning ctoS call load remains steady

Options for technical support

a. ESome temporary help may be availablas frcm existing
Graphics Technical Support and/or Customer Sarvice stary,
however with beta activity and increased DR DOS press
activity this assistance would be minimal and should not
be relisd upon.

b. Contract out technical support (GTE, TR, atc)

Recompandations for minimizing support calls/product sold:

1.

Produce a maintsnance release 5,01 prior to retail shipment.

Maintenancs releass mi 1d include:

B Huorym corractions

HIDOS w/ BDOS at FFFF to look like VDISK

EMMI8£.5YS to load modules in appropriate order

MEM to report load location of BDOS

MEK to report load loeation of BDOS

EMMXMA.SYS to support currently-shipping IBM boards

HIDOS or INSTALL would alart user to praesence of

C&T LeAP ©or NeAT chip set

b. Expanded application note on mamory managemant jisstes

Provide incentives for distributora/corporate support sites .

to handla their own support

a. Rasduced pricing to corporate sites with inhouse support
canters

b. Incentives for distributors technical staff who raceive
ouxr full training; Monterey area hetel packages, atc?

€. Rebate distributers "x" percantags of sales, based on
number Of SUPPOrt calls they handle per products they
6old (difficult to administer)

TECHNICAL TRAINING
WHO NEEDS TRAINED?

A

1.

sShort tera (be rasdy to train in August)

a. Additions to CFOS technical statf, 2-4 weaks

b. Interim inhouse "flcat® staff, 4-8 hours

€. DRI field sales staff, 2-4 hours

d. Distributor technical staff, 2-4 hours

@. Housge account technical staff, 2-4 hours

£. Sales ataff at key allied szles groups (Corporate Software,
atc), 2=-4 hours

Mid-range (September-October)

a. Corporate (volume discount)} sites technical staff

b. DRI Authorized dealers
TR RREREND R RN,
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€. Refresher for short-term trainees
longer range (when needed and can fund)
2. VARs/Integrators serving targat maxket

= paid program?

= via mailing, or part of existing regional shows?
b. Geaneral dealer bass
€. Corporate end-users (7)
d. General end~usars (7) )

TRAINING OPTIONS

1.

2.

3.

4.
S.

In-person, combination of lecture and hands-on, at trainees’

locatioen

In-persan, combinstion of lecture and hands-on, hare at DRY
Seminar-style, on tha road

— Associated vith existing training/shows such as Softeach

" =~ Sat up directly by DRI

= Contract vith an existing seminar training organization
Tachnical trazining video with documentation
Tutorial/deme dizsks with documentation

SPECIAL CONSIDERATIONS

1.
2.

a.
4.
S.

Followup/review is very important

DRI stiff need to he available for questions dauring firsts
several wesks (distributor, house accounts, and key allied
salas groups)

Documentation provided must be in a usaful fora

We can’‘t expect people to pay for training (initially anyway)
Kesp focuased on training the people who will have the nowt
contact with/influsnce on our targat (corperations w/ networks)
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