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Inzeznal Hemorandum

Dick Hlllinns.\?cnc DiCorci, Jos Taglia
Poby Corsy, Dave Valentinoe. Tim Peart, John Horley

‘Jody Clifton

Novenbar 1%, 1991
Follaowup on Technical Support Qverload Prcoblea

4his is what is happening %0 dats Tegarding the Techaisal Support
Ovarload problem: -

1. Wa hired a company called American Transtech fa Florida to
taka mesgsages. for Technical Support by having tha 8ch line

rollover to this nusmber ia Florida vhen all the lines were busy.
They started this on Thursday afterasoon. I am jstting com-
plaints from custoasrs About have the Ansverilly sarvics tikae
nassages, I get anywhare from 3-9 & day in addition to tha
other irate individuals I already receive, What thay are
camplaining ahout mainly is net that someane is taking a
message, bDut that they ars told that no one will resturn their
eall for 3-4 days. As a result of having this servics, wva
now have (6§27 messages and ne one o call them back. Hovell's
supporz grolp has dwindled down to 4 pecple a3 they ara busy
and chey 2an spars no mors, and I have 3 psopla in training
uith one atarting callbacks today. I warned yeu that this
would more than likely occur. I sthink we naed =0 seriocusly
laok at this volune and maks a dgcision te either remove halt
or all of my staff and just have cthem perform callbacks only.
If£ ¥ ware to ramova half ay staff for callbacks, then I would
busy out 4 of the 8 lines coming in, in nrder to keep hold
time to & miniaum. Plaawe g6a balow the attachad msmorandum
fron Sue Nageotte reogarding atatistics of the bhackleg.' John
King who is our Account Manager will be here romorrow meeting
with John Morley. T speke with him today and ha will bring
figures with what he would charga us in order to pravida 3rzd
PALtY SUPPOrt AS they currently do that sarvice for Hewlatt-
Packard. .

2. Ap of Honday of thizx weak, we nov havse cne 9609-baud nodsm
connaction to the SRS Jdacahase in Pravo. We ars noW eéntering
in all the callbacks and faxss that Prove can handls dirsctly
inte the databasa. We were told that we could send ne mars
than 125 faxes andsor callbacks a day. I am not surs how
much longer this arrangesent will continue. I talked with
Paul Creer today and he wanted ts discontinue this at the end
of this msonth. I explained the sicuation and he sald we
wauld review it again next weak. Feta, have you spaken to
Mary Burnside in this reqard? -
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3. I did recaivs a price guote from Computsr Hand Holding. Tha
- price was high snd rather shocking, it was approximately

£133,993 a month for 530 calls = day. Since than, I was told
of thrae other companies that handle thizrd party support. .
Ona iz called Sonnet and thay are lozated ip Los Angeles, the
sacond aone isx callad Prime and they are locatad in Beaten,
and the third Ls called 900 seaczvice and they ars 1in Beaves-
ton, Oregon. Unfortunately, as of today, I do not have pricae
guotes from thesa othar vendors.

2. I da not have the SUPDOIT assasssent report from Glen Ford .at
S8PA. I should have this document by Priday at the very lat-
ast. His precoamendations are going to be that we hire addi-
tional staff, implemant tiared support by restructuring the
dapartsent, and get a call tracking and halp dask databuss as
=000 as poessible., TFor a fes. which he will quots when I get
the - zeport, he Wwill help ma in accomplishing thesa chings.

5., When I spoke to Paul Creer today, he explained how they wers
structursd and it is basically as rollowus:

For avary 1@ Technical Support Analysts (sometimas mpore
paople are invoelved), they have a Teaam Laader who nakes
approximately 3% more than the Analysta. This Tean Laadar ix
responsikle for annual reviews and the day-to-day management.
These Team Leaders then report to a 3Supervisor wha thsn
raports to a Managsr. Paul Creer nanages the Technical Sup-
pore Departzent and ha liasgs 6 Supervisors and Tesn Lsaders and
another 120 Teshnical Suppoert Analyscs.

He suggested ThAL I get in touch with Joanne Nelson asnd talk
to her about restrudturing the department. Novell will pro-
vide her with all the necessary Job descriptions, grade lav-
2ls, and rate of pay. Once I have averything from Joanne
Helsan, X will put my prepoagal bafore managamant for their
approval, I will continue ta work closely with Paul Creer
and Richard King in this regard.

Since we have a growing number of callbacks now as a result of
American Tranztach, I suggest that I be allawed to busy out at
leaist 4 of wy incoming lines and let me acssign at least 4-§ .
people of my current 13 incoming agents to do callbacks. Othex~
wise, sinte wa nov have sufficient data as to tha size of the
problam, we turnm off our servica with Amsrizan Transtech and
allow me to hire a thizrd parcty organization andsor addivional
headcount to halp aAnswar these callbacks. These people do not
nsed connaction to the ACD so, they could sit anywhere. Please
leat ma know what direction vou wish me to pursue ot both.

We nead to solve this problam as soon as possible. Ne ara losing
a large warkst share and right new ws are Microsoft’'s biggast
endorser. MHajority of all the irate individuals I apesak with say
that they ars going back to Microsoft becsuse at lsast cthey pro-
vide mupporet.
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Pleasa leat 3¢ know if you have any C(urther questions. I can ba
reached at &£584.
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RELEASE OF DR DOS LANPacks - Past Mortem

L Simuitaneous release of o many products lad t ragmented effort - B.ULS, (Win
3.1}, April Revision DR DOS 6.0, DR Multiuser DOS 5.1 (US and UK product
variants), DR DOS LANPacks. All of the above were launched in international
language variants during Apel '92.

3 Extreme pressure 1o releass DR DOS LANPack in Q2 produced foreshartened
developdpmmmmmofm“m-lwwqq&qggiydym
Bega program - 0o written formalised specification. T

i New stucrures it. Berrycssa being main manufacturing facility and new organisarion
produced a confusion over areas of responsibilities. This in rurn not only led to
duplication af sffort. but alto to time delays and general confusion.

) 4, Product sign off from EDC was haghazard, due to time peessures. DR DOS
LANPacks gtcaped into manufacturing rather than being refeased. This means that
amendments and corrections to master digks were made outside of EDC, some of
these changes were suthorised others aot.

s Early product testing focused on "daes. it wark” ie. compatibility a3 opposed to “does
ft work well, can it do this?7" usability, The tatter passibly more extensive spproach
identified major bugs (EMM346.5SYS) at a very late stage. ’

6. B.O.M.s were late into MAXIM, this meant that the nurnkey supplier did not kaow
- what to do or when he could sare.

7. Unclear understanding by regional salcs managers of order processing, despite
numerous memos telling them what and how their distributors should order.

4 Confusion at Order Processing in Berryessa on when the product was to ship, meant
that some orders were twned away.

7. Firss Article Sign Off became an extension to QA

LR Not recognised ourside EDC that DR DOS LANPacks was 2 pew product as opposed
o & revision,

8 Input and feedback from US Technical Support was not recognised.
10.  Norecogrised tingle point of contact between Development and Manufacturing.
. Lessons to be larned
i Agree and formalise a written and schievable timetable of events,
2 Commersisl realities must be heeded, but 50 must engincering/developmen realities
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Qwnership of a new product launch shouid be a well defined and recognised team.
Changes 10 the product specificatzon (doc oc software) must ba ratified by this team.

Release of nuster to manufacruring can only take place following fornal sign off by
JNiew producs team. Once released ng changes to disks, sofrware or documientation can
take place. There should be an agreed minimum of .10 working days berween

Engineering Release and First Customer Shipment, g

Ap am o ™ ma g

Ietn, .
Responsibility for product components must be by a responsible person ie within the
PEP Team, not by a resource available somewhere in the organisacion.

Teehnical Support { Product Champion ) must be brought earfier and formally into
the new product development program.

Bmpmmmsmmbecmhstmedmdmna:ed.,

Formal specification in terms of both fearures and quality must be signed off before
commencing developmens,

PmduacnmpunmushmﬂdbehandeduMmuﬁcnuingvixﬁerm Manager,
2nd not diverss or scantered resouces.

mmmmwwumﬁmmmmﬁnmm
uMmfuwing.ﬂnpmmMmmbebud:bummedom
Fadﬁtyudbeinvolgﬂﬁﬂzﬁuhn?lruuﬁnp. .
EnﬁteuingldannhnuldnnlyhappmaﬁzraﬂP[PTmmmbmhpvefmﬂy
signed off the product. Doadee o guirgtrt

Mo ‘..J'n}

PIP ( Prodtic is Progress ) Tearmfoermbers shauld include
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