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From the sample of cAlls that { Mmade. or lsiened. e 00, i 15 Sleae thin 2 arge proportion of calis from
Lsers 10 Technical Suppor are from Users who hase melauvely litle expendncs with campylers, and
who do aot undersiand a lou of the Jurgon and complexities of configuranon

«Mote w markeung  Almost every customer an the US referred to DRDOS 6 0 a3 " Docror
DOS", whereas in UK it was "Dee Are DOS™)

Sammary

My general impressien of the Prova (Sue Nageoue) . Monierey (Jody Chifion) and Newbury (Linda
Shetley) support groups 1s that they zre al! doing an excellent job with 1 mex of expenence levels
amongse the pesrianent and t=m parary st

It 15 clear that DR DOS could be made much smpier 1o iastall, and mainmun, for the ardinacy uses,
and [ suggest that increased simplcity would reduce Whe suppoct burden for the produce

Windows 3.1 compatibility -

No one 1 the US had receaved Apn! Uzdatz disk sets yet, 50 only people with madems werc able o
et Windows upgrade.

A common complant was thal W indows SETUP puts HIMEM SY5 mud the conlig sys file, in
coaltect wath our Memory Max dnvers The probiem appears warse (o the usérs than « really s
because any CITOr message FCASS them a3 they do not yndersiand the computers and whewr sofiware
sullicrently

Wmdows put Smarkiry it the Wop of the Autdexes bat ftle even though Superpck may already be
wctalled by the DRDOS wsailfsewp process

Seune users wers gotting prablema , possibly bocause o Windows permanent swip Tile had béen
created before using SuperSior 10 compress the dusk  The psers are nog sulliciently awire of
Window's configurauos modes and have not underscood that a permancal swap (il would be crmated
by dafault in enhanced mode. Alter compressing Chikdai would show some errors and atsg Wandows
would give Lhe cosmupt swap file mesiage. It it untzplaned why sdditiend) errors were found. (T've
alzg expenenced the same sucaton - a newly CHEDSKed disk wuh Windows and » permancat swap
file, compress the duk and reboot, and some files are comrupt, losc clustery and iavalid dimclory )

Users ofiea had a problem thar tie parameters on Supespck were not swtable foc running wich
Wmdows in the default Windsws rhods on (heir machune.

Some uses had SupecSwr'ed the disk so that all the space was compressed and there fore no room for
a Windows permanent swap (ile, Thay thea discovered thas, and wondered whi the smplest way 1o
re-SuperSior was, We doa’t allow dscompress 30 the user 1 forced 1o restore or re-msall all the

applicanoas and data .
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Memary Management

A uacet had 2 Magnavox 3B65X wuh NEAT aad U Mb memorny b only suw 640k He knew nouung
abous KEAT unul 3t was suggedted Lidl he had i, and that the machime ROM BIOS sewup be ysed 10
0 the extra y as extended, or use HIDOQS wath Khrpsei=reM

Usars oftén bad 1 prablem that they had an incemect ehoice of fags o EMMI36 S Y5, and had w be
Lalked through the vanous command i Nags oa the ésvice driver Ths was tume consumung for
Techncal support persoans!

There was 3150 confunon in ihat the funcuontiny of HIMEM SYS 5 included s our EMMI86 5Y 5.
This wis appacent whaa customars were kg 10 thud-pasty techaal jupport, when the suppart
staff 1 the olber companes wess not farmdiar with DR DOS (As sxample was when 3 noneiochmea)
cunomer who had an AST 5251711 card 1o @ik 10 an (BM host had 10 put an exclude aa ¢BOO-cE(T

v region on the y manager The AST supporn pcople asked why he was using

EMMI86.5YS. and sud that he should Rave been using HIMEM 5Y5)

Super VGA video cards
The super VGA modes of popular sards are not properly supporied by TaskMax and YiewMax

It was clear thar maost of the usars phoning 11 dunng my visit had cheap clone COMputsts, mostly wily
Super VGA. In many cases (hey were haviag problems widh TaskMax of ViewMaz

Saperpck

‘The command watl paramesers for Superpek ace oo and 10 comp d for most usees
understand. Tech suppont spends & Joc of tume alking through changes with users - co-ordiraung
EMMIR6 cpaons with SUPERPCK spuons £ that thay both work wogeher

It was suggened that /R O (Rezerve All) was causing problems wah suppom and thac it should be
remaved Cuswomars were often having /R 0 and then not beang abie to run programs because
wsufficient memoty was avalkabie

SuperStor

Some problems with users stating Windows on SupecSior compeessed derves, without having
reserved sufficiens space on an wncompressed porom fOr a permancas swap flic.

Some probilems where yeers un SSTOR 10 cremes a compressed partuon before removing any errory
n duk nrueture wah CHEDSK Al many asers don do backugs before wsafing 2 compressed

partibon,

Some uses were making more space by deleung all the large ™ SWP files - tus gets nd of your
compressed dnve.

The concept of reserved unsts 1 SupesSior has confused people. A pumber were Iryng 1o use Noston
LUshiues W zap thewr reserved ynus © make more free space.
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Dusk support

Many users secm 10 be using Onuack Desk manager with DMDRVR BIN, referred 10 in thewr exsting
config sys This entry wa condig sys 18 lost duzng an upgrade 1o DR DOS 6 0 | would guess that
simular prableins coyld occur with users using some SCSE uppondnverse g ASPIDOS SYS

A number of cusiomers ane capertencing hard disk errars on SCS1 disks when runming with EMMI86
and SSTORDRY Could ihes be a DMA problem caused by usage of spper iemory *

General confysion exisied amongst users with regard 1o the differing amounacs of fre= space shown by
DIR, XDIR andt CHKDS K. [t was nat sufficaently clear 1o them chat XD IR showed the logical daws
used and [ree, wheress CHKDSK showed the aciual space oepyugied by the used clusiers, and was
someumes considerably larger than the sum of the logical file sizes.

Security

A number of cusiomers had problems wuh tecurity in that they had forgotien . lost or comrupued thewr
passwords. They needed 4 way © get back iio the disk and accest the da

Newbary Tech Suppoct suggested that 1n the documentation should be 2 “secunty card™, same size as
a ceedn card, and robust, on whuch the uter would be prompued to wrie thewr Master and User
passwords This could then be filed mafely in the user’s wallet, 3o that when they need 1t, the password
s avaulable I thought that dus was a very smpie and probably a very workable inprovement, (Thus
could also be enhanced with the senal number and hologram label 7 and possible detaiis of Tech
Support Houlines (pawd or Iree).

Documentatioa

k was felt by Newhury Tech Support that the dJocumentanos could be impraved o make the product
caster 1o use They felt that separaing the manual s several smaller ones, focused on selectad areas
eg Sandand DOS, DiskcMan, ViewbMax, TaskMax etc would be an unprovement
Simplifying DR DOS

Three main areas are evadem

1) Reduce complexity of EMM386 and SUPERPCK/PCKWIN S5YS - make the cache work smoothly
unng the provided services from EMMIASE. User (and inmall/fscrup) should net need o put nay
opuons on cither dnver fov 2 mmpie, Windows-(nendly instaliatadn,

2) Redues complexity of 3 Windows insiall $o that there are fewer wanuns and errors (30 ur cache
wis 3 compauble sacidev.oxe, and of we had HIMEM.SYS and/or EMMOES.SY'S then perhaps we
would get Jess probiems). We need o solve tha coaflcs of Windows siaffing it own dnver names
we config.sys and wnoees b, which conflsce wah oor dulfecendy samad drrvers.

AL present the user 15 askod many quesuons relaing W memory management and Supcrpek. This &
wa detaled for the level of expenience and expectations of many of the users

3) Improws miegration of SuperStoe. The SSTOR program, rither than suggesung that the user uses
CHKDSK 10 clean up the disk, should invoke CHKDSK and/or DISKOPT 16 producs an error-free
disk before continumg with the compress phase

[t wouid aten be tensibde for SSTOR to be an miegraced “overtay”” 10 Odr sup program,
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SuperStor 15 currantly not safe of 3 Windows 3 § Temporry Swap file has besn creawd by a
Windows default EASY insiall wiilun the SuperStor parution This 13 besause the simulatsd FAT
indicaues that 3pace 55 avaulaple, but the FAT onty geis flooded with reserved unus whea the space
runs oul, 5@ 1t s possabi= that the emporary swap file cannot actyally get sufficient real space. and
hence Windows can srash Thes problem needs 10 be resolved.

Asgisting the User

DR DOS should be much more capable of detecung the machine ype and conliguraucn. and
providing the yser with seasible advice, both dunng tnsiallaton and setup. bt 2iso whan using the
system This tould be acheved by enhancements 1o [nstll/Setsp, doth s full screen mode, and
command line mode, or by an equavalert new yulicy "ADVISE"

¢ g SETUP/DIAGNOSE or ADVISE

A lou of information 1 bewng regurguaced 2ach day 1o cuomers by Tech Suppon stalf - sunple
things, abow cpumusing an wsalixion of DR DOS, and setung suiable opuon parameters o8 the
varmus devics dnvers and MemoryMax, This miormauoe nesds L be aviulabls directly 10 the user
without requinag recourse to DR DOS wchacal support

Sensible defaults of processor type. Supporting chipsat types and memory managemaat wo cater for
Windows, Superpck and the ariual memory inscailed.

Runmng SETUP /DIAGNOSE or ADYISE would force a command ke driven mode which would
analyss cusTent setup and provide warmings if any AUTOEXEC or CONFK] secongs appeared © be
inzareet, or very [ar off opumal It would be configurable a5 Lo whether 3 particular varnag IS givea
23:h nme SETUP /DIAGNOSE or ADVISE 1 mvaked {» on every starip) or whedher the mescage
Just appears once and thew 1S quiet  This caters for those usars who have deliberamly salecied
somerhing which would Causs a waming

SETUP /DIAGNOSE /VERBOSE or ADVISE /VERBOSE woskd aiso int some aspecis of the
machine configuranan wisch rught be of atTiSIAncs to wechnical suppos.
tg Processor Type

Copeocestor

Suppurt Chepset Neai [SCAT ez,

Exiciaded Memory

Bus type ¢ f. BAEISA/MCA

Video Type &.3. MDA/HCAEGA/NGA/SVGA/XVGA

ROM BICS name. date and version

Detaihs of attached disks.

Cnhers a8 RecegEy

Exampde :-

286 computar and supporned clupset type and Windows?

Ye: - Does there appear 10 be 540k of memory caly * - Perhaps user needs to ren BIOS setup for
shadow disable of machane actually has | Mb of mcmory &8 Waindnws o Standard mode requires s
feast 256k extended memory.

286 compuier and supported ciupser type wath 384k exiended memory at no Windows?

Yex - Perhaps you would pet bener TPA of thus 384k was mapped with shadow erable 1o gtve upper
memory, and cun with HIDOS /BDOS=AUTO
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286 computer and no supported chipastiype 1 e plan AT
With extended memory ° - Use HIDOS /BDOS=FFTF

3854246 computer ?

< 2 Mbyits exwnded memory. Windaws will run in S@andand mode Enture tat Superpck and
memaory manager are opumal for running Windows tn SLandard made

» = 2 Mbyies extended memory - can in Windows in Eahancsd mode Ensure that Superpck
seungs can lend at least IM bywes o Windows

>= 3 Mbytes xtended nemory - CAR run Wincsws wn Enhanced mode Superpek 2an havs some
memory faserved L :t, but ensure that at teast 2 Mbytes are avaladie w Windows

S0BRAH0867 - Check of LIM dnver toaded, check [ LIM 4 compauble, if so check if HIDOS
hipset=EMS UMB 15 configured rustafier LIM shuy in config sys. Check f LIM driver provides
Superpek-compaubie LIM (1 ¢. dnver s re-entrant) Wamn user ang disabie Supernck of LIM dryver
not compasbie,

I3 Windows found via e path ? If so check and coerect if necesiary that DR, DOS memary manager
15 configwed appropriately Check that HIMEM. S YS 15 no¢ also in config sys Check that Supeapck i
conligurcd appropaasedy Check iyt SMARTDRV EXE and Superpck not both in autpexes bar I
bath then remove SMARTDRV enuy If SMARTORY was removed from auwezec bat check that
SMARTDRYV Adouble buifer in config sy3 15 also removed.

If SupecStor 15 configured , check that the Permanent and Temporary Swap files exist in swiable
locauons (dependant an 4pproprate SuperSwr support), ind allow creauca af necessary.

wndows Permanent Swap File suppost - The SuperSiac utiliny can kaow that a Pernanent Swap File
exists by amalysis of the Windaws = INT" files, and can be sah d 1o that it delecezs and recreawes
the Permanent Swap file wibun the SuperSior parunon The DR DOS snwp program (v ADVISE
vulicy) can be enhanced so that f Windows o inmalled subseq Iy them a Windows
Permanent Swap File can be ereated

Wmdows Tempotary S wap File suppon - The SuperStor unlity can kaow that 2 Temporary Swap File
exisis by snaiysms of Lhe Windows ~ (NI” files, ol CAR be enhanced 4o that It Zomecy Supporns the
Tempory Swap Fie withm the 5 upecSior parunon, of a5 3 muumoem reconfigure the Windows = INT®
file zo tat the Temporary Swap File u deleswed. The DR DOS zenp program (or ADVISE wuluy)
can be cahanced 30 thag 1f Windows s insalied subsequenty then a correct Wndows Temporary
Swap Fue can be cresed.

The thovesxamples ase typacal of the rype of mformat:on that the DR DOS SETUP or ADVISE
prograra could provide, It couid be enhanced W 3lso wform the user of other relevant jafocmation
such as the percentage defragmentstion oa the physical disk, or SuperStoe disk.

I¢ could peck up on canflices berween EMMISS and SUPERPCK/PCKWIN
Is coukd dump relevane cn{OSMALON Such &3 proceisor type, Amount of Mamocy, rom ks version,

cwmes canfig, and auDezes files o disk, w0 i & user could exnly provide ibe comect informaton
10 techaical support. In thas role it would be Like Manilest ar M fi Drag

licouid be made o do integniy checlang of tve DRDOS system files, by being embedded with
kncwiedge of chocksums, and wdenuy of files, 5o that it coyld perform an antevirus role. Tius would
alyo weatfy W Tech Suppon thas the wer was unng the commect vernons of all DR DOS synem

components.
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1 believe dhat these cahancements W SETUP (or creauon of an ADVISE vuluy} wouild assist the
wsar, and by doing 50 would reduce the suppon calls w Tech Suppon

The dewaiied design af these addiional features would need srrong mput from Tech Suppon 5o tar i
locuses on ite moat frequent and :mporant problems

s e .
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