Jay Ienny

My name iz Jay Denny mend my job at Hewlett=Packard ig me foullows. I am
ragponaible for all systems engineering sarvicen worldwida.

My objective 1z to diseuwsa: 1) & perspective of Computer Sypiema Croup;

2) why this crganizetion is of benefit to you; and 3} how your local Hewlett—Peckard
toem that we have allocated around you 1s ccordinated and supported by Computer
Syetems group. The next two subjects T woudd like o talk about very E]:Enifinﬂ.'llz.r
18 Cuatomer Englnesring diviaicn, and the Sy=tems Enginesrine Servlces program,

Hare you ses that qur group is actually brokan dewm inte two basic eﬁi‘ti&s.
Bach division hap a marketing, ressarch and develospment, =and 8 mamufeetmring feam.
The verious divisions are: 1} Ceneral Systema {3000); 2) Date Systems (1000); =nd
(dise and magnetic tepa), and Terminal Products Divlslon. Divisicne are Hewlett~
feckardfs vay of managing our business. ne of the aswest divlsions 1= Costomer
Engingering Diviaion, The othar portion of Hewlett=-Packord is the Fisld Marketing
Urganization, Thet particulsr organisation's job 15 to 1} suppert and assist the
castomer snd 2) 2eil Hewlett-TFackerd products, That iz made up of three bazic
employees. The sales represantative, the system snglneering personnel, and
customer engineering personnel. As you cen gee, Faul Ely, our vice-pregident,
keaps ws gparating as a slngle mit.

Each cne of the divisions are profit centers. A general rade of thomb in
Hewlett-Packard 1s to break down every partieular portion of our business into
some manageable eplty. When fthese profil centers become up around 100 mlllion
dollara, we atart looking very carefully at wavs to break them apart to manage
thet huslness more effectively,

As ocur customer, you are surcratnded by fhree of our representatisves.. My
gbjectiva is to give wyou & brief ides of the jebs of those thres people, the
managament team sopporting them, and brlefly, the fuscticoal team that is supporting

them. The real benefite of our crgenization 1s vot polng to be wisible unless

it renily doez essist you ms cuatomerd.
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The sales raprazentative. Thia person coordinates the team. Hiz diract
management is the district sales mansger, reglonai seles mansger, and national
anles manaper. The neticmal sales manspers era Jim Sehnider and Bill Riehion
{408/ 267-7000] .

The myrtom engineering persomnal, Theae are invelved in tachnieal educaticn,
technical evalustion, and technical informatlon. Ris immediate responsible
boss 1x the digtrict seles wanaper and tha regicnal salse manapers. I am
reaponsible worldwide for this organization (Jay Derogy, L0825y -00a]) ,

Customer engineering. The CE's ara responsible for preventive maintenance
and repair of the system, You can see that thelr organization structurs is ™
distriet CE meneger, reglenal CE manager, customer englneering asrvice mMANAEET
(Tow lavhan, 408/257-7000],

Every member of thiz team hez crganlzatione supporting that team. For example,
if you agk your sales representative & question about the product {the price,
the technicel Paatures, specifieations) that he ean't anawer, a sales guppary
organization within each division sssures thet he gels the sngwer to you on &
timely basis, typleally in a coupla of daye,

The syptema snginesring persatnel slso heve suppert crganizatlons. If you ™
aak them & techmical questlon that they cenngt anpwer, they heve an orgenizetion
at tha factory thet they may call to get the technical answer for you.

Custamsr angineering. Oustamer engineering nes a peries of aupport mechaniema.,
If the oustomer enpinesr ocepnct rasclve your problems, he has an immedlets mandge-
ment backup team, but he alpo has & product speclalist mupporting him. If that
team cannot resolye the problem, the divisions bave a support mechanism se wall.

Why is this importent to the usars group? Why is it important to yo as the

customer? When you are ialking about having a new featurs added to my fortran
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compller or & new festure added teo my ecbal compiler, thils 1s & development projeet.
The divisionz are responsible for all development., The users group hes set up

the right channals to discuas thoss subjeets wlith ws. Your interfaes commitites
dofinitely does have & good channel in the divigion, If you are concerned shout
operaticngl probisme or you woild like to give us operationzl hinbe of how we can
de a better job for you, the field marketing is respon=ible for assisting on these
mipjecta, If you have a question about the lewel of support in a partleular geo-
graphy, the fisld parketing team is the rlght pecple ic interface wlth.

I thought I would spend most of my time now talking shout two spscific enities
of the group. The first s Customer engineering division or Customer Enginsaring
Service, Customer enginesring 1z & aervice thet ocur cusiotars will elweys utiliza,
If you den't wkilize these services either through service contracta or o time
and material basls, most potentislly your sy=tem will not function correctly for
you, Sa by definition, all customers will have a service contract onm a 3000
preduct now,

Fecantly we looked sl our eustomer emglneering crganizaticon and sald we would
like to put more mensgement focus an it snd get sope more ressareh deliars into
doing 8 better job for our customer. 5o we formad a division. The major sdwaniags
here is, as I sald, ie this ip Hewlstt-Packard's way of focusing in on zelving
problemz. It iz the first Services diviesion at HP. It is divided intc marketing,
engineering, and manafeeturing. Marketlng is respenpible for setilng the policles
so HF has consistent pelicies, prieing, OGO support. Describing the services ta
our cusombers ag you understand them and your sxpectations are not ralsed beyond
the level they should be, Additiomally, logisitiecs ere of oocneern to marketing,
Where do you put these paople? Wheres do you put the inventory? Wheare do yoz put
the tools? When do you train theom?
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The englneering deparimant of the divisien i3 the seience of reliability.
Davelopwant of CE toels. Customer engineering tools { software or hardwara) halps
HE do a more effective job for you., Manufacturing 1s really the field located
custnm;r engineering crganization, This includea beth the pecple epd part
invantory to help you locally.

I think it iz important to undarstend thet the Impact of this division won't
be =een by the custiomersz far a yerr, Initially, in the flrst six months what
youl will £find 13 that AT may have clearer policles, Buat, new customer englneering
twols Lo help us do a better job for you i= & development project; and it is Like e
any deveicpment project, it is going to be some time before you see the benefits
of thls program.

When do you use customer englneering service az a customer? Call customer
englneering if: 1) a peripheral does net work properly; 2) the gystem halts or
A parity light ip on; and 3) when an oparater can no longer control the system.

Does everyone koo tﬁhjr looa] ouptomer engineering menegars? [leasa try to meet
this individusl over tha naxt three menths. How many of you know your regional
Customer Enginecring Fonager? We hewve five regions: Midwest, Canads, Wesht Coast,
douthern, Eagtern, TIF in an event yerm become extremsly dissetisfied with Hewlett-
Packard (I am.nat.auggasting that yoi do this B3 & normal aparating precedure),
pleaps tell us E.'I}DL:I.'L ik, and don't walt wntil 1t is too late, When snagement
Jnows eaTly encugh about your situsticn we ean halp.

If as you are golng throwgh the year, you find yrou might he & little bdt dia-
satisified with the cverell =ervice program. It ism't that your syslem has been
dowm, but there are some things ynﬁ ecan point to, For example, maybe we don't slwueys
put the batts beck together right, your lights mra burned out. When the customer

engineer comss arcund, mention it. The lmmedists reapomsibility it your area 1a
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ihe Customsr Enginesring District Menaper and he ig an indivldusal you need to get
1o knod.

How is pal=e Involved in vy service problems? Salas sold this squipment.
The philosophy of our cowpany iz that we service thinga because we 521i them. The
vapienal OF mansger has & Gual responeibility to the reglonal sales menmger. But
when you have a spacilic down sysiem, the motlvetilng eraiy to goma up Wwith game
rlan and to make pure your system ls operational within a reasoneble period of
tinmg is the customer enginassring orgenizatlom.

Jupporting the nu-;uit.-:umr engingar ia the Products Specisllst team. The product
spoclalist’s job in customer engincering iz to be highly seftware intensive on
MEE, By definition, if your aystem halts, it is an MFS fajlura. There are two
types of failure=, 1) Hard failure, You found one that is really a hard one.
You try R warm start. It wili not coma baeck up. It could be 5 hardwars failure
at that peint. It eould be & very hard software fallure.. In that case, call in
puntoeer engineering. Negarding software fallurse, we immedintely asslgn 8 desipgh
angineer in the leb to resolve it.

The zscend failure mode is when it iz intermintent software failures. Taoew
are very complex to find. If you left your system down and oalled cur customer
engineering, the chances are there is not encugh information lef% at that point
to solve thet problem today., Insiead, please uge the warm start mechandsm. The
objaetive is to take zome data from that particular problem, get you back up on
the air imte @ production enmvironment &2 goon as possible. And, we tTy to corrolate
that data at the regicnsl lewels, How, If you can imagine, we gzet a mumber of
thase failures, Wwe corrolate them, it gives ue symptoms, then we can get to the

spacifie portion of the software that 13 fadling.
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when you have @ repeatable MFE error, it crashes your eystem, it is ta gur
advantage that you make sure that we vmow abeut 1t, If it is repestable, we
can find it al the lactery apd Tlx 1t.

1 think it ie important that you understend where we ars, We heven!t done a
0% foh, FRut, do not tolarats an erbenzive down peried of time. I talked to
a gentleman lest week who =aid = partion of bils system hed been down for eight
weeks. That iz intclerable. There 13 shaolutely no other way to put it.

syetem engineering. 1 am going to telk about the system englnesr. I you
racall my diseuzsion on customer engineering, briefly, I eaid that basieally it
was 8 service that you would mll smnd to buy snd couldn't do witheut. System
enginssring services are different. We do not Just help you to ba suceeasinl by
tralning your staff, helping to make them nere productiive, Cur objsctive i=n't
to hide frew yeu our system capebilities or to keep you unaware. In fact, our
chjsotive in this mree iz that we expest you, as & customsr, to allocate one of
sour pecple to become, in effect, your personal system enginesr. ¥hat that mesns
is we nesd to train your pecple to become talented tachnically, The cbjective of
system Enginesring Serviees is to train your persennel, Requirament for this .
service varies fram cusbomsr te custemsr depending om what your 1) speelfic '
applicatior is and 2] specific taleni ia. 3o, it ig what I eall a dizcraticnary
service, Wa provide the opportunity for yeu to get your steff trained, bub we
ean't tell you what services you mast teks, If you don't take the training, we
sopume bazically that wou ara so telanted that you den't require them. Pamwning
Zyatem Enpineering requirement at HF has not been effective. This is iy peracnnel
chapter. Today we roughly have in the Forth American continant fifty-Tive 3000
g¥etem engineers. We have done a lot of hiring to get to that mumber and thay are
not all well trained. But, they can provide the basic set of seTvices typloally

required,
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Cuztomer training in & technlical conter. What is & technleal genter? We bave
reestAbiished the rolss of the technical centers, or what you might hawve callmd
previoualy the traeining center. Their roles will axpand over time and provide a2
camplate get of services. A davelopmeantsl program is under way whlieh is to help
aur ustomers learn gquicker and more extanaively sbout tha system in our noroal
tralning center anviromment, Advanced courses you cen fend your ataffl Lo, Theyr
are not here today, tut they are going to be here within three months. Technicel
centers ara thoze places that the training is going 4o be avallable at. Another
methed of talking a ¢ourae ig you may mmekese the course to be tawght ot your
faeility, Unlesa you heve = ataff of fiwe or ten people, this mey not be 2 ocost
effactive yay for you to get trelnleg. We are locking st altermative ways 1o make
1t eazier for you 1o train your staffl,

What is phome-in conesultipg? 7 would like to think of phone=ln consulting e=s
admittedly our treining courses sre not golng to anower all the questiohs, and our
dopumentation 1s not going to answer ell the gquestionz. This iz a wehiels that we
tried to design, te come up with, to sugment treindng, T beliews it eomild ba &
valuable tool if you use it, A= Bn =mompla, your staff is stumped on a problem
Far four hours. And, if they could plek up the telephone and get an anawer within
&n hour, they could be productive again, Bow, wa would like that t¢ happen. I
balisve that this pervice iz & reswecneble tool for you to ubiliwse. Whet I seld
initially waa that your going to end up with a system sngimeer on your staffl,
eventusliy, At fome point in tims you will be self-pufficient, thewretleadly.
Eventually a1l of you shouid, 1f your program 1s successful, oot have s regulremsnt

1o tadl moers than thres or four times a monthk.
Mo, T zaid over time you would become salf-sufficient. The fact ls, thet 1s

not really trua. You bhave oroven, beymnd e phadow of a doubt, that youw wlll nou
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be self-gufficient, You promote your people, move them to ancther installation,
and suddenly the same treining problems Teocour, It is & real problem.

syatem Enginesring time. Thisz is just youwr ebility, 1f you preler, ta
utilize cur SE's onsite so they may assist your staff, For exemple, how to
petentinlly design s particular portion of the data base you have decided o
lmpiemant .

The training materisl and toola, I believe we have te provide joud with access
to training material snd tools, like video tepes in the future, that will help

you train your interpal staff sand help us train you.

.-rﬂ'l'nh_l

in the subject of subsystem bugs., I think that is a point that T heard a Lot
of eemversetlon about., And, sometimes it 1s confusing. Our experlence hes be=n
that the majerity of the time thet cur customers feel they have a subsyatem bug,
it Temlly ia not a subayztem Ttug but thay really heve e mi sunderstanrding of our
products. It turns cut that.gbont fifteen percent of the tima there is actually
s bug, Probably ancther ten percent of the time, a total of cne—quarter, 1t is
£ documsmtation errar that misled our custemers. When that happens, & system
enzinear iz responzlble in esguring thet that bug is resclved. Where are we todey
I think it is important to understand that today our progrem is running very leen, M
What that means to yow, it may require thet when you have = subsystem tug, you
have to help us in ways. The way we deflne the subsystem bugs, I would like to ask
for your help in two categories. If it peverely lmpacts you and your eperation I
want it resolved as fast ms we posaibly can respond as £ company. To glve You an
exattple, we have resolved these problems in three to flve days. Thet has been
redesipned and beck instelled, Hewever, if it is & simplier problem which dees not
cause you herm, please avoid uaing that portion of the softwere if posaible., IF
o help us determine thosa. that are critieal to you, we definlte have thee

Teaources to help Fou.



4 situation that ecould occur is ms follows: wo delivered a mit tape with the
ohjectlve of making a better, more relisble system, What we actually did we
eecidentally intreduced s ney error which affeoted all the production programs.
What showid you do as a oustomer in that situation? One thing ¥ol can do iz go
back to the previous mit tape. Don't be afraid to tell us that it is eritiesl.

] dom't want vou to do a workaround for [ifty or sixty days and you are required
toc unde all those workercunds te utlilize the patch.

1f yau have smy inpota thet will sgeist 3E programs, T would Like ta have
them, My addregs ie as follews: Jay Detmy, System Engineering Jervices anapger,

Gomputer Systems Group, 11000 Wolfa Hoad, Cupertlne, Calilfernla 950L4.



