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My name s Stan Skell, 5B and Trainieg Support Manager st GSD, Todey 1 wowdd
iike to talk to you about oar role in training snd sofiwsre support, and scce of
Ehe other rreas that touch on User Serviges,

I would like to keep this ms interactive as I cen, me it is importent that we
Fet a dislppue going. %o what I wiil do ia very quickly skim through sams of tne
toples I am going ic be discussing, allow you Lo orgonize yoUr quastionls, and tnen
asx them at the appropriate time.

First, I am geing 1o talk about the philosopny of supperi, repaating = little
bit of wvhat Ed {Mclracken) ssld in the last meeting, HMext, I'11 be talking about
the rale of the Custamer Fnginear, Sysben Enginecr, apd the Preduet Spacialist, In
both whe tHeid end the fmctary. Then, 1'11 touch briefly on the service divisian,
CX and wre-CX aystems anc cuslomer treining and the Zastern and Wastern technioal
eepters. I['11 also cover phone-in consuiting services.

In the iast mesting, B& briefly mentioned thet vhat wa want to do in praviding
uszer seTvices is to be competent partners in your suecess. IE you ave macoessful,
then so mre we, Gonversely, il you &r¢ not sucessaful with your installation, then
we have problems.

Tn mdditicon to providing you wWith services that you need, we would like ta
maximize the impaet of the sarvices thet we provide. We would like to maks the
sarvices thet we provide satisfy a majority of the user community. Far lnatarca, if
somaone would want mssistance in intorfacing A solar anergy eell to a JCUD, that might
be obe that we wouid Jook Bt uith cantion. Huwever, ii thare ls something that we
are not doing, Lthat we should be doelng, ané 1t wouid banefit the majority of users,
that 45 what we want to hear about, We alac went to khad where we &re not deing a
good job.

Thers 15 a 1ittle bit of eomfustion that exists in the user comunity about the
HF repressntatives thet the waer may interface with; specifically, the Cusbomer

Englineoers, the Syeteme Zngineesrs, ard the Produsl Snmeeclaliste. It is nretty easy
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to identily & salezmah. Tt 1s kind of his job 3o 1dentify bimself. Where things
may gat a 1ittle blurry is in the sre= of “yhat does the SE dof", and "Whnel does the
CE do?", snd "Who is thils peraon called a Froduct Spesialist®"

The CE's, of course, are the individusls that ere primarily hardware prdented
and provide you with suppert, primerily of a bardware nstura. In the factory at
GED, we heve a group that perellels tha OF group In the field, Vhen thers are
problems that cannot be answered in the field, ths factory is where the fleld should

turn for msial atancea.

Produet Specialists are the auperstars of software nowiedge . . - in MFE,
These era the indivldusls who will ba ¢ailad in by the CE when you have = preblem
ip ymur cperating svatem, {nee again, we have & Product Speclsli gt grrup in iho o~
faetery that is responsible for training these product specialists, and for providing -
backup when they, In turn, need heljp.

The 3E's are yet another greup. They have not spent years with the operating
gyztems like the product speelalists, but they sre gencerned with helping you with
subsysten softwera problems. Also, they worTk 1n & sslee environmant. SE's cen ba

found in the presales envirorment during teehniesl diseussions. In & postsala

enviromment, if you have trouble with GOBOL or IMAGE, it is your SE that you turn
toe for measipiance,
™

Let's talk about X {and pre-CX systems), ] kewse absut 30 segonda to talk abomt
this support, and T am sure you kave about two hours worth of questicns out there.
40, let ma etart by sayimg that we will suppert CX end pre-CX systems, I think Ed
peinted thet out ik tha laat meeting, and T would just 1ike to reemphazlze that.
There is a proup in the fectory that will specislize in essisting the field in
patlsfylng problems releting to GX mnd pre-CE systewms, MPE and hardware ardasl, Now,
for subsystsma. Tt would probably meke semse to lock at the fact that subeystews

on both Series I and Series IT sre esgentially the same. Thare arTe 5008 minor

differences relstad to four word floating point and doubls integer, but FORTRAN i=
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FOATEAN » - o %h&?e in one FORTRAW cempller. There are two compiler l4trariea that
will eeuse a program compiled in FCRTRAN on a Seriea I to hawe a different objaed
code then o FORTRAN progrem compiied on & Jeries II.  Fut, it s gtill ome subsystem
and 1t will still be mopperted oui of wy group in the Tactory, apd, of courss, Four
logrl SE.

1 would 1ike to brisfly tall about scme of the weya thet T think you will be
gotting better gquality support from  Four 4Els, My groun is charged with respensi-
bility of training new 3B’z and, alao, wilh advanesd training of experienced SE's.
There are = couple of things that are coming ocut that witl provide the ZE'e with
more 1ools to solve your problem,

The training thai we bave fer the RF 3E'z right now is a Jiitle thin. We
haven't ir the past done encugh teo orovide them with the proper tools, We wlll be
offering to eur 58's, in the very near future, three to four ned treining packages.
A couple of the courses will be releted to programming techniques, and obe courae
Will ba devoted to systexm performance, systen evaluation, and gystem optimlzation.
what we are attempting to do ia pub together a cohesive nacksge ss that the 3E can
comverse more Khowledgeably on what to expect from a system in & pariicular sltuzation.
I think thiz will meke the 3E mere valuable fo you on e conaulting status. I Would
antleipate in two to three manths, we will be =tarting to train our SE's in the
performanca ares.

We will ba locking very strongly at providing apeellization couraes for our
Sk's, In my mind, at least, it makes sense for our SE'a to begln to speciallse more
in the commersisl envircoment or the seientlfic orienled products. What we will be
doing is patting togethber speciallzation puekepges to train our SE's ac that they eaon
wore adeguately support you.

fm eugtomsr training, the eastern and wastern technicel centers will he the area
traiping =iles. The courses We currently offer are held at thess cantera,

Training ot the 3000 follows an intaresting course. ‘When T gtarted Jorking at HE
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(4 yeara ﬂﬁz}, the 2000 was vimpalised as being e =uper mini type mechine with &
problem solving, seimtific orientatlon. Therefors, 1 cen racall beck three ar feoar
years ago, we wara gearing <ur customer fraining in thet direction. We hed, in the
praparation stages, elasess that were going to address such things as L/0 drivers,
MFE intlernals, eic., for the knowledgeabls user, WAell, we found out the 3000 was
alec a very good goneral purpose comarciel system. Faving & reletively high technical
content, courssa for a customsr from an ARG instzilation might confuse them. Also,
net only wes 1t diffieult for some of the commercial custamers to camprehand it,
but 11 wasn't necegeary to rolve their apelieation. So, we took & laok at enstomer
training and fashioned courses a 11%tle more Far general purpoee comnercial community.
Few £t la bacoming evident, as ocur customer baze is growlng, that we are in the
sltuation vhere people need more informetion than We ore communicating in our cuastomer
courses. There are some of you out there who have ooma wery sophisticated tasks
that you would like to aceomplish. Our training hes not effeclively addressad that,
But, we will he offering such courses in the near future. One month from now will be
the detut of & class tentativoly called Series IT Special Capabilities. I% will be
Erogramming criented, as opposed to the syntex oriented coes we have had in the past.
For example, we will eover how to utilize zcme of the intrinsies that ere awailable
to ugers, how to uee the debug package, etec. It is probably geolng to be diffieult foo
individuals that purchase s gystem how to lake cur introductory elasses and then run
right into ouor advanced wser class. T think eventuslly we will have an intermediate
course for wsers. 5o, essentially, for thoss users who are not interested in complex
ulilizaiions on the 3000, we still have our basiec courses that we teach on an intro-
ductory baais. Tor thoze of you that are interested in more advanced technlgues on
The 3000, we wll? haye olTerings 1n that area also.
We will mlae bo olfering, at selected installatione, on-site tralalng. The
ma|ority of an-site treining will be done by professional instructors out of tha

YWesterh Technicel Centar.



This alidk mentions FICS. what ia phone-in cansnltingT The service that 1t
will offer is to answer specific provlems tiod you migni hnve, wGlwere the abawer Lo
your problem, bopefully, 95 no longer than = teolephong call aday . The indlwidanls
cn the phone will have aecess to our factory 52 group. 10 they get loto trouble
wilh & gueation you have, they bave the factory 5E group to Tall back on. IF the
Taclory 47 group cannct mnswazr the question, assuming it is appropriate for FICE,
then ihe Lab, of course, 1s =vailable. That 'z what Lhe individual napning the FICE
Fhone will hewe as his method of inforcat'on of retrieval. He has full asccess to
tar Si group abd in lurn, the Lak to ancwer custopes problans.

Few, leti's telk about softwere problems and FIGS, 1 thiok one of the significant
piferlngs of FICS 12 to ailow you o have immediate Tesponse Lo prehliems you are
ebiifuntaring with your sofiware, The pheons-in eomsulling serviea will ba the focal
paint for the scfiwars probiem reporting system ai HP ir relation to the 3000, Tt
will be & funnel, a filter, and will 8lleow the customer when he calls PEGS to
imredistaly describa hia problem and get an inmedizte Tesponse, "Yes, that im 8 knawn
provlem,™ or "Ha, it 15 not.o

Here iz haw I envizion the system working. You are opt there and you hewve a
Froblem. Well, what you can do with FICH 1s to emll the Tech Center and drscrdbe
your situatian. Oew, 1f it ig a simple rroblem, the FICS S0 will fry to plve you
R work aroand and will submit g software problem report if necessary.

How, letls teke scmething a little more coamplex. You have =mltiple dises with
& coaplex date hara, You v thie program For half en hour and wou get the wrong
angart.  Wkat lc woong thare? Unfortunately, this typa of problem you are not going
to be able to dascribe aver the rhone fhd bewre the PIGE person verify 3%, It is
obvicusly of a mach wore complex mature. What we will have to do ai that point iz
have the FIGS Individusl contact tha field 38, The approprigta feld indivwidual will
trevel 1o your inztallation, and with you the customer, reduce ihat probolem Lo &

mansgeable entity. And, at that point, the customar with ihe UZ's ezaigtance, will

211 out a preblem report and =end 1t in, if appropriate,.
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