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Report to members on the developments
in our renovation of both the hardware and
software of our electronic bulletin board.

As you all know we have had a crash of
our venerable “D" hard drive in our equally
venerable IBM AT 286/8MHz, BBS computer.
Our remaining “C" hard drive is still function-
ing but is so ancient the it truly belongs in
a museum. {t, the *C" hard drive, operates
at about 180ms and is the size of a large
lunch box. We have our BBS “Wildcat” software
on our remaining hard drive. It has been
working, but we cannot download applications
in our library because our files were on the
crashed hard drive.

This all happened just as we were changing
the political guard. We have gotten over that
hurdle; we have a new president, Paul Staley.
Also a critical factor was our constitution which
was in the process of being updated to meet
the current requirements of Stanford Univer-
sity. Critical in that update was the matter
of physical ownership of any new addiions
to physical equipment. The new constitution
has been revised largely through the efforts
of Nancy Helmy. It will be presented to the
membership for consideration at this month’s
general meeting.

it has been suggested by one of our members
that we may as the “Stanford/Palo Alto
Computer Club™ be able to :ceive some
assistance in the form of computer equipment
donations, from local computer manufactur-
ers. We are actively persuing this suggestion.
We will be able to proceed with the acqui-
sition of equipment, by whatever means, now
that. we are close to adoption of a new
constitution. For my part, | have gotten
competitive pricing on computers from various
sources.

As a point of interest to our membership,
the pricing of hardware has fallen considera-
bly in recent times and | have been able to
come up with a price for a basic computer,
386/33 by Intel and/or 386/40 by AMD with
IO card, a 1.2 floppy, controller card, 1 MB
memory at around $1000. A 200+ MB, hard
drive goes for around $800. When we get
to 300 MB hard drives the price rises to around
$1200, including a controller. We are talking
of hard drives that perform a random access
at or below 15 milliseconds.

_

If you are in a position to help me better
these prices please call me with your sources.
I am hoping however, that we can find a
corporate sponsor who will donate a computer.

We have been getting quite a few people
who have been calling our BBS and express-
ing interest. There have been 25 people in
the last month alone. Dennis Wilson, one
of our new members, is helping as a sysop,
and he has been calling these people. he says
that he has three new members ¢.._ he has,
as vet, called only half of the people who
sho _d interest. This shows that the BBS
can be an important source of new member-
ship. It also indicates that we have to move
as rapidly as is practicable to make our BBS
fully functional by the acquisition of replace-
ment hardware.

FEEDBACK PLEASE

What would you like to see and access on
our BBS besides the latest shareware com-
puter applications? We are thinking of having
many different departments. There is, for
example, a large amount of theatre in the Bay
Area. We plan to give monthly updates of
the theatre happenings. Also, there are a
lot of great restaurants in the area. A list
of them along with their fare and some
comments by our members who have tried
them might be of interest. We need to know
of other services that our BBS might do for
you. Please let me know. Just drop me a
note, either on the BBS, or by mail to our
box at Stanford.
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The other way is through a nifty routine that
you can insert in your batch files that does
essentially the same thing as NEWDIR, although
not quite as elegantly. Let's say that you want
your Lotus 1-2-3 batch file to return vou to the
subdirectory you were in when yousta . Instead
of the simple:

echo off

cdJotus

123

your batch file would look like this instead:

echo off

cd >d:path

copy d:change+d:path d:newpath.bat
cd\lotus

123

d:newpath

Substitute the letter of your RAM disk for each
d: in this example.

5. Ser up ARcHIVEs FoR OLD FiLEs

Such a dilemna: Do you move that tired old
text file from your hard disk to a floppy, or might
you need to have it close by? Half the time, we
remove files from our hard disks because we just
don’t know what else to do with them.

The public domain to the rescue again. There
is a program called ARC which allows you to
combine and compress files into one. The result
is a file with an extension of ARC that is recognized
by DOS as a single, legitimate file.

While a true god-send for those who send files
via modem, it is also good for the frustrated DOS
user who just doesn’t know what to do with that
set of 12 DOC files that are cluttering up a directory.
With ARC, you can take those 12 files and turn
them into one file, with a relevant and mean-
ingful name of your own choosing. ARC files
copy freely from one directory to another or to
another disk drive. At any point, an ARC file
- can be updated, added to, extracted from, or simply
viewed for its contents.

For those who need to keep a lot of information
accessible but who have limited storage space,
ARC is the answer.

Notice the comr  theme throughout these five
tips: Combat the chaos of DOS. Keep your
directories clean, control the flow of your batch
files, sort and manage the files within each
subdirectory. If you want to continue the search
for a mega-program tha vill butter your toast
for you, be my guest. But those programs, assuming
they exist, will only serve to insulate you from
effective file management. The high road to good
DOS management involves audience participation,
via a series of small utilities and batch files that
you create and manipulate., That way, true control
of your system is in your hands, which is the
way it should be.

“Software
Challenges
for the
1990s”

Jim Manzi

Presidens and CEO of
Lotus Developmens
Corporation.

*

Throughout the 60s, computers consisted primar-
ily of large, slow mainframes. The software was
computer punch cards. Computer use was tedious
and limited to a small number of people Back
just before 1970, Digital Equipment Corporation
introduced new low-cost mini-computers that could
be easily used by many on-line users as time sharing
systems. These systems made computers acces-
sible to a much larger class of more casual users
Then, just before 1980, Apple Computer intro-
duced the Apple II.

Steven Jobs announced to the world that some
time soon individuals would use computers to
perform all kinds of tasks thought to require
mainframes or mini-computers. IBM endorsed this
idea by introducing its very successful IBM PC
It is difficult to pinpoint the time, but at some
point between 1979 and the mid 1980s, we all
began to take these technologies for granted. A
fast-growing, ever-evolving volume of software
helped us to put our arms around the technology
and fall in love. Then comfortable with the
adoration, we began to develop  ense of demands
and expectations; we adored occasionally and
expected more and more. Three decades later,
companies are still trying to solve the riddle of
customer satisfaction, looking for ways to earn
the loyalty of demanding customers into the next
century.

The PC user of the 1990s is radically different
from the novice that vendors courted only 10 years
ago. Today’s user has spent a decade discovering
what is possible. Software vendors have invested
millions of dollars in research and development
to make sure that th ossible :omes reality.
As customers have leamed what software can do,
they have gained an acute understanding of what
it does not do, and there are a number of areas
in which they are looking for progress. This
progress, i 1l its elements, constitutes what 1
see as the major software challenge of the 1990s.
Let’s examine the short list of the challenges
customers expect vendors to megt.

Making computers easier to use

During the past ten years, users have absorbed
a monumental amount of technology. The past
decade was a long dog-and-pony show, with vendors
concentrating on delivering increasingly advanced
functionality to customers. Vendors have paid
considerable lip service to training and user-
friendliness, but the race to deliver competitive
functionality has not addressed the user’s need
for technology that is truly easy to use. Vendors
continue to sell concepts of power, speed and multi-
dimensionality. Power, however, does not mean
ease of use, This aggregation of toys cannot go
on forever, and sometime very soon, vendors will
have to provide solutions that are intuitive Ideally,
customers would like to shop for software as they
do for shoes, searching for a good fit that can
be womn out of the store. I believe that customers
will become more vocal about this during the

coming decade (continued)
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Are Good Software
Programs And Good
Customer Support Mutually
Exclusive?

Alan Ashton

Alan Ashton is president and co-founder of
WordPerfect Corporation.

A good software company should offer not only
good software products, but excellent customer
support as well. However, when one looks at
American companies in general which offer both
products and services, experience and opinions
seem to agree there is a paradox; that good prod-
ucts and good support are not found together.

The National Family Opinion Group is a recent
study of six thousand households reported that

Customer service can be
summed up in ... following
story (quoted from Time magazine)

For Harry Hapless, it was a rough day
in the _..vice economy. His car, a Fi-
asco 400, started sputtering on the high-
way, so Harry pulled into a gas station
for help. “Sorry, no mechanics, only gas!”
shouted the attendant. “How can you call
this a service station?” yellad Harry. He
went to the bank to get so1 . emergency
cash for a tow truck, only to find the
automatic teller machine out of order,
again. “Real nice service!” he muttered.
Then Harry decidedtouse a« it card
to buy a tool kit at the Cheap  scount
store, but he couldn't find anyone to wait
on him. “Service! Anyone, please! Help
me!” was his cry.

It had been a trying day indeed. Harry
thought as he rode a bus home, but at
least he could look forward to a trip to
Florida the following week with his wife,
Harriet. That is, until Flyway Air called:
“Sorry, Mr. Hapless. Due to our merger
with Byway Air, your Florida flight has
been canceled.” Harry got so angry he
was going to call the Federal Aviation
Administration immediately. But just then
his phone went dead no doubt because
the phone system had been split up, he
imagined. Well, that was the last straw.
A few minutes later a wild-eyed Harry
burst into the newsroom of his local news-
paper. N

“I've got a story for you!” he cried:
“There is no more service in America!”

“the vast majority of
consumers believe that
they receive good value
for their dollar when
they purchase products,
but there is a rather per-
vasive discontent with
what they get for the
money they pay for
services.”

In response to a sur-
vey of fifteen hundred
people. Cambridge Re-
ports fc_d that only
eight percentrespc :d
“Excellent” to the ques-
tion. “How well __
service companies meet
your needs and concems
as a consumer?” Forty-
two percent said “fair,”
“poor,” or “depends on
the service.” :

The TARP National
Consumer Survey re-
ported that, at any given
moment, one in four
customers of the aver-
age American organiza-
tion pset with the
com__.,’'s service.

Personal service has
become a maddeningly
rare commodity in the
American marketplace.
Many flight attendants,
sales clerks and bank
tellers seem to be too
busy to give consum-
ers much attention.
Many service workers

ﬁ

are underpaid, untrained, unmotivated, and un-
helpful to the dismay of customers who look to
them for assistance.

The concept of personal service is a difficult
quantity to measure precisely, to be sure; the U.S.
Government keeps no Courtesy index or Help-
fulness indicator among its economic statistics.
“But customers know service when they miss it,
and now they want it back,” say Thomas Peters,
a management consultant and co-author of in Search
of Excellence; “In general, service in America
stinks.”

Given that customer satisfaction is lacking in
many transactions, let’s discuss the paradox of
product and support in relation to computer soft-
ware.

The concept of customer support for personal
computer software varies according to the busi-
ness philosophy of the softwar 1anufacturer, The
original expectation was that technical advice was
free and only a phone call away. The respon-
sibility of software ___port has yet to be resolved
in the personal computer industry; however, many
manufacturers are trying to transfer the respon-
sibility of support to the dealers and end-u.___.

Today, more companies are defecting from the
ranks, arguing that free support is no longer a
realistic expectation. Currently, software support
comes packaged in a variety of categories from
toll-free support to pre-paid premium support, and
even, pre-paid third-party support.

Although the categories for the various support
packages have different names, the difference in
the support packages is the illusion of the quality
of services offered.

Software manufacturers have placed elaborate
names on their services to entice end-users to pay
for support packages. The factor that should
determine the quality of the support is not nec-
essarily the time required to get to a support operator
but, the quality of the answers and follow-through
given by the support operators.

According to Roberta Furger, “PC World surveyed
a thousand business users, backed by extensive
interviews with users and vendors, and the results
show the gulf is broadening between what vendors
are willing and able to provide and what most
users have come to expect.”

The survey goes on to state, “That the respon-
dents consider technical support one of the most
important factors in their purchase decisions. When
service was lacking, roughly one-quarter of the
respondents demonstrated their dissatisfaction by
switching to a competing product.”

In an environment where service is lacking it
is refreshing at WordPerfect Corporation to be
able to provide a software support group whose
basic purpose is to courteously and efficiently help
customers use our products effectively.

This year the 1990 PC World Class Awards

committee conducted a reader’s poll for comments
(continued)
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WINDOWS
Q& A

CUAN ALTIAN |

(c) Copyright 1991 Jan
AltmaniThe Express Train

Send your questions on
Microsoft and Windows
products to

The Express Train at the
Sfolowing station:

3655 Pruneridge Avenue,
No. 135, Samta Clara,
95051, (408) 243-5955.

Q How can | merge a style from another
template in Word for Windows?

Using the Format Define Styles Options
command, you will find a button to Merge all
styles from another template.into the current
document. Incoming styles will replace existing
styles with the same name (but you'll get a
warning first).

To merge just one or two styles (but not
all) from another template, you use a whole
different approach. Let's say you're writing
a letter based on NORMAL.DOT, and you want
to use a style you created in BUSLETR.DOT.
Open any document that’s based on BUSLETR.
Find a paragraph that's formatted with the style
you want and copy it to the clipboard. (Even
copying just the paragraph mark at the end
is enough.) Go back to your original letter
and paste it in. As long as the incoming
paragraph has a unique style name, that style
is now a part of your current document. You
can now delete the paragraph, and use the
new stvle on other text. (If the style name
alrea_, exists, however, the new style won't
come in and the pasted paragraph will be re-
formatted appropriately.)

Q Since | discovered the ability to attach notes
fo cells in Excel, I've been taking full ad-
vantage of this feature. But how can |
find them all quickly and read through each
one? The Formula Note box lists them,
but sometimes | need to see where they
occur on the worksheet. Besides, it doesn't
show the entire text of each note.

Open the note window with Window Show
Info, and arrange your windows on the screen
with Window Arrange All. Reactivate the
document window and use the Formula Select
Special command. Make sure that Notes is
selected and click OK. Every cell with a note
is now selected. Pressing enter wilt then toggle
you through each cell in your selection without
disturbing it. You can read the notes in the
note window one by one.

If you're using Excel 3.0, cells with notes
attached can be distinguished by the small
red dot in the upper right corner. 1f you don’t
see the dot, go to Options Workspace and
........ the Note Indicator.

P.S. You can also print cell notes in either
version with File Print.

_

Q ! would like to be able to understand the
long, complicated formula | see in the
formula bar when | click on data in an Excel
chart. Is it something | can manipulate
and use to my advantage?

You bet! Once you understand each “series
formula,” you can edit it to your heart’s content.
Here's all you need to know.

Each separate piece of data on your chart
is called a data point. Orie or more related
data points make up a data series. Here's
an example: Let's say your worksheet has
three columns of data labelled “Jan,” “Feb,”
and “Mar,” and you have three rows of numbers
underneath labelled “Income,” “Outgo,” and
“What's Left.” The resulting chart will be laid
out as follows: The category axis (also called
the horizontal or X axis) will include the
categories “Jan,” “Feb,” and “Mar." Each

- category will have three columns, or data points,

above it. The first data point of each month
makes up the Income data series. The second
data point of each month makes up the Outgo
data series, and so on. (The Chart Add Legend
command will label them for you.) The value
axis (also called the vertical or Y axis) displays
the appropriate range of values used to plo
each data point. v

Following this example, | entered the month
names in B1:D1, and the Income, Outgo, and
What's Left labels in A2:A4. The data resides
in cells B2:D4. When | chart the data in A1:D4,
Excel creates one formula per data series.
By clicking on any point in the first data series,
the entire series becomes selected, and this
appears in the formula bar:

=SERIES(Sheet1!$A$2,Sheet11$8$1:5D$1,Sheet11$8$2:3082,1)
The formula is read as follows:
=SERIES
function name
Sheet11$A$2
name of data series (the label “Income™)
Sheet11$B$1:3D$1
category names (“Jan” ‘“Feb” and “Mar™)
Shest115B$2:3D$2
values for this data series (the three points
for the Income series)
1
plot order (Income is the first data series)

The first three arguments (name, category,
and values) are always preceded with the
worksheet name and an exclamation.

And that's it! Like any other part of your
worksheet, you can go in and edit this formula
to change the way your chart is plotted.
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