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Toz Dave Van Dasle

From: Wayne Johnson

Date: 97 May 19990

Subj: DR DO8 Staffing Proposal

As you nov koow, we must meet the new challenge of supporting DR DO
at an end-ugser ievel. To date the GPOS support staff has only been
involved with beta release support and an occasional OEM's end-user
call {aprox. 2-3 calls/wk.).

We have been given approximately a 1 month notice to react to a launch
decision. Unfortunately, the launch window catches us at a time when
40X of the ssasoned GPOS starff is turning over. The GPOS Support
Manager, John Langford, will be leuving for ISBU in mid Juns and the
senicor front-line analyst, Donna Sylvain, will be starting a maternity
leave of absence in late May/early June.

Our GPOS support staff conaists of a manager, 1 engineer for SBK/PTK
customers and 3 analysts for front-line retail CDOS support. Below is

an overview of current GPOS support personnel.

NAME IITLE NOTES
John Langford Manager 15 mos. as supervisor, leaves for
ISBU training position in mia June
Bue Nageotte T.8. Engr.{l) over 2 yrs. at DRI, began in Cust.

Sve., well rounded background,
strong forward-locoking leader,
supervisor select

Ponna Sylvain T.8. Analyst{2) 29 mos. in GPOS support, knows the
product line well, sclid team
player and performer, 4-month
maternity LOA soon

Bradley Kerth T.$. Analyst{(l) 1@ mocs. in GPOS support, former
H.8. math/cosputer teacher, very
guick learner with positive energy.
very eager for TSE position

Liz Mitchell T.S. Analyst(l) 4 mes. in GPOS support, 10 mos. in
GEM support, good learner, needs
continuous challenges

We will be down to 1 experienced front-line analyst come June, with
Sue stepping up te the supervisor role. Brad the most likely candidate
for SBR/PTK suppeort and Ponna on a LCA. In addition to the DR DOS

launch, we have Stellar beta starting up. .
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"with this in mind we strongly feel the only way to rapidly meet this
challenge is to hirxe 2 additional full-time staffers and three
temporaries. The full-time positions would allov¥ us to recruit a
higher ¢aliber staff and to build a more stable base level of support.
The temporary positions will £ill out the staff to meet our forecast
{guess!) of the initial support load {detailed balow).

In addition, wae propose to form a tiered GPOS support staff for both
CDOS386 and DR POS. There .are enough similarities between the two at
the common Q & A level thac a group of fresh recruits could be trained
to handle the basic issues. The 2nd tier experienced staff would be
there to assist the 1lst tier with quick answers and to research the
more difficult issues. The fallowing structure is proposed:

LT TITLE ROLE DESCRIPTION
1 S8 Manages GPOS support staff, handles screamer calls and
agsists ofl the front line when nscesgsary.
1 TSE{1l} Supports SBK/PTK customers, conducts hardware eval

and diagnostic tests, manages SPRs. .
2-3 TSA(2) Supports 2nd tier callers, conducts software compati-
bility and diagmnostic tests, sclutions more difificult
. probleas, helps train ist tler.
5=6 TSA{1l) Supports 1lst tier callers, provides gquick answers to
commonly asked questions, basic problem solving,
handlee technical ‘pre-sale calla, refers 2nd tier

callers.

1@ total gtaff te start

ASSUMPTTIONE:

1) DR DOS end-user support is a long tera requiremoent.

2} ©.35 calls per DR DOS product scld (CDOS has heen 2.2; Graphics
2.4; expect typical DR DO3 customer to be hacker or Corp. system
integrator who solves own problems, much more computer litsrate
than Graphics customer and without multi-user & multi-tasking
overhead of CDOE customer) .

3} avg. 2nd tier call length is 15 min.

4) avg. lst tier call length is 18 min.

5) NO MAJOR DR DOS incompatibility or bug!

6} CDOS call remains at par with current avg. of 645 calls/month

CALL LOAD ANALYSTS:
Qty _Title  mins/call bhrs/dav calls/aqent callssday
1 TSS n/a n/a 5 5
1 TSE{1} 30 S5-6 19-12 1e-12
2-3 TIA{2) 15 (3 24 48-72
56 TSA(1) 18 6 36 180216
1e 267-281 .
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calls per 29-day work month
) less avg. CDOS calls/menth
DR DOS calls/month covered

unit sales/month supported by above
incremental calls/month handled by each

additional 1ist tier emploves
incremental sales/month supportsd by each

8340-5620
- 645
4695-4975

1878¢-19900

720
288¢e

additional lat tier employee

cos N. :

L

PERSONNEL - PERMANENT head count

sigse - 2000
+__ 463 50¢
523113 - 2500
X 2 2
84626 - 50¢0

~ TEMPORARIES
§ 19

——4
$ 14
s2240
X 3
s7200

- PERMANENT
§2700

HARDWARE

+__500
33200
X, 2
s6408

— TEMPORARY
§ 350

X 2

51050

monthly salary
25% benefits

hourly wage
hourly agency foe

monthly coet per temp.

Silicon Valley 386
peripherals

monthly rent on turbo XT/AT clone

FACILITIES - Costs to be determined, will need:

additional ACD ports & installation
phone and head geote

cubicle set up

office supplies

By bk £h4 % rra remamtn s §Seed

s

o

. E—— e

‘ = et D
DRI CONFIDENTIAL aga 2
i
S e L e B N o oo e il Sl s
PC024467

MS-CCP-MDL 5009791

MS-CCPMDIL. 000005009791




