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RECEMED JAN 2 7 199

LR Al
21 West ﬁugm Street

First Floor
Baitimore, Maryland, 21230
January 19, 1992

Ms. Linnet Harland

Legal Departmenat

Digital Research,

70 Garden Court,
Monterey, California,$3340

RE: DRDOSE6.0
Dear Ms. Harland:

I am writing you to review the problems caused to my company and
ite operations by the catastrophic failure of your DRDOS6.0
product. I have dealt at length with your Techanical Suppoxt
Dapartment on these issues. They have done everything they can.
They were unable to solve the problems. I am now writing you in
order to find out what I must do to be conpensated for the damage
to my company; for the very real and quantifiable lcoss of tima,
productivity, and data.

Below pleasge find a review of the sequence of events:

10/15/91 Purchased DR DOS6.-0
11/06/91 Backed up BED with Fastback 2.01
11/7/91 Installed DR DOS6.0. Prior to loading DRDOS6.0, X

reformatted the HD,and ran my IBM hardware
diagnostic programs on the machine ta ensure
that there were nc problems. Thua, DRDOS was
loaded onto a clean HD, and onto a machine that
had no problems.

However, a number of difficulties occurred after
inatallation. After saveral days of calling,
leaving voice mall messages, and sevaral faxes, I
was contactad by your technical support -
department., Pam, of that department, was very
helpful and the problems appeared tc have been
warked out.

aone of the problems was sluggish Windows
performance. I was told that an update disk would
be sent to me that wauld improve Windows
performance. I have never received the disk.
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11/9/31
to
12711791

12/11/91

After the installation glitches ware resolved, and
the gystem was operating smoothly, I used the
SuperStor utility to compact data. I compacted
the entire HD and began operating.

Continued using bath DRDOS and SuperStore on my
machine. Occasionally suffered minor glitchaes:
computer "freeze ups®; disks aot being read in A
and B drives (which, at the time, I assumed ta be
old disk. but see more below); etc.; but they were
either corrected or went away.

During tha day and night of 12/10, substantial
work was done and saved on tha C drive. A number
of filas were deleted. These files were held in
the "pending delete" catagory by SuperStore. On
the morning of 12/11,in preparation for a HD
backup,I ran the CHEKDSK utility without any erxors
baing noted. I then ran the DELPURGE utility.
Half way through deleting the files Leing held,
the machire f£roze up. When I rebooted, I got the
C prompt and nothing else. I could not get to the
DOS directory except by booting from the system
disk fn the A drivae. Even then, it was not
possible to cpen any directories. Flease see
attached letter dated 12/11, and faxed t your
tachnical support dapartment on the same day.

On the 12th, your technician, Pam,tried to figure
oyt what was wrong; but could not. She was sure
that the problem was in the S3itor utility. She
then passed along the problem to Richard of your
technical support department. Owver the next two
days, Richard and I worked on the problem.

When it became clear to Richard that the problem
lay in two aresas-cross linking of files, and the
actions of the SSter UOtility, I was sent a new,
unmarketed, update of DRDOS. The machine was
rebooted using this update, and number of attempts
made g open directories and to get the system
operatingz to no avail. At the direction of both
Pam and nichard, I purchased and ran Norton Disk
Doctor on the HD; to no avail. The Norton Disk
Editor shawed almost all of the directories as
vacant. Virtually all information on the disk was
stored in the DevSwap fle; &nd that was

corrupted, and totally inaccessible.

Having recognized that the problem was in SStor,
Richard consulted with the manufacturer of this
program: to no availl.
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At this point Richard suggested that I attempt
backing up the SSPARTSS.EWP £le. Only a minor
fraction of the file backed up. Those few data
filas that did back up, X later discovered were

all corrupted: nene of the data was recoverahle. I
have included with this lettar the disks from that
backup attempt.

At Richard’s direction, I tried one laat
desperation attempt to at least copy the data on
the HD to other disks: this failed,

At this point Richard said that it was going to be
impossible to recover the data, and that we might
as well reformat the HD. Richard then said that
he would send me a DRDOS update disgsk that would
sliminate the problems which had acenrred. In the
interim we reloaded DRDOS using the interim update
disk that had been sent me the day before.

That evening, the 13th, I begin to reload .my
programs, from original program disks, onto the
newly reformatted HD. A number of new problems
began tc occur; see the letter attached, faxed on
the l4th. Among them: any disk used in the A or
B driva becama corrupted and unusable (Bad CRC -
Sector messages); my TBEM Reference Disk became
unusable; even when operating under DRDOS boocted
up from the new and "clean” updated syatem disk,
the BD would freeze up sporadically; programs
cceuld not be loaded; and tha speed of all drives,
whan thay workad, was noticeable slowar.

On the 14th, I finally abandoned any effort to
continue using DRDO3S. I reformatted my HD;
reinstalled both floppy drives; bought and
installed MSDOS5.0; diagnosed all drives with
Norton ntilities; and began relocading programs
from thelr original disks. Again, I found that
any disk used under DRDOS during the period
outlined above, was n¢ longar readable, and could
not corrected by Norton Disk Doctor or PCTools

Disk Fix.

Among the data lost, and not backed up previously, were the
following:
1. two proiect proposals; one due that Friday, the 13th,
and the other on Monday, the 16th. Unahle to retrieve
this material from the HD; and there not being enough
time to redo them, I wasa unabla to submit them. One
was for a project in my specialty, and for which there
ware very few competitorz, and similar to one for which
my company had just won an honor award from the ’
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American Imstitute of Axchitects. I think that it was
very likely that we would have won the contract:I
consider that the loas of this data equalled the le=ss
of thias project.

2. a booklet that I was to have presented to the Baltimore
Planning Commissicner the morning of the 13th. The
booklet summarized =ix moaths of work on a community
davelopment project. It had taken two months to
arrange a meating with the Commiasicnaer,

3. all of my juat-updated and reformatted accounting files
4. updated address and telephone information
5. Critical Path schadules for several projects.
6. the following disks ware rendared unreadablae:
IEM oxiginal MSDOS 3.30;
IBM original Raference Disk
Savaral original Word Pexfact 5.0 installation disks
Logitech Mouse Ver.4,0 installation and utilities disk
Aldus Pagemaker installation and utilities disks

I have now spent some 40 hours corrected all the erratic behavior
caused by your disk operating system and its cata compression
utility. I have reconstructed most of the lesat data. I have
replacaed some of the damaged program and aystems disks. Others I
have not had the time to replace, and because I have not been
able to run these programs, chiefly Pagemaker, I have asurfered a
furthaer loss of productivity. I have also had my IEM PS/2
checkad over. No problems were found with the hardware.

Since the Dagember 15th, I have besen running under MSHOS5.0,
using the Stackar data compression scoftware. I have exparienced
nonea of the probleams cited above. In fact, I have experienced geo
problems whatsoevar; I now have what I had before installing
DRDOS: a system that works, well and predictably.

The folloawing are the gquantifisble costa my business has borpe
due to the catastrophic failure of your products

1. time lost in dealing with
the initial problems caused
by your producty 17 hours at my
billing rate of

$79/hour: $L1%0
2. coat of replacement IBM Refarence

Disk: 55
3. cost of disks used in attempt to

back up DevSwap file $20

4. time spent reconstructing data;
and cleaning up HD:
40 hours at 570/houx: $2800

5. losa of potential contractss: $15,000 (minamal)
(see above Ltem #1)
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In over ten Years of gericus computing, I have never had a
product fail so catastrophically as did yours. I have had
conversations with employees and clients of the Egqhead and
Software, Et¢. stores here in the Baltimore area. I have
discovered that I am not alone in experiencing difficulties with
your preoduct.

I want to stress that I have nothing but respect and appreciation
for the efforts of your technical support staff. Both Pam and
Richard showed both an inslghtful techunical knowledge of your
product and a real understanding of my situation. I have po
complaints about their efforts, only praise for them. I do
wonder about a technical support program that takes days to
reach, though. I know of no other manufacturer of scftware or
hardware whose technical support departmeat 1s as difficult to
reach as was Digital Research’s. I think that it muat be
apparent to even a neophyte marketer that it is not encugh to
bring to market a quality product: there has to be someone to
stand behind the product. When, after my initial purchase of
DEDQS, it took four days to finally reach scmeons in Technical
Support, I wWwas frustrated. aAfter I had lost essantial data dne
to the malfunctioning of your product, I was told by Jody
Clifton, a senior manager of your technical support dapartment,
that the problem was probably in my hardware, aad well, theae
things happen, #o what was I so frustrated by? Furthermore that I
should understand that due to the overwhelming success of
DRDOS6.G, I should be patient. After hearing that, I was more
than frustrated.

The problems that I experienced,and believe others have
experienced, go way beyond technical glitchea. They have to deo
with the fundamental nature and design of tha integration of your
dirk cperating system and the non~proprietary data compression
utility you bundled with DRDOS6.0. Your technical ataff admitted
as much. The fact that you are going to issue an update to
DRDOSE.0 that, as is my understanding from your technical staff,
wlill primarily deal with the integration of vour DOS and data
compaction only further supports this.

In my busineas, architecture and building, when I err, I have to
remady the situnation: to make the situation whole again.and to
compenaata those damaged. I work very hard on the development of
dooumentation and design, my product, to ensure that this does
not happen. On tha two occasions when it has, I have not
hesitsted to remedy the situation, and to compensate my client’s;
and they remain my clients to this day.

My buainess has suffered. I have lost an enormous amount of time
remadying a problem which I had no part in creating.

Tha mere refunding of the coat of this product will not suffice:
it will not remotely come close to redressing the damage done. I
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want, and believe that it 1ls extremely fair and reaszonable of me
to expect, to be compensated for my time and some recagnition
be given the opportunities lost to my business while recovering
from the damage your product caused.

On January 7th I called your legal department and left a message
abont this problem, my extreme unhappiness about the situation,
and my desire to talk to someone about it. This was the
suggestion of Ms. Clifton yaur technical support department. I
have never recejived a return call. This did not surprise pe.

w ot _acce thay "t ings ha - d ust _ha R

c I will not juat quletly go

away.

Very truly yours,

L. E. Rayburn, AIA

cc: Mr. Richard Williams
Genaral Manager,
Digical Research, Inc.
Monterey, California

Mr. John Madvaed
customer Satlisfaction,
Novell, Inc.

122 East

1760 Scuth

Provo, Utah, 84506-6194

Mr. Ray Noorda
Prasident

Hovell, Inc,

122 East

1700 South

Provo, Utah, B4606-6194
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