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The fallowing is a pasition document which is a result of the discussion between Dell Computer”
Cacparation and Microsatt oa 12711296 in Redmand. Washington, regarding the Windows User
Experience ¢« WUE] amendmeant which has been proposed by Micrasott as an amendment to Dell’s contract

with Microsofi.

Dell’s concerns with the Windows User Experieace fall inta four areas: Technicat Feasibility. Customer
Satistaction. Technical Support Casts. and Business Impact

Technical Feasibility
WUCE mandates that Dell cannat run any programs uatil aftec the user has closed the “Welcome to
Windows™ screen. Dell needs to be able 10 run pragrams (generated by the AutoToolt at the end of user

setwp .

it required ta comply with this ameadment. Delf will need to run another program at the end of user setup.
atter Dell’s existing installationtools have completed. 10 remave items from the startup group and registry
to preveat their autamauc cunning. As curreadly instalied. Dell automatically starts programs like the
Microsaft Oftice Shorcut Toolbar. ds 1 user canvenience (also. this is how a haad install of the same

to ruaning the cleanup program after system s¢tup for WUE
adherence is to re-develop. revalidate. and repilot hundreds ot existing scripts. which is clearly infeasible
from a schedule/resource perspective. aad wauld have a very high cost.
Another concern is that, because we cannot run any programs if adhering to WUE. we caanot stad sysiem
level services (like the Bauery Gauge for portable systems, third party PCMCIA suppoct and third party
power management software for Windows NT). This is clearly unacceptable from a system perfacmance /
sy stem tategrity / technical support cost point of view.

Customer Satisfaction ) .

Picture a corporate customer who arders 1K) svstems a manth with Windows NT or Windows 935 and
Microsoft Office and Lotus SmantSuite. The aaexs he receives in Jaauary. after the boot and setup process.
will have the Micrasoft Office Shortcut Bar'and the Lotus SmartSuite taskbar displayed on the deskrop.

and (hc customer wdl bc ablc to |mmcd|a(cl\ acccss pam m :hosc apphcauom from the dC\klOp e

\.\. hea he receives the samc ordcr in Fv:bru.lr\ (a»ummo that comphancc vu(h WUE aumcd u II97| ateer . -

the boot and setup process thére will be no taskbars or shartcut bars on the desktop. The customer’s
immediate impression will be that the software was nat installed. or was not installed properly. [t is very
fikely that this will result in a Technical Support.call being placed 10 Dell. Whether ar not the customer

calls. their pcrcepuon of Dcll mll be negatively etfected.

Technlcal Support Costs
Tt is «cncrall\ a€ rec& by th -tarmlxar with (hc \\ LE propmal at Del lhal it \ull rc<u|( in mgre:hed _
Technical Support casts. W hile these Costs cannot be estimated before the change. the resulting calls wilt
be tracked and ¢asts as~essed on the basis of that tracking. Where these calls result in svstem returas. the

returned svstem conts will atsa be tracked

Business impact B
Implementation of WUE by Dell. 4» ariginally pr(.\ﬁdxd by MMicrasaft, would:




3 reduce system iategrity and <y <stem performance due (0 lack af system level services ruaning ac tiest

baat;
2 confuse and disappaing repeat customiers, wha wauld wee a ditferent system behavior and |n(<:rpcrct

this as an iACOTrect ar detectise arder:
3 preveat Dell from opecatiag in it current busiaess madel by making it unable to insall maay ar the

" applications and peripherals that it currently ~ells:
2 cause Dell to vialite many af us business agreements. by making Dell unable to presenc s Electranie

Break The Seal (EBTS «. atx online ~atrw are license:
3 increase Dell’s Techaical Suppart costs by increasing the number of calls from users who do aot

complete the installatian properls ibs clicking the icon. shich cannot be made to stand out in any
substantial wayy or whao perceive that the saftw are that they ordered was not installed: and.

3 defeat Dell’s recent initiative to reduce its techaical suppoct costs by preseating. at startup time. the
Express Service Cade screen which presents the user with an [D which can be used to automaucally

route Technical Suppact calls at Dell. .

To ¢nable Dell to <ign up o complying with <ome version of the WUE proposab from Microsoft. 4 number
of changes must be made ta the proposal. The<e changes came in two flavors: Must Haves, aad Like To

Haves

Must Haves

Dell must have the ability to run
. including applications and peripherals software. during operaung system setup.

This is rcqunrcd foc Dell 1o maintain its business mode! and coatinue to ship a wide variety of praducts.
now and in the tuture.

Delf must have the ability to start system services. such as the battery gauge, PCMCIA support. and ather
support services with minimal Cl impuct (the bauery gauge does pat up a very small batery icon. far
example). This is required for system pecfarmance and system integrity. as well as to reduce Technical

Suppart calls.
Dell mst have the abilits 1o present the Electronic Break The Seal screea. the Express Service Code

icreen. and a screen which instructs the user to tind the "Complete Dell Setup™ icon after the setup
pracess is complete. This screen would have an image of the “Complete Detl Setup™ icon. atong with the

following text

r\tlef wou finish ‘the \hcromtt Windows operauna system x(up doublc-duk the Complctc Dcll '
_-Se(up |con on your dcsklop o ] Co .

‘Press any kcy to cominu& -

The EBTS is required o maintain Dell’s legal agreements with Dell’s third paaty software vendars. The
E«press Service Code screen is required to maintaia Dell’s Technical Support cast reductions due to this
screen. The "How to Complete the Dell Setup™ screen is required to ensure that the user understands what
is required to complc(e the svstem m<u|la(mn and t redu..c (he amaount thal WLE Jcccpume will’

Jne rease Dell s Techmcal Suppnrl conts.

Like To Haves

Because Dell is a build-ta-arder conmpany . Dell would like the ability o fully complete the software
installation (priar (o first custamer boot«if the Zustomer requests that Dell do s0. including teaviag things
1 the startup graups 20 that sk hars 210 wilf came up oa the Ticst customer boot.
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Screen Shots

The Electronic Break The Seuf <creen is shaown befow:

BT P

- . Software Licenses : =

efore using your computer, read all of the software licenses that
- come with each program you ordered. There may be several
software licenses te examine. To comply with the terms and

conditions of the software licenses, you must consider any
diskette sets for Dell-installed software as BACKUP copies of

the software installed on your computer's hard-disk drive.

ype 'Y’ ta indicate that you have read all of the software
licenses and agree to their terms.

Ifyou did not order Dell-installed software on this computer, or if
you do not accept all the terms of the licenses, please call the
customer assistance phone number listed in your system

documentation.
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The Express Service Cade screen is shown below:
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) IMPORTANT TECHNICAL SUPPORT INFORMATION

Shaould you need ta contact Dell Techaical Suppon, |

use an express service code ta efficiently route yau to
the most appropriate suppaort area. l"
*

LA R

A1234+«

A 4

The service tag and the express secvice coade far this 7
camputer are displayed below. . ™ o
CL¥;
2%
fE

Wirle dawn and slare this infarmatian in a sale place.
' zs

Press the ‘X' key when finished.

i
o {“”'

"

Service Tag Express Service Cade

A 12XYZ 181-695-5

" The Dell Express Service Code pragram can be found in Dell Accessaries.

Ta exit. press the “X" key
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