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BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST 

WESTPORT, CONNECTICUT O688O 
(203)222-87 18 FAX: (203) 222-8728 

E-MAIL: BURTGRAD@AOL.COM 

Date: June 1, 1998 

To: Morgan Crew 

Copy: Dennis Byrnes 
Tom Lutz 
Dave Pond 

From: Burton Grad 

Subject: Cottage Due Diligence Customer Survey 

Specifics, Inc. has completed the Customer Satisfaction Survey for Cottage, for both x.400 and fax 
services. The attached report includes Specifics' analysis of the Survey results as well as all verbatim 
comments from the respondents. 

Specifics was not able to complete the targeted number of interviews (35) because of Cottage 
providing too few qualified contacts and telephone numbers. There were 12 fax (out of 15 target) 
and 12 x.400 (out of 20 target) interviews. Nevertheless, it is my opinion that the information 
received from the respondents is clear and consistent enough, so that we do not need to conduct 
further interviews. 

Fax Services 

There are a mixture of large and small customers, with two dominant users accounting for over 55% 
of the total revenue. Nine of the 19 companies identified by Cottage for possible contact provided 
less used less than 10,000DM of revenue during 1997. 

There was a significant percentage of low ratings and negative comments from the fax respondents. 
Most of the negative ratings and comments dealt with technical support and customer service. 
However, in spite of these serious complaints, one-half or more of the customers are still satisfied 
with their use of the Cottage fax services and would still recommend it to their colleagues at other 
companies, albeit with some verbal caveats. 

The x.400 respondents had a very similar attitude toward Cottage's x.400 services. Most were 
satisfied with functionality and use, but over one-half were displeased with the technical support and 
customer service. Again, many would recommend use of the Cottage x.400 services to their 
colleagues, but would also suggest careful supplier comparisons. 

x.400 
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Survey Conclusions 

1. Cottage has basically ignored most of its fax and x.400 customers over the past 6-12 months 
(BGAI believes that this is partly because of the turmoil of integrating the previous operations 
into o.tel.o's bureaucracy and partly because of o.tel.o lack of interest in this area). 

2. If acquiring the distinguished Cottage customer base is the major purpose of the acquisition, 
then SCI needs to deal with the customer dissatisfaction right away. If SCI waits until the 
closing, a significant number of the customers may have jumped ship or be in the middle of 
a reassessment. 

3. The fax and x.400 products do not appear to be "best of breed," but may still be competitive 
in their defined market niches. 

4. The reference value of these existing customers is quite weak, and there is underlying concern 
about yet another transfer of ownership and, to some extent, fear of an "American takeover." 

The customer survey should give SCI reason to reconsider its decision, the price it is paying to 
acquire Cottage and any possible alternative ways to enter the market. 

This completes the Customer Satisfaction Survey portion of the Cottage due diligence. 

A final report on the technical and Customer Survey Due Diligence study will be forwarded in a few 
days, unless SCI/CVG has additional questions. 

Enclosure: Sent only to Morgan Crew 
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SPECIF ICS  
1  I M C D R P O f l / \ T E D  _ _ _ _ _  

35 Glenlake Parkway, Suite 150 
Atlanta, Georgia 30328 

770/391-0013 
770/391-0132 Fax 

e-mail: (name) @ specifics.com 

F A C S I M I L E  T R A N S M I S S I O N  M E M O R A N D U M  

The Facts: 

Specifics, Inc., a research and 
consulting firm, provides metric and 
management information through the 
following studies 

/ Customer Satisfaction 

/ Help Desk and User Support 

y Employee Satisfaction 

/ Market Trends & Opportunities 

/ Win/Loss Analysis 

y Image & Competitive Position 

y IT Services Industry Analysis 

The Fax: 

The information contained herein is confidential. 
Please deliver to addressee only. 

To: 

Company: 

Fax #: 

From: 

Project Code: 438 

Burt Grad -- Room 1038 

BGAI 

202-626-6991 

Eileen File 

Date: 5/29/98 

Burt--

Here is the information you needed. Full reports will be fedexed today for Monday morning 
delivery. 

Eileen 

Part 1:/'Cottage report" 8 pages including this one 

Part 2: "Israel report" 8 pages including this one 

Part 3: "Israel Verbatims" 8 pages including this one 
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O.tel.o Communications 
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O.tel.o Communications 
Customer Satisfaction Study 

Summary Report 

Introduction 

On May 12, 1998, Burton Grad Associates, Inc. contracted with Specifics, Inc. to conduct a 
satisfaction study of O.tel.o Communications' fax and X400 services customers. 

Srudy Objectives 
The objectives of this study were to determine: 

y The satisfaction customers have with the delivery of services for O.teLo's 
fax and X400 lines of business, and the corresponding support services 

y Customers' perceptions of value, and ease of doing business with O.tel.o 
y Areas where O.tel.o does not meet and/or exceeds customers' expectations 
y Customers' willingness to refer O.tel.o to a colleague 
y Customers' willingness to choose O.tel.o for future needs. 

Scope, Method, and Sample 
The scope of this study was to interview a random sample of 35 customers, stratified by type of 
service and account size as follows: 

/ 15 interviews with fax customers: 3 who use fax on demand, and 12 who 
use broadcast fax 

/ 20 interviews with X400 customers: 4 Messaging, 10 EDI Hubs, and 6 
EDI Spokes. 

The method used to collect the data was an in-depth telephone interview, which was conducted 
in German and lasted approximately 20 minutes. 

The sample includes 24 interviews, stratified as follows: 

/ 12 fax customers, including 10 broadcast fax and 3 fax on demand 
y 12 X400 customers, including 7 EDI Hub, 4 EDI Spoke, and 1 Messaging. 

The sample fell short of the targeted number of interviews because the contact lists had fewer 
telephone numbers than originally planned. There were 20 telephone numbers on the X400 list, 
versus the originally requested 52 telephone numbers. The fax list had 23 telephone numbers, 
versus the 26 originally requested. 

G:\CLENT\BGAI\438-RPT, DOC 2 ©Specifics, Inc. 1998 
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Customer Satisfaction Study 

Demographics 

Number of Respondents by Account Size and Service 

Number of Respondents by Account Size and Service 

Targeted Completed 

X400 20 12 

EDI Hub 10 7 

EDI Spoke 6 4 

Messaging 4 1 

Fax 15 12 

Fax on Demand 3 2 

Broadcast Fax 12 10 

Number of Respondents bv Length of Time as an O.tel.o Customer 

The majority of those interviewed have been working with O.tel.o for a least a year, and have 
been through at least one change in ownership with the Company. 

Number of Fax Customers Number of X400 Customers 

Length of Time Personal Time Firm's Time Personal Time Firm's Time 

< 6 months 3 - 1 --

6 months -
1 year 

1 1 - -

1 - 2 years 2 1 2 1 

2 - 3  y e a r s  3 6 3 2 

> 3 years 2 3 5 8 

Don't Know/ 
Other - 1 1 1 

C:\CLENTVBGAM38-RPT.DOC 3 ©Specifics. Inc. 1998 



MRY-29-199B 14=29 SPECIFICS! Inc. / Atlanta 770 391 0132 P.05/08 

O.tel.o Communications Customer Satisfaction Study 

Number of Respondents by Hardware Platforms Used 

Hardware Platform Number of Fax Customers Number of X400 Customers 

Windows 3.11 2 

Windows 95 5 1 

Windows NT 4 5 

DOS - 2 

UNIX ~ 6 

Macintosh 1 -

Other 1 2 

Findings 

The Selection Process 
Most respondents were not involved in the selection of O.tel.o. Only four X400 and two fax 
customers were involved in this decision. 

When asked to rate the sales and marketing process, only two X400 customers provided a rating 
and the average was 8.5, using a 9-point rating scale where 1 is "what was described is not at all 
what we received," and 9 is "what was described is exactly what we received." Only one fax 
customer was able to rate the sales and marketing process, giving it an 8.0. 

Installation 
Most respondents were not involved in the installation of their firm's O.tel.o service. The fax 
customer who was involved in the installation process completed it more than six months ago 
and was not asked to provide a rating. All three X400 customers who were involved in the 
installation completed the process more than six months ago. 

Technical Support 
The average rating for technical support from O.tel.o, using the 9-point rating scale, where 1 is 
very poor and 9 is excellent, was 6.5 from the eight fax customers, and 6.9 from the eleven X400 
customers. 

Six X400 customers and six fax customers said that there are areas where O.tel.o can improve 
technical support, which most often dealt with response time and inadequate number of staff. 

G:\CLENT\BGAI\438-RPT.DOC 4 ©Specifics. Inc. 1998 
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Customer Satisfaction Study 

Comments about technical support improvements included: 

Completely new, competent technical people need to be hired, a dedicated 
contact person would be a big step in the right direction. 
It would be nice to have dedicated person to call for technical questions 
and support. 

• Faster response time. Suggest hiring additional staff, staff seems 
overworked. 

• Not on the technical side, but rather their general customer service, I am 
very disappointed at how long it takes to get information. 

• Direct contact person is needed. Reliability needs to be there. 

Evaluation of Service 

Average Ratings 
(Rating scale is 1 to 9, where 1 is very poor and 9 is excellent) 

Service Feature / Function Fax Customers X400 Customers 

Functionality 6.75 6.70 
<n= 8) (n= 10) 

Quality 6.23 6.78 
(n= 8} (n=9) 

Performance (speed) 7.25 6.67 
<n= 8) (n= 9) 

Availability of service 7.00 6.86 
<n= 7) (n= 7) 

Security 7.80 7.57 
(n= 5) (n=7) 

Ease of use 8.50 6.89 
(n= 8) (n= 9) 

Ease of learning 8.50 7.11 
<n= 7) (n= 9) 

Automated documentation - -

Printed documentation 9.00 5.00 
<n=i ) (n=2) 

Service, overall 7.38 6.50 
ln=8) (n= 10) 

G:\CLIENT\BGAI\43S-RPT.DOC S ©Specifics. Inc. 1998 
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OjeLoCommunications Customer Satisfaction Study 

Competitive Comparison 
Only three fax respondents and four X400 respondents have experience with competitive 
vendors. Most did not know how O.tel.o compares to the others they have used, but the two 
X400 customers and two fax customers who could compare O.tel.o said that O.tel.o is not as 
good as the competition. 

Expectations 
Only two X4Q0 customers, and no fax customers reported that there are areas where O.tel.o 
exceeds their expectations. Five fax customers and three X400 customers reported that there are 
areas where O.tel.o has NOT met their expectations. 

When expectations were NOT met, respondents said: 

• Administrative, invoicing, service and response time in these areas is 
poor. There have been several problems with invoices, credits, due to 
billing amounts and billing according to user codes. After the change 
over from Cable and Wireless billing was delayed and took, over six 
months to get corrected. Because of this, and due to the fact that user IDs 
were mistakenly omitted or changed, we had a hard time trying to 
correctly book expenses internally. 
All [expectations are NOT being met}. 

• Service needs to be more readily available and dependably fast. 
• Need to offer a solution for Mac users. 
• "Series fax" — individual sending is not possible. 
• Technically, functionality, I would like to change soon. 
• Promises have not been kept. 

New converter — Windows commands. 

Referenceability 
Seven fax customers and seven X4Q0 customers would recommend O.tel.o to a colleague, and 
would offer the following advice: 

Technically, yes, definitely. Otherwise, maybe not because they are a 
difficult company to work with. 
Yes, as long as I didn 't have to stick my hand in the fire for them. The 
services offered are, again, excellent. No, the support is poor and O.tel.o 
is not an easy company to work with. 

• If it has to be X.400, then O.tel.o. 
I would tell them to do a market comparison first. Today, technology is 
changing everyday. 

•  . . .  I ' v e  h a d  a .  g r e a t  e x p e r i e n c e  w o r k i n g  w i t h  O . t e l . o .  
• Service is good, although difficult to use. I'm sure thai this will change 

soon though. 

G:\CL1ENT\BGAIV138-RPT.DOC 6 ©Specifics. Inc 1998 
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Q.tel.o Communications Customer Satisfaction Study 

I don't know [what I would say]. Service is very good, although the 
management and personnel is difficult to work with. 
. . .  I  w o u l d  t e l l  t h e m  t o  l o o k  a t  t h e i r  n e e d s  a n d  w h a t  t h e  m a r k e t  h a s  t o  
offer. 
Do a complete market comparison. Hourly, this industry is changing. I 
will also highly recommend to my replacement (I am changing positions) 
that a comparison he done every 6 months or so. 

Value 
When asked IO rate the value they receive from O.tel.o's service, compared to the money they 
spend, using a 9-point rating scale where 1 is very poor value and 9 is excellent value, the 
average rating from five fax customers was a 7.2, and from six X400 customers the average was 
a 5.5. 

Ease of Doing Business 
The average rating for ease of doing business with O.tel.o did not fair as well as the rating for 
value. The six fax customers provided an average rating of 5.67 for this and the nine X400 
customers also rated ease of doing business a 5.67. The reason behind this rating, which is lower 
than Specifics finds in most customer satisfaction studies, is the change over in management that 
has occurred. Customers perceive that they have gotten lost in the shuffle. 

Future Use 
Eight X400 customers and seven fax customers would repurchase services from O.tel.o. 

Conclusions and Recommendations 

Based on the findings of this study, there are indications of customer dissatisfaction, which are 
more related to O.tel.o's attitude and approach to doing business than to the fundamentals of the 
solution. For the most part, the fundamental solution is perceived favorably. The ratings of the 
solution from the fax customers tend to be more positive than those ratings from the X400 
customers. Because of the small sample, it is difficult to ascertain the exact reason for this. 
Perhaps, it is because fax services have been around longer and the value is more established in 
the business world. It is possible that the usefulness and value of X400 communications have 
not been marketed strongly enough. 

The difficulties customers have with O.tel.o's approach appear to be driven by the changes in 
ownership and management which O.tel.o has gone through over the last few years. Because of 
this, any further changes in management are risky and painstaking efforts must be taken to assure 
customers that there will be a positive outcome. This will require a great deal of relationship 
management. 

G;\CUEN"nBGAM3$-RPT.DOC 7 ©Specifics. Inc. 1998 
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S P E C I F I C S  
I  N C 0 H P 0 H A T 6 Q  

35 Glenlake Parkway, Suite 150 
Atlanta, Georgia 30328 

770/391-0013 
770/391-0132 Fax 

e-mail: (name) @ specifics.com 

F A C S I M I L E  T R A N S M I S S I O N  M E M O R A N D U M  

The Facts: The Fax: 

Specifics, Inc., a research and 
consulting firm, provides metric and 

The information contained herein is confidential. 
Please deliver to addressee only. 

management information through the 
following studies 

To: 
/ Customer Satisfaction Company: 
/ Help Desk and User Support 

Fax #: **1  f t  J -?  
/ Employee Satisfaction 

**1  f t  J -?  

/ Market Trends & Opportunities 

/ Win/Loss Analysis From: 
/ Image & Competitive Position 

Project Code: 

iy/ 9(9t / IT Services Industry Analysis 
Date: iy/ 9(9t 

Notes: 

U vmi rin nnf mcfiive all 3 pages Of this document (including cover), 
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X 400 Customer Contacts and Telefon Numbers cyAAAJyAa 

Firma Ansprech partner Ort Telefon 
ARAL Card Service GmbH Herr Walther Bochum 0234-3150 

BRAUN AG Herr Grebe Kronberg 06173-30-1127 

C&L Deutsche Revision Herr Hardt Frankfurt 069-9S85-1330 

ECOS GmbH Herr Goertz Hamburg 040-2201998 

Flender AG / EDI Outsourcing Herr Oldenkott Bocholt 02871-92-2753 

Flender AG Herr Or. Mondry Bocholt 02871-92-2525 I 
GodaS mbH u. Co KG Herr Demabre Leverkusen 0214-6787-28 

Heiiitz AG Herr Bernau Berlin 030-43933106 

Hutschenreuther Communic. Herr Brauner Selb 09287-731227 

Hutschenreuther Communic. Herr Pawletta Seib 09287-731282 

Ludwig Schokolade Herr Laudien Aachen 0241-895-607 

Power Logistics Herr Bree Fallingbostel 05162978171 

Preussen Elektra Herr Grimpe Hannover 0511-4392227 

Schwartauer Werke GmbH & Co Herr Stratrrann Bad Schwartau 0451-204158 

Stadt K6in Herr Feldmann-Verse K6in 0221-2211801 

Svseca Herr Sombrutzki Hamburg 040-55304400 

Union Deutscher Lebensmittel Herr Niehoff Hamburg 040-34931326 

Weru AG Herr Leuprecht Rudersberg 07183-303397 

Nokia Kabel Herr Baumann Kdln 0221-6772047 

'Kaiser Kabel Herr Winkelmann 1 Berlin 030-6000-9395 

GESAHt SEITEN 02 
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BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST 

WESTPORT, CONNECTICUT O688O 
(203)222-87 18 FAX: (203) 222-8728 

E-MAIL: BURTGRAD@AOL.COM 

Date: 

To: 

May 7, 1998 

Uli Huener 

cc' Eileen File 

From: 

Subject: 

In order to proceed with the customer survey, Specifics, Inc. needs to have the contact name, title 
and phone number for each check marked company on the attached x.400 list and for all of the 
companies on the fax list. 

Please fax this information to Specifics at 770-391-0132 and to me at 203-222-8728 as soon as 
possible. Please start sending the information when you have done 15 names and then as you 
complete each additional 15. 

Specifics plans to start its calls early on Tuesday, May 12th (Eastern time). 

In addition, we are missing classification information for 14 companies on the x.400 list and 3 
companies on the fax list. Please provide this information since we need extra interview 
candidates. 

Tom Lutz 

Burton Grad 

Customer Survey 

Who is customer CBU2 on the fax list? Is this an internal organization? 
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Com panyName^ 

1/ 
i/ 

Aral Card Service 
AC-Service 

Braun AG 2! C & L Deutsche Revision 
DeTeWe 

-Plus Moblilurik GmbH^ 

Flender AG, A.Friedr. 
Fresenius AG 
Sodas mbH u. Co. KG 
Haleko GmbH 
Hartinq KGaA 

b fferfitz AG 

<$-
flutschenreuther 

ICOS GmbH 

Kaiser Kabel GmbH 
Brugmann Verwaltungs 
Carl Schenk 
E-Plus Service 
Gebr, Otto 
Heinrich Kopp 
ICA GmbH 
Kauffhalle AG 

v/ kaufhof Warenhaus AG 
Killian & Co. GmbH 
Klockner Molter GmbH 
Kruger GmbH & Co^KG 

Hub Spoke 

Hub 

Hub 

Hub 

EDI 

EDI 
Spoke 

Spoke 

Hub 
Spoke 

Hub 
Hub 

Hub 
Hub 

Hub 
AJ -̂

Spoke 

Spoke 
Spoke 

Messaging 

EDI 
EDL 
EDI 
EDI 

EDI 
EDI 
EDI 
EDI 

EDI 
EDI 
EDI 

Spoke 

Lartgnese-lglo GmbH 
Cq\/\ Strauss C^emnainy GmbH 
Ludwig Schokolade GmbH & Co. KG 
Markant Haridels- und Service GmbH 

Hub 
Hub 

Hub 
Hub 
Hub 

Spoke 

Spoke^ 
Spoke^ 

Hub 

EDI 
EDI 

EDI 
EDI 
EDI 
EDI 
EDI 

Date Started 

10/10/96 
10/10/96 
9/24/97 

2,401 
1,206 

10,428 

10/10/96 
10/10/96 

Messaging 

Messaging 

10/10/96 
10/10/96 

1/4/97 
10/10/96 

6/24/97 
10/10/96 
10/10/96 
10/24/96 

10/10/96 
10/10/96 
10/10/96 
10/10/96 
5/21/97 

2,614 
2,862 

:<mnn 
1,474 
4,674 
2,400 
1,328 
1,039 
2,041 

19,502 
5,593 
5,937 
3,215 
2,226 
4,216 
1,626 
8,408 
6,179 

10.428 
40.709 
4.136 
3,844 

10/10/96 
10/10/96 

1/3/97 
10/10/96 

2,201 
31,443 

2,209 
1,246 

51,132 

X 

W 

<£l 

x. 

m. 

X 

X. 

122 
(22 

;22 
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UbergabeFaxAdressenMol 10596 

FIRMA NAME Anrede Vorname Kontaktart PLZ ORT STRASSE TELEFON 
AER Reiseservice GmbH Reaner Frau 10967 Berlin GraefestraQe 71 
Aero Lloyd Flugreisen GmbH Schober 

030/69602 0 
Herr Michael 61440 Oberursel Lessingstr. 7-9 06171/625349 

o AMG PRESSEAMT Thiem Herr Management 71583 Affallerbach Daimlers tr 1 07144/30 22 40 
Bayer AG Priissmann Herr Management 51368 Leverkusen Postfach 0214/308401 
BAYERAG Glflser ^ 

elf, Investor Ret] 
Frau User 51373 Leverkusen Postfach 0214/308931 -n 

:1 Daimler Benz AG Herr Management 70546 Stuttgart PF Abl RKE 0711/17-922 83 
m EXTRA Dalenservice GmbH elz Herr Frank 50374 Erftstadt-Lechenicti An der Vogelrute 2 (02235) 95 55 80 

Hoechst AG Lolis Herr Management 65926 Frankfurt BrQningstr. 50 069/33 09 410 
Hoechst AG ABT. CUKF 821 (MFax) Krenzer Herr Management 65926 Frankfurt Bruningstr. 51 

r>i Infox GmbH Eitel Herr Management 53229 Bonn-Beuel Gorch-Fock-Str 5 0228/9750-170 
LTD Broodthaers Frau 40468 Diisseldorf Parsevailstr. 7b 0211/9415206 
Mercedes Benz Hartmann Herr Management 70322 Stuttgart Meroedesstr. 137 0711/17 209 88 
Mercedes Benz AG Abt. HPC 1123 Sailer Frau User 
Micro Compact Car GmbH Dr. Rieke Herr 71272 Renningen Industriestr. 8 
Radio NRW Seidet Herr Management 46407 Oberhausen Essenerstr. 55 0208/8587-116 " • 

Rheinhardt Touristik u. Flugreisen GmbH Steckel Herr 40210 Diisseldorf Bismarckstr. 33 
RSB Logistic Delhey Habet Herr 50969 KOIn Neuer Weyerstrafter Weg 120 -122 0221/3676-223 
Screenline GmbH i. Gr. Krieg Frau 78464 Konstanz StaaderstraQe 18 07531/938116 
TAS Joost von BOlow Herr 45131 Essen Alfredslr. 182 0201/842 2421 
Temic Winkler Frau 74072 Heilbronn Theresienstr. 2 07131/672475 ^ i 
THYSSEN PR Kersting Frau 40211 Diisseldorf Augusl-Thyssen-Str, 1 0211/824-36782 
WestLB Ackermann Hem Management 40217 Diisseldorf Herzogenslr, 15 0211/826-2267 
WESTLB ABT. 01-541 Gertner Frau User 0211/826-6156 
WESTLB Research GmbH/Aktienresearch Krajger Hem User 40217 Diisseldorf Elisabelhstr. 44-46 0211/826-01 

Seite 1 
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Company Name 

t/ "AER Reiseservice GmbH 
Aero Lloyd Fiugreisen GmbH 

1/AMG PRESSEAMT 
u Bayer AG 

• Daimier Benz AG 

u Hoechst AG 
^ infox 

1/ 
i/ 

i/ 

\A 

Customer CBU2 

EXTRA Dafenservice GmbH 

^i-BS 
t^LTU. 

Mercedes Benz AG 
i/ Micro Compact Car GmbH 

Radio NRW 
Rheinhardt Touristik u. Fiugreisen GmbH 
RSB Logistic Delhey 
Screeline GmbH I. Gr. 
TAS 
Temic 
Thyssen AG 
Westdeutsche Landesbank 
WESTLB Research GmbH/Bodsearch 

Fax on Demand 

si 
Broadcast Fax Date Started 

1/4/97 

1/1/97 
9/22/97 

1/3/97 

2/2/98 

8/8/97 
10/12/96 

1/1/97 

Kc- 3 - lb ' 

3 " 

Revenue 

42,201 
12,009 
7,100 

33,939 
30,538 
88,768 
8,086 

217,724 
2,985 
2,481 

70,081 
65,799 
3,259 

41,997 
1,980 
3,130 

37,755 
3,907 
1,542 

15,324 
363,801 

2.-2-
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BURTON GRAD ASSOCIATES, INC. 

I O I POST ROAD EAST 
WESTPORT, CONNECTICUT 06SS0 

(203) 222-87 I 8 FAX: (203) 222-8728 
E-MAIL: BURTGRAD@AOL.COM 

Date: May 18, 1998 

To: Eileen File 

cc: ^Morgan Crew 

From: Burton Grad 

Please change the Cottage questionnaires as follows: 

1. Retain Q16 

2. Modify wording on Q17 
"And how would you rate Cottage's sales and marketing representations in terms of 

how their services were described compared to what you've received." 2nd sentence is 
O.K. as is. 

3. Eliminate Q21 

4. Retain Q26 - overall rating only, no attribute evaluation 

5. Eliminate Q31 

6. Retain Q35 and Q36 

Do not give us responses to the eliminated questions even where you already have them. 

3945.mem 
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F A C S I M I L E  

S P E C I F I C S  S v r t e i  
I N C O R P O R A T E D  

35 Glenlake Parkway, Suite 150 
Atlanta, Georgia 30328 

770/391-0013 
770/391-0132 Fax 

e-mail: (name) @ specifics.com 

T R A N S M I S S I O N  M E M O R A N D U M  

The Facts: 

Specifics, Inc., a research and 
consulting firm, provides metric and 
management information through the 
following studies 

/ Customer Satisfaction 

• Help Desk and User Support 

/ Employee Satisfaction 
/ Market Trends & Opportunities 

• Win/Loss Analysis 
/ Image & Competitive Position 

/ IT Services Industry Analysis 

The Fax: 
The information contained herein is confidential. 
Please deliver to addressee only. 

To: 
Company: 

Fax #: 

From: 

Burt Grad 

BGAI 

P03-222-8728 

Eileen File 

Project Code: 438 

Date: 5/11/98 

Burt--

Regarding ,he Coaage geealionnaira. I wodd agree .ha. wi.h W <ha. we odd eliminate acme o. .he 

questions for the following reasons. 

016 and 17 - based on the date drady enough tepravide anlccurate rating. 

ss mihe ne"er insMS 
d ™ a U u . e s  e v a l u a t e d .  I  t h i n K  w e  s h o d d ,  h o w e v e r ,  a s k  . o r  a  

rating of technical support -- overall. .. . f whom we conduct satisfaction studies 
Q31 - it makes sense not to ask this, in act many cliente for whom we coj ̂  ̂  ^ done rigM 

choose not to ask this for two reasons--1. theyre done improperly, you hear about it. 2. most 
satisfaction does not increase»sjSnJ*Jg ^ tl0nnaire are not the same people who 
respondents who can address the cntica M ansW0rs t0 tfljs In short, the question does 

! £ £ s t u d y ;  - (  « * e r e  a r e  p T O b l e m s  w i t h  t h e s e  
issues, they are usually uncovered in J™ Itstons "me'ratings and, more importantly, the 
Q35 and Q36 - I strongly encourage keep.ngtheseque^ o n s t h e a w g s a  ^  
probes tend to uncover issues that aren't dealt with in other places i.e., misce 

The most cntica. questions are the two expectations questions - these will tel. us where needs are met 

and not met. 

Eileen 

pages including this one: 1 

TOTAL P.01 
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o.teu.o 
• / • « ' i  V ' ^  

Fax 

Empfsnger o.tel.o communications 
Addressee GmbH & Co. 

Heerdter Lohweg 35 
0-40549 Dusseldorf 

2u wander) M r  M o r g e n  Crew Tel 02 n-56 02-0 
for attention of ; http://www.o-tet-o.de 

cc: Mr. Burton Grad, Burton Grad Associates. Inc./ eMaj(. 
Mr...]Qcheti..F.ar.beth,...a.teU.NJeur.lsenburg manina.gaiiushia 

fax o-tel-o.de 
Fax ; 001-614-7181779/001-203-2228728/06102/701-144 
Thema 
Subjects ^Customer Survey 

Absender 
sender : Mr. Uli Huener 

Seiten gesamt 
Pages total ; 2 

Dear Morgan, 

Subsequent to our discussions with Burton Grad I would like to inform you of the 
following points: 

1. Our suggestion to use a German speaking Interviewer has been met. We have 
verified that the interviewer's skills are adequate to conduct the interviews 

2. We have received a list of selected companies for both, the X.400 and Fax business 
to be interviewed starting Tuesday, May 12th. We will start forwarding 
corresponding names and phone numbers later today 

3. We also received the Customer Satisfaction questionnaire in English which is 
currently being translated into German language. Please observe the following 
changes we would like to see regarding the questions as follows: 

Remove the following questions: 17, 21, 22, 26, 31, 35 and 36 as they will distorte 
the results for the following reasons: 

a) For the last 4 months there have been no active sales & Datum 

marketing activities with X.400 and Fax customers 11.05.98 
b) All Installations in the area of X.400 are projects which have .. u-

been transferred to Sterling's SGI group Ma«ma GaUushl 

c) Technical support, billing and overall company performance 5602-3201 
have not been focussed since beginning of the year due to dj'rgkt 

transition of EDI and EDI support employees (EDI support has ^q2_3209 
been 1SI level contact for X.400 customers as well). 

003-10.97 
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We therefore feel that due to above reasons the experience in some of the 
administrative function for such customers based on the last 4 months do not 
reflect the value of the generic business and should therefore be omitted, o.tel.o 
management feels strongly about this issue. 

GESAMT SEITEN 02 
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o.tel.o communications GmbH & Co., VANS 

T E L E F A X  

An: 

Telefon: 

Von: 

Telefon: 

(/O 
Bereich: Value Added 
Network Services 
o.tel.o communications 
GmbH & Co. 
BOrogebaude Albertusbogen 
Heerdter Lohweg 35 
40549 Diisseldorf 
+49-2 11-56 02-

Telefax: (y v <" c c,t- - - - Telefax: +49-2 11 -56 02-32 09 

°a,um: Rou, //-. /W Anzahl Seiten 
flnkl. Deckbtatt): At 4 

Kenntnisnahme • Eriedigung • Rtickruf • Entscheidung bis 
• Stellungnahme t~l RUcksprache • Unterschrift P Riickgabe 

Jfr. & <xc// 

Cu s i, 
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1/ 
1/ 
1/ t 

Bayer AG C&-T 
Daimier Benz AG 
EXTRA Dafenservice GmbH 

is Hoechst AG (*Z) 

Company Name 

AER Reiseservice GmbH 
Aero Lloyd Flugreisen GmbH 
AMG PRESSEAMT 

Customer CBU2 

tnfox 
i-BS 

Mercedes Benz AG C 2 ) 

Radio NRW 

i/ 
i/ Micro Compact Car GmbH 

\y 
t/ 

Rheinhardt Touristik u. Flugreisen GmbH 
RSB Logistic Delhey 
Screeline GmbH I. Gr. 
TAS 
Temic 
Thyssen AG 
Westdeutsche Landesbank 
WESTLB Research GmbH/Bodsearch 

Fax on Demand 

si 

ti 

Broadcast Fax Date Started 

1/4/97 

1/1/97 
9/22/97 

1/3/97 

2/2/98 

8/8/97 
10/12/96 

1/1/97 

K  ̂ 3 - lip - <xd} 

3 " th. tf"*' 

Revenue 

42,201 
12,009 
7,100 

33,939 
30,538 
88,768 

8,086 
217,724 

2,985 
2,481 

70,081 
65,799 
3,259 

41,997 
1,980 
3,130 

37,755 
3,907 
1,542 

15,324 
363,801 

23,063 

2 2_ 

(,W 
Page t 

- Z, 



UbergabeFaxAdressenMol 10598 

FIRMA NAME An rede Vorname Konlaklart PLZ ORT STRASSE TELEFON 

AER Reiseservice GmbH Renner Frau 10967 Berlin Graefes traCe 71 030/69802 0 

Aero Lloyd Flugreisen GmbH Schober Herr Michael 61440 Oberursel Lessingstr. 7-9 06171/625349 

AMG PRESSEAMT Thiem Herr Management 71583 Affalterbach Daimlerstr.1 07144/30 22 40 

Priissmann Herr Management 51368 Leverkusen Postfach 0214/308401 

BAYERAG Glflser Frau User 51373 Leverkusen Postfach 0214/308931 

Daimler Benz AG X Relf, Investor Reil Herr Management 70546 Stuttgart PF Abt RKE 0711/17-922 83 

EXTRA Dalenservice GmbH 
Hoechsl AG 

Belz 
Lolis 

Herr 
Herr 

Frank 
Management 

50374 
65926 
65926 

Erftstadt-Lechenich 
Frankfurt 

An der Vogelrute 2 
Bruningstr. 50 

(02235) 95 55 80 
069/33 09 410 

Hoechsl AG ABT. CUKF 821 (MFax) 
Infox GmbH 
LTU 

Krenzer 
Eitel 
Broodthaers 

Herr 
Herr 
Frau 

Management 53229 
40468 

Bonn-Beuel 
Dusseldorf 

Gorch-Fock-Str 5 
Parsevallstr. 7b 

0228/9750-170 
0211/9415206 

Hartmann Herr Management 70322 Stuttgart Mercedesstr. 137 0711/17 209 88 

Mercedes Benz AG Abt. HPC 1123 Sailer Frau User 
Micro Compact Car GmbH Dr. Rieke Herr 71272 Renningen Industriestr. 8 

Radio NRW Seidel Herr Management 46407 Oberhausen Essenerstr 55 0208/8587-116 

Rheinhardt Touristik u. Flugreisen GmbH Steckel Herr 40210 DOsseldorf Bismarckstr. 33 

RSB Logistic Delhey Habet Herr 50969 KOln Neuer Weyerstrafier Weg 120 -122 0221/3676-223 

Screenline GmbH i. Gr. Krieg Frau 78464 Konstanz StaaderstraQe 18 07531/938116 

TAS Joost von BOlovr Herr 45131 Essen Alfredstr. 182 0201/842 2421 

Temic Winkler Frau 74072 Heilbronn Theresienstr. 2 07131Z672475 

THYSSEN PR Kersting Frau 40211 DOsseldorf August-Thyssen-Str. 1 0211/824-36782 

WestLB Acketmann HerT Management 40217 DOsseldorf Herzogenstr. 15 0211/826-2267 

WESTLB ABT. 01-541 Gertner Frau User 0211/826-6156 

WESTLB Research GmbH/Aktienresearch Krajger Heir User 40217 DOsseldorf Elisabethstr. 44-46 0211/826-01 

\W ^ocV<.A 

V\?c Ci'X'b'X 

Seite 1 
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C & L Deutsche Revision 
DeTeWe 
E-Plus Moblilunk GmbH 

1/ 

ECOS GmbH 
Flender AG, /VFriedr, 
Freseriius AG 
t-todas mbH u. Co. KG 
Haleko GmbH 
Harting KGaA 

I Flerfitz AG 

<& flutschenreuther 
Kaiser Kabei GmbH 
Brugmann Verwaftungs 
Carl Schenk ___ 
E-Plus Service 
Gebr, Otto 
Heinrich Kopp 
ICA GmbH 

»/ Kauffhalle AG 
^ y Kaufhof Warerihaus AG 

Killian & Co. GmbH 
Klockner Moiler GmbH 
Kruger GmbH & Co. KG 
Langnese-lglo GmbH 

Hub 
Spoke EDI 

EDI 
Hub 

Hub 
Hub 

Spoke EDI 
Spoke EDI 

EDI 
Spoke EDI 
Spoke 

Hub 
Hub 
Hub 

lev! Strauss Germany GmbH 
fiiHwifj Schokolade GmbH & Co. KG 

Hub 
Hub 

EDI 

Spoke 

EDI 

10/10/96 
10/10/96 

10/10/96 
10/10/96 

1/4/97 
10/10/96 

EDI 
Messaging 

Hub 
Hub 
Hub 

Hub 

Spoke 

Spoke 
Spoke 

EDI 
EDI 

EDI 
EDI 
EDI 
EDI 
EDI 

6/24/97 
10/10/96 
10/10/96 
10/24/96 

Messaging 

2,862 X 
dgf?|2 

1,474 
4,674 
2,400 
1,328 
1,039 
2,041 

19,502 
5,593 
5,937 
3,215 

10/10/96 
10/10/96 
10/10/96 
10/10/96 

5/21/97 
10/10/96 
10/10/96 

1/3/97 
10/10/96 

2,226 

X 
& 

LL x >2(gr 
W(§JL_ 

4,216 
1,626 
8,408 
6,179 

10.428 
40.709 
4,136 
3,844 
2,201 

31,443 
2,209 
1,246 

51,132 

X 

UP 

A 

1V 

13 7 9 I 
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BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST, WESTPORT, CONNECTICUT O688O 

(203)222-87 18 FAX: (203) 222-8728 
E-MAIL: BURTGRAD@AOL.COM 

(SLJ- 1* 
r/ 

Fax Transmission QhajuO /'f 

Date: May 6,1998 

To: Rob Humphrey 
Tom Lutz 
Fax: 331-5523-6100 

From: Burton Grad 

No. of Pages: 15 (including cover sheet) 

These are the questionnaires. Please give us your comments as soon as possible. 

I spoke to Huener and gave him a copy of these questionnaires. I will bring you up to date 
on the customer names later today. 

Huener says we must have German speaking interviewers. I am working with Specifics to 
solve this. 



BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST, WESTPORT, CONNECTICUT O688O 

(203) 222-87 I 8 FAX: (203) 222-8728 
E-MAIL: BURTGRAD@AOL.COM 

Fax Transmission 

Date: May 6, 1998 

To: Uli Huener 
Fax: 49-211-560-23209 

From: Burton Grad 

No. of Pages: 15 (including cover sheet) 

These are the questionnaires. Please give us your comments as soon as possible. 
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Respondent #: 
SPSS Data Entry:_ 
WP Data Entry: _ 

Interviewer:, 
Interview #:. 

Date of interview: 

COTTAGE 
Customer Satisfaction Study - Project #438 X.400 Services 

DRAFT 1 Questionnaire 

1. Name: 2. Title: 

3. Department: 4. Respondent Type Code: 

5. Company: 6. Phone number: 

7. Customer's City/Town: 8. Customer's Industry: 

9. Account Size: 1. Small 2. Medium 3. Large 10. Account Type: 1. Hub 2. Spoke 

| l l .  P r o d u c t s / S e r v i c e s :  1 .  X . 4 0 0  E D I  2 .  X . 4 0 0  M e s s a g i n g  3 .  B o t h  

Hello, this is. from Specifics in Atlanta, Georgia. We are a research firm that conducts studies for 
companies that market computer software products and services. We are calling on behalf of Cottage who 
is-iuiisiduing isiablisliing a business allinncg with an American firm. To support this alliance, Cottage 
has asked us to call you to leam more about how their X.400 services are meeting your needs and to gain 
a better understanding of improvements you would like them to make in the future. I hope you will be able 
to help. 

Are you the best person to talk with about your firm's use of X.400 services and your Company's 
relationship with COTTAGE? 

1. Yes 2. No (Get new name / number): 

Is this a convenient time for you to talk? (If needed: This interview should take about 15 - 20 
minutes.) 

1. Yes (Proceed) 2. No (Schedule time):. 

12. What is your firm's primary need for X.400 services? Is it primarily: 

1. EDI? 2. Messaging? 3. Both equally? 

6. DK 8. Other: 

G:\CUENTOGAJ\438-CUST.QRE May 5.1998 Page 1 © Specifies. Inc. 1998. All rights reserved. 
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COTTAGE Customer Satisfaction Study 

13. What hardware platform does your firm use for X.400 services? 

1. PC (Probe for operating system) 
11. Windows pre-3.11 
14. DOS 

2. Mainframe 
6. DK 

12. Windows 3.11 
15. Mactinstosh / Apple 

3. Unix 
8. Other: 

13. Windows 95 
16. OS/2 

4. AS/4006 

14. When did your Company first enter into a relationship with COTTAGE? 

1. <6mos. ago 2. 6mos. to 1 year ago 3. 1-2 years ago 

4. 2 - 3 years ago 5. > 3 years ago 6. DK 

15. How long have you, personally, been using Cottage's X.400 services? 

1. < 6 mos. 2. 6 mos. to 1 year 

4. 2 - 3 years 5. > 3 years 

3. 1 - 2 years 

16. Were you involved in selecting Cottage as your firm's X.400 services vendor? 

I. Yes 2. No (Go to Q18) 

17. And, how would you rate COTTAGE'S sales and marketing representatives in terms of how 
they-described their services-compared to what you've received. Please use a scale of 1 to 9, 
where 1 means "what they described is not at all what we've received" and 9 means "what 
they described is exactly what we've received." 

Comments (Probe for all 1,2 and 8, 9 ratings): 

18. Were you involved in the installation of the X.400 services? 

1. Yes 2. No (GotoQ23) 

(TACTJHNT\HGAIU38-CUST.ORE Mav 5. 199S Paee 2 ©Soecifics. Inc. 1998. All riehts reserved. 
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COTTAGE Customer Satisfaction Study 

19. When did you install? 

1. < or = 6 months ago 2. > 6 months (Go to Q23) 

20. Did someone from COTTAGE assist you with the installation? 

1. Yes 2. No (Go to Q22) 

21. On a scale of 1 to 9, where 1 is not at all satisfied and 9 is totally satisfied, please rate how 
satisfied you were with the installation support you received from COTTAGE, overall. 

Comments (Probe for all 1, 2 and 8, 9 ratings): 

22. On a scale of 1 to 9, where 1 = a nightmare and 9 = very easy, how would you rate the 
process of installing (product)? 

Comments (Probe for all 1,2 and 8, 9 ratings): 

23. In addition to COTTAGE, do you use any other vendors' X.400 services? 

1. Yes (Probe for names of vendors and / or applications) 2. No others (Go to Q25) 

24. How does COTTAGE compare with other X.400 vendors you used, in terms of their services and 
support for their services? 

3. Better 2. About the Same I. Not as Good 6. DK 

Comments (Probe gently for not as good -- what is not as good and which vendors are better): 

G:\CUENT\BGAI\438-CUST.QREMay5.1998 Page 3 © Specifics. Inc. 1998. AD rights reserved. 



MAY-05-1998 12=50 SPECIFICS, Inc. / Atlanta 770 391 0132 P.05/14 

COTTAGE Customer Satisfaction Study 

25. Now I'd like to ask you a few questions about technical support. On average, how often do 
you call COTTAGE for technical support? 

1. Never called (Probe gently for reasons and Go to Q28) 

2. Daily 3. Weekly 4. Monthly 5. Quarterly 6. Annually 

Comments: 

26. Next, I'm going to read a list of attributes for technical support and using the scale of 1 to 9, where 
1 = very poor and 9 = excellent, I'd like you to rate COTTAGE'S performance in each of these 
areas? 

1 Technical Support Attributes 26. 
Performance 

1. The time it takes to answer the telephone 1. 

2. The time it takes to resolve the problem on the first call 2. 

3. The time it takes to resolve a problem that could not be answered on the first 
call 

3. 

4. Responsiveness to messages you leave 4. 

5. Courtesy of the staff 5. 

6. Technical knowledge of the staff 6. 

7. Product or application knowledge of the staff 7. 

8. Industry / business knowledge of the staff 8. 

9. Access to current information and / or problem status 9. 

110. Technical Support, overall 10. 1 

Comments (Probe for all 1,2 and 8, 9 ratings -- specify attribute along with comments): 

G:\CLIENT\BGAIW38-CUST. ORB May 5,1998 Page 4 © Specifics. Inc. 1998. All rights reserved. 
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COTTAGE Customer Satisfaction Study 

27. Can COTTAGE do anything to improve its technical support? 

1. Yes (Probe for details) 2. No 6. DK 

Comments: 

28. Now I'd like to ask some questions about the X.400 services. I'm going to read a list of features and 
I'd like you to rate the performance of the COTTAGE services you use, on the 1 to 9 scale where 1 
is very poor and 9 is excellent. 

X.400 Services Attributes 28. 
Performance 

1. Functionality (does what you want it to do) 1. 

2. Quality (lack of bugs) 2. 

3. Performance (speed) 3. 

4. Security 4. 

5. Ease of use (people interface) 5. 

6. Ease of learning (intuitiveness of software) 6. 

7. Online help 7. 

8. Printed documentation (clarity and completeness) 8. 

9. The X.400 services, overall 9. 

Comments (Probe for all 1,2 and 8,9 ratings - specify attribute along with comments. Ask: 
"How could it be better? What's missing?" or "What makes it so outstanding?"): 

G:\CLtENT\BGAM38-CUST.QRE May 5,1998 Page S © Specifics, foe. 1998. All rights reserved. 
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COTTAGE Customer Satisfaction Study ___ 

29. Are there expectations that you have that are being exceeded by COTTAGE? 

1. Yes (Probe for details) 2. No 3. Maybe 6. DK 

Comments: 

30. And, are there expectations you have that are NOT being met by COTTAGE? 

1. Yes (Probe for details) 2. No 3. Maybe 6. DK 

Comments: 

31. On a scale of 1 to 9, where 1 is not at all satisfied and 9 is completely satisfied, please rate how 
satisfied you have been with COTTAGE'S administrative function, and by this I mean things 
like the timeliness and accuracy of invoices. 

Comments (Probe for all 1,2 and 8,9 ratings): 

32. Would you recommend COTTAGE'S services to a friend in a similar business who needed to 
become X.400 capable? 

1. Yes 2. No 3, Maybe 6. DK 

33. What advice would you give to a colleague who was considering using COTTAGE'S X.400 
services? 

Comments: 

G:\CUENT\B0AIU38-CUST.QRE May 5. 1998 © Specifics, Inc. 1998. All rights reserved. 
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COTTAGE Customer Satisfaction Study 

34. If you were making the decision today, would you choose to use Cottage's X.400 services? 

1. Yes (Probe for why) 2. No (Probe for why not, for ex. changing platforms) 

3. Maybe (Probe for details) 6. DK 

Comments: 

35. On our 1 to 9 scale, how would you rate COTTAGE, overall, as a firm that makes it easy to 
do business with, where 1 is very difficult and 9 is very easy. 

Comments (Probe for all 1,2 and 8,9 ratings): 

36. And, on our 1 to 9 scale, please rate the value you receive from COTTAGE'S services and 
support, for the money your Company spends, where 1 is very poor value and 9 is excellent 
value. 

Comments (Probe for all 1,2 and 8,9 ratings): 

37. Is there anything else about the X.400 services or support you receive from COTTAGE you would 
like me to pass on to their Management Team? 

1. Yes (Probe for details) 2. No 

Comments: 

Thank you for your time. You've been very helpful. 

G:\CL1ENT\BGA1\438-CUST.QRE May 5, 1998 Page 7 © Specifies. Inc. 1998. All righis reserved. 
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Respondent #: 
SPSS Data Entry:. 
WP Data Entry: 

Interviewer:. 
Interview #:, 

Date of interview:. 

COTTAGE 
Customer Satisfaction Study - Project #438 FAX Services 

DRAFT 1 Questionnaire 

11. Name: 2. Tide: 

|3. Department: 4. Respondent Type Code: 

5. Company: 6. Phone number: 

7. Customer's City/Town: 8. Customer's Industry: 

9. Account Size: 1. Small 2. Medium 3. Large 10. 

11. Products/Services: 1. Fax on demand 2. Broadcast fax 3. Both 

Hello, this is from Specifics in Atlanta, Georgia. We are a research firm that conducts studies for 
companies that market computer software products and services. We are calling on behalf of Cottage 
is-eonsidcring establishing a bucinooo alliance with an American firm. To support thic alliance, CtiitoB* — 
has asked us to call you to leam more about how their fax products and services are meeting your needs 
and to gain a better understanding of improvements you would like them to make in the future. I hope you 
will be able to help. 

Are you the best person to talk with about your firm's use of fax services and your Company's 
relationship with COTTAGE? 

1. Yes 2. No (Get new name / number): 

Is this a convenient time for you to talk? (If needed: This interview should take about 15 - 20 
minutes.) 

1. Yes (Proceed) 2. No (Schedule time): 

12. What is your firm's primary need for fax services? Is it primarily: 

1. Fax-on-demand? 2. Broadcast fax? 3. Both equally? 

6. DK 8. Other: 

O:\eLJENT\BGAI\438CUST2.0RE Mav 5.1998 Page 1 © Specifics, Inc. 1998. All rights reserved. 
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COTTAGE Customer Satisfaction Study 

13. What hardware platform does your firm use for X.400 services? 

1. PG (Probe for operating system) 
11. Windows pre-3.11 
14. DOS 

2. Mainframe 
6. DK 

12. Windows 3.11 
15. Mactinstosh / Apple 

3. Unix 
8. Other: 

14. When did your Company first enter into a relationship with COTTAGE? 

1. < 6 mos. ago 2. 6 mos. to 1 year ago 

4. 2 - 3 years ago 5. > 3 years ago 

15. How long have you, personally, been using Cottage's fax services? 

1. < 6 mos. 2. 6 mos. to 1 year 

4 .  2 -3  years  5 .  >3year s  

16. Were you involved in selecting Cottage as your firm's fax services vendor? 

1 yes 2. No (GotoQ18) 

13. Windows 95 
16. OS/2 

4. AS/4006 

3 .  1 -2  years  ago  

6. DK 

3. 1 -2 years 

17. And, how would you rate COTTAGE'S sales and marketing representatives in terms of how 
they described their products and services compared to what you've received. Please use a 
scale of 1 to 9, where 1 means "what they described is not at all what we've received" and 9 
means "what they described is exactly what we've received." 

Comments (Probe for all 1,2 and 8, 9 ratings): 

18. Were you involved in the installation of fax services? 

1. Yes 2. No (Go to Q23) 

G-.VCLieNTfiGAIV438CUST2.QRE May 5.1998 Page 2 © Specifics. Inc.2998. All rights reserved. 
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COTTAGE Customer Satisfaction Study 

19. When did you install? 

1. < or = 6 months ago 2. >6 months (GotoQ23) 

20. Did someone from COTTAGE assist you with the installation? 

1. Yes 2. No (Go to Q22) 

21. On a scale of 1 to 9, where 1 is not at all satisfied and 9 is totally satisfied, please rate how 
satisfied you were with the installation support you received from COTTAGE, overall. 

Comments (Probe for all 1,2 and 8, 9 ratings): 

22. On a scale of 1 to 9, where 1 = a nightmare and 9 = very easy, how would you rate the 
process of installing (product)? 

Comments (Probe for all 1,2 and 8, 9 ratings): 

23. In addition to COTTAGE, do you use any other vendors' fax services? 

1. Yes (Probe for names of vendors and / or applications) 2. No others (GotoQ25) 

24. How does COTTAGE compare with other fax vendors you used, in terms of their services and 
support for their services? 

3. Better 2. About the Same 1. Not as Good 6. DK 

Comments (Probe gently for not as good — what is not as good and which vendors are better): 

G:\CLIENT\BGAM38CUST2.QRE May 5,1998 Page 3 ® Specifics, Inc.1998 All rights reserved 
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COTTAGE Customer Satisfaction Study 

25 Now I'd like to ask you a few questions about technical support. On average, how often do 
you call COTTAGE for technical support? 

1. Never called (Probe gently for reasons and Go to Q28) 

2. Daily 3. Weekly 4. Monthly 5. Quarterly 6. Annually 

Comments: 

26. Next, I'm going to read a list of attributes for technical support and using the scale of 1 to 9, where 
1 = very poor and 9 = excellent, I'd like you to rate COTTAGE'S performance in each of these 
areas? 

U Technical Support Attributes 
26. 

Performance || 

1. The time it takes to answer the telephone 1. 

2. The time it takes to resolve the problem on the first call 2. 

3. The time it takes to resolve a problem that could not be answered on the first 
call 

3. 

14. Responsiveness to messages you leave 4. 

5. Courtesy of the staff 5. | 

6. Technical knowledge of the staff 6. 

7. Service or application knowledge of the staff 7. 

8. Industry / business knowledge of the staff 8. 

9. Access to current information and / or problem status 9. 

10. Technical Support, overall 10. 

Comments (Probe for all 1,2 and 8,9 ratings - specify attribute along with comments). 

C:\ClJENrtBGAM38CUST2.QRE May S. 1998 Page-1 © Specifics. Inc. 1998. All rights reserved. 



MAY-05-1998 13=50 SPECIFICS, Inc. / Atlanta 770 391 0132 P.06,'08 

COTTAGE Customer Satisfaction Study 

27. Can COTTAGE do anything to improve its technical support? 

1. Yes (Probe for details) 2. No 6. DK 

Comments: 

28. Now I'd like to ask some questions about the fax services. I'm going to read a list of features and I'd 
like you to rate the performance of the COTTAGE product you use, on the 1 to 9 scale where 1 is very 
poor and 9 is excellent. 

Fax Services Attributes 28. 
Performance 

1. Functionality (does what you want it to do) 1. 

2. Quality (lack of bugs) 2. 

3. Performance (speed) 3. 

4. Security 4. 

5. Ease of use (people interface) 5. 

6. Ease of learning (intuitiveness of software) 6. 

7. Online help 7. 

8. Printed documentation (clarity and completeness) 8. | 

9. The fax services, overall 9. 

Comments (Probe for all 1,2 and 8, 9 ratings — specify attribute along with comments. Ask: 
"How could it be better? What's missing?" or "What makes it so outstanding?"): 
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COTTAGE Customer Satisfaction Study 

29. Are there expectations that you have that are being exceeded by COTTAGE? 

1. Yes (Probe for details) 2. No 3. Maybe 6. DK 

Comments: 

30. And, are there expectations you have that are NOT being met by COTTAGE? 

1. Yes (Probe for details) 2. No 3. Maybe 6. DK 

Comments: 

31. On a scale of 1 to 9, where 1 is not at all satisfied and 9 is completely satisfied, please rate how 
satisfied you have been with COTTAGE'S administrative function, and by this I mean things 
like the timeliness and accuracy of invoices. 

Comments (Probe for all 1,2 and 8,9 ratings): 

32. Would you recommend COTTAGE'S services to a friend in a similar business who needed to 
become fax capable? 

1. Yes 2. No 3. Maybe 6. DK 

33. What advice would you give to a colleague who was considering using COTTAGE'sfax services? 

Comments: 

G:\CUENT\BGAr\438CUST2.QRE May S. 1998 Page 6 © Specifies, Inc.1998. All rights reserved. 
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COTTAGE Customer Satisfaction Study —^ 

34. If you were making the decision today, would you choose to use COTTAGE'S fax services? 

1. Yes (Probe for why) 2. No (Probe for why not, for ex. changing platforms) 

3. Maybe (Probe for details) 6. DK 

Comments; ——— — 

35. On our 1 to 9 scale, how would you rate COTTAGE, overall, as a firm that makes it easy to 
do business with, where 1 is very difficult and 9 is very easy. 

Comments (Probe for all 1,2 and 8,9 ratings): 

36 _ And, on our 1 to 9 scale, please rate the value you receive from COTTAGE'S software and 
services, for the money your Company spends, where 1 is very poor value and 9 is 
excellent value. 

Comments (Probe for all 1,2 and 8,9 ratings): 

37. Is there anything else about the fax services you receive from COTTAGE you would like me to 
pass on to their Management Team? 

1. Yes (Probe for details) 2. No 

Comments: ; 

Thank you for your time. You've been very helpful. 

t6TAL~P.J08 





Subj: Project Cottage Customer Survey 
Date: 98-04-23 04:56:03 EDT 
From: tom_lutz@ig.stercomm.com 
To: burtgrad@aol.com 

Burt, 
Just wanted to let you know that I talked to Joe Bloomberg and told 

him that we need more information from Cottage before we can finalize 
the Customer Survey parameters. We do want separate aurveys for fax 
and messaging. Morgan Crew and I have a conference call this afternoon 
(Thursday) Paris time with Cottage to resolve the information 
required. If they cant supply it to us readily, and it has to wait 
until we are there next week, I will call Joe from Germany with the 
necessary information. Morgan understands the schedule. 

Hope you're feeling better. 
Regards, 

Tom 

Headers 
Return-Path: <tom_lutz@ig.stercomm.com> 
Received: from relay30.mx.aol.com (relay30.mail.aol.com [172.31.109.30]) by air12.mx.aol.com (vx) with SMTP; Thu, 23 Apr 
1998 04:56:03 -0400 
Received: from sci.ig.stercomm.com ([194.3.120.6]) 

by relay30.mx.aol.com (8.8.5/8.8.5/AOL^.O.O) 
with SMTP id EAA18164 for <burtgrad@aol.com>; 
Thu, 23 Apr 1998 04:56:01 -0400 (EDT) 

From: tom_lutz@ig.stercomm.com 
Received: sci.ig.stercomm.com 

id AA01651; Thu, 23 Apr 1998 10:54:07+0100 
Message-Id: <9804238933.AA893321324@ig.stercomm.com> 
X-Mailer: ccMail Link to SMTP R6.01.01 
Date: Thu, 23 Apr 98 10:41:00 +0100 
To: <burtgrad@aol.com> 
Subject: Project Cottage Customer Survey 
Mime-Version: 1.0 
Content-Type: text/plain; charset=US-ASCII 
Content-Transfer-Encoding: 7bit 

Thursday April 23,1998 America Online: Burtgrad Page: 1 



BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST 

WESTPORT, CONNECTICUT O688O 
(203)222-87 18 FAX: (203) 222-8728 

E-MAIL: BURTGRAD@AOL.COM 

Date: 

To: 

Copy: 

From: 

Subject: 

The first draft questionnaires were sent separately for your review and comments: 

1. X.400 EDI and Messaging Services for Hubs and Spokes 

2. Fax services for Fax on Demand and Broadcast Fax 

You have faxed these questionnaires to the principal contact at Cottage for his timely feedback. 

In addition, Specifics is in the process of selecting around 70 customers from the list of 200 supplied by 
Cottage as candidates for telephone calls. I will review the list and will fax it to you and to the principal 
contact at Cottage for his review, so that he can provide contact name, title and telephone number for 
each company. He cannot provide English speaking contacts, so Specifics is in the process of obtaining 
one or more German speaking interviewers. Eileen File is making good progress on this. 

We are requesting at least the first 25 names by late Friday, May 8. The mixture of calls will attempt 
to meet your goals as closely as possible. Specifics wishes to start the calls during the week of May 11. 

Please call me if you have any questions. 

May 6, 1998 

Rob Humphrey 
Tom Lutz 

Morgan Crew 
Eileen File 

Burton Grad 

Cottage Customer Survey 

3829 





BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST 

WESTPORT, CONNECTICUT O688O 
(803)222-87 18 FAX: (203) 222-8728 

E-MAIL: BURTGRAD@AOL.COM 

Date: May 6, 1998 

To: Uli Huener 

Copy: Morgan Crew (no attachments) 
Tom Lutz (no attachments) 
Rob Humphrey (no attachments) 

From: Burton Grad 

Subject: Customer Survey 

The first draft questionnaires were sent separately for your review and comments. 

1. X.400 EDI and Messaging Services for Hubs and Spokes 

2. Fax services for Fax on Demand and Broadcast Fax 

Please contact Eileen File at Specifics (telephone 770-391-0013) to discuss any items you wish to 
delete or add or where you wish to modify the wording. Try to call her late on Thursday so the 
questionnaires can be ready by end of day Thursday. 

Specifics will select around 70 customers from the list of 200 supplied by you as candidates for 
telephone calls. We will send you this list on Thursday. 

Meanwhile, please provide contact name, title and telephone number for each company on the X.400 
list for which you had revenues over DM 10,000 in 1997 (except for VEBA organizations). 
Specifics has contacted an experienced research interviewer who speaks fluent German. They are 
verifying her background. Meanwhile, we would like to have you interview her in German before 
we retain her. Her name is Laurie Stapel; her phone number is 770-614-0086. She is available on 
Thursday, May 7 from 12 noon to 1pm at the above phone. You do not need to mention the name 
of your company or my client. Please verify that she is sufficiently skilled in German and German 
business terminology to conduct the interviews successfully 

YVI A 

3828 
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Fax 
To; 

Fox: 

?5u  ̂
eaoyrrFng. PruicU-Mgf. 

Lauri® E. Stapol 
146(5 Rdgemi# Tenace 
Daquta.GA 30019 
TeiFax-770614.0086 

From: Laurie E Stapel 

?TfV^QT-00lS 

aWng with Uli tomor 
inc. 

Dear Eileen: 

Attached pleasei 
; and mate arrangements <wr v  g g ̂  youf diart first 

If you need to contact me tor any reason, I can 
770.493 9305 ext 109 

Regards ^ 

bereacheaethome: 770.814.0086. or «odc 

• 



MAY-07-1998 15=11 
npv 03 '90 12=50 THE STfiP&Ub 

SPECIFICS. Inc. / Atlanta 770 391 0132 P.02/02 

1992 - 1994 

1987 - 1989 

1996 - present 

1995 - 1996 

1990 - 1994 

1989- 1990 

Laurie E. Stapal 
1465 Ridgemill Terrace 
Dacula, Georgia 30019 
Tel /Fax: (770) 614-0086 

Objective 
To obtain a challanging position in an environment which enables me 
to utilize and expand upon my education and previous work expiensiees. 

Education 

StMdtlsche KaufmHnnische Schule III 
Dilsseldorf NRW Germany 
Diploma: International Business 
Other Certifications: Commercial Translation German/English 
Offices held: Class President, School Board Student Representative 

College of Notre Dame of Maryland 
Baltimore, Ml) 
Major: International Relations, Minor: Foreign Languages 
Diploma: Completed in Germany 
Offices held: Political Society Class Representative 

Work Experience 
German American Trade Center, Corp. 
Tucker, Georgia 
Position: Executive Administrator 

Sovereign Motors Inc. 
Buffalo, New York 
Position: Business Restructuring, Manager 

Kaufring AG 
nQsseldorf, NRW Germany 

Position: International Buyer 

Volunteer experience 
International Youth Exchange Program 
Friedensdorf International 
Oberhauxen, NRW Germany 
Position: Aide for children from war-tom countries and crises areas 

PC-Skills 
MS-DOS. Windows, Microsoft Office, Peachtree Accounting. Quicken 

Languages 
Fluent German, some Spanish 

TOTAL P.02 
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KundenX.400 [oTLeL.jp! 

KUNDETflD 
200500 

200502 
200601 
202164 
202682 
200505 
202520 
200507 
200508 
200509 
200510 
202203 
200511 

20051) 
202688 
200514 
201037 
201057 
200527 
200515 
200233 
201246 
200616 
200517 
202280 
200518 
201623 
200234 
201624 

200521 

AC-Sefviea . 
Aritranz (Stefan Zsemberi Kstst 0441) 
AH AfbcitsscXutg ROWaar GmbH 
ARAL Carl Service GmbH 

FtRMA 
10.10.96 
O1J0U7 

BMW AG 
Barriers Hddinyqescl^charll 
Bommarws GmbH 
Brawi AG (PRMP) 
BfWVltag Orernrgvertrieb GmbH 
Sri tor* 
Bergman n Untemchmc nsgmppe 
BYWiP Pacific Wletz GrnbH&Co KG 
C6L Oeutscho Revision 

200572 
200519 
202164 
201084 

201243 
200251 

Continental AG 
Darrein Verfrigbsoosellschatt mbH 
OeTeWe 
Deutsche Bimdasbarik 
E-Plus MobllonV GmbH 
E-PSus Polsrfam 

AUFTRAGS OtENSTART 
P HMD-Service 

10.10,96 
10.10.96 
02.07,97 
07.11.97 
10.1056 
24.09.87 

Mailbox-Service P7 
EOMAeysagtm? 
EOt-Messaglng 

EDI va Mgxsagtng 
X 

Mailbox-Service P7 
MaHgale-B400 lP7-Mailboxl 
ED 1-Messaging 
PRMP-Servica 

10t10.9« EDi-Massaging 
10.10.96 EC I-Messaging 
10.10,96 PRMD-Servica 

ECQ3 GmbH 
Emil Kflegbaurri GmbH & Co. KQ 
EKWbevorTatwfl5veiband 
F.W. Langguth Erben GmbH & CO KG 
Render AG IEDIOUTSOURCIN3 
Render AG. A Friedr. 
Fresenius AG 
Godas mbH u. Co. KG 
Goethe BucMiantfung 
GrOfl. von Harden be in sche Kombreoneroi 
Gntnet • Jahr AG & Co. 
GSW Gins Stahbvaren GmbH 
HijtetioGrrtoH 
Hansen & Gleraltis 
Parting KGaA 
Herbert Gdoy 6 Sdhna GmbH8Co,KG 
Heititz AG 
Hutscfienreuthor 
IFVGmbH 
Kaiser Kaba I GmbH 

EOt-Messagfrta 
Mailbox-Service P7 

10.10.96 

19.11.97 
10.1006 

10.1056 
10.10.96 

01.0337 
10.10.96 
10.10.96 
01.04.97 
10.10.96 
24.04 97 
11.1196 
0104.97 
10.10.98 
10.10.98 
24.06.97 
01.01.97 

PRMO-Servfce 
MailboxServioeP r 
PRMO-Smvtce 
Mailbox-Service P7 
PR MP-ServIco 
PRMD-Sarelce 
Mailbox-Service P7 
EDl-Memfling 
Mailbox-Service P7 
MaBiox-Servlce P7 
Malbox-SetvtceP? 

PRMD-Service 
fiteilbox-Servtce P7 
EOlMessaang 
Mailbox-Service P7 
Marlbox-Servica P7 
Mailbox-Sfirvica P7 
Maibox-ServicoP; 
EDl-Mossaglng 
PRMP-Servica 
MaDrt>x:Serviw"P7 

10.10.96 
10.1056 
01.03.97 
24.10.96 

PKMD-Servlce 
PRMD-Sarrlce 
Mailbox-Service P7 
PRMO-Servtee 

Hub v* Spoke 
X A Standard PRMP 

Maftox-Setvlce P7 Febma/ 97 
A Rnhmanvertrafl LPMEIH-AU 
EDWUTSOURCJNS Jamm97 
Mailbox-Service P7 Febraar 97 
Ma»gate-B40Q[P7 Mailbox) August97 
AECt-AU Standard 
PRMD-Service Februar 97 
A EPi-AU Standard 
A EPFAU Briilux 
A Standard PRMO 
A Rahmorwcruari 1PM EOPAU 
Mailbox-Service P7 Februar 97 
APRMO KoppKmB Continental 

PRE1SUSTB 

Mailbox-Sorvtoo P7 Otdobef 96 
A Standard PRMO 
Ma too*-Service P7 Februar 97 
A PRMD-Koyplung VESA AG 
PRMD-Serviee OtrtobefOS 
Metbox-Servfca P7 OMober 96 
A RalunervBrtrag LPM EDt-All 
ARabmeiweitrag 1PM EDFAU 
Mailbox-Service P7 October 8S 
EPI-OUTSOURCING October 96 
A Standard PRMO 
A PRMD-KopaAmq Continental 
Maitoox-Servtoe PI Fcbrvar 97 
AE0I-AU Schroft 
Mallbox-Scrvh:oP7 Fetwar 97 
Mailbox-ServiceP7 0>do6er96 
Maiteox-Swvtce P7 Fetnvar 97 
MaHbox-S«rv»ce P7 October 96 
A Ra hroanverfreg 1-PM ED1-ALI 
PR MP-Service Fabruar 97 
Mailbox-Service P7 OMobet 96 
PRMP-Servrco Februar 97 
A Standard PRMD 
Mailbox-Service P7 Oktober 96 
PRMO-ServJce OktobefM 



Kundeo X.400 6Aet.d) 

KUNOENIO 
200577 
200570 

00522 
200571 
200523 
200524 
200525 
200580 
201904 
200529 
200575 
200629 
goo 000 
200531 

200634 
200642 
200515 

200536 
200537 
200538 
202521 

jy^-aooi 
"7T 200' 

200539 

^_~800l 
"A 200 

200540 
200541 

200543 
20108-5 
200644 
200S4S 

0548 
200547 
200549 
200550 
200651 
200563 
201088 

F1RMA 
Kaultrafie AG 
Kaufhal Mode » Sport QmbH 
KauHiol Wgtnham AG 
Klb'an 4 Co. GmbH 
KMnhuls, Hermann GmbH 6 Co. KG 
WBcknei MBIIer GmbH 
Kopp, Heirrricb AG 
Kraulh, AD GmbH & Co (Sprint) 
KTOger GmbH ft Co. KG 
Kucbeotnei'slof GmbH 
Kuoni Reisen 
LandU 8. Gyr Ocxrischland Gfnbll 

AUFTRAGS 
10.10.96 Maflbox-SeiviCT P7 

10.10.98 Mailbox-Service P7 
10.10.96 Maflbox-Servlwi P7 
10.10.98 Mailbox-Service P7 
101096 
10.10.98 
10.10.98 
10.10.96 
21.05.97 
10.10.96 

Laogneso-tgfo GmbH 
Levi Straws Germany GmbH 

SchoMads GmbH & Co.KG 01.03.97 
(viarkanl Handets- und Service GmbH 
MelslnirMAn Works GmbH. 
Metro MGR 
New Yorker tmpcR GmbH A Co. 
NK Networks GmbH 
Nteee Datentechmk 
DIG Dresden 
OTTO KG 
Pahl & aartseh 
Philips GrnbH 
Power Loqisfrca 
PREUSSAG Stahl AG/GESjS 
Prousaen Elektra AG 
R J. Reynotda Tabaooo GmbH. 
RaifteiseiyWanen-Zeetrale RhcHand oG 
Rlgips GmbH 
Rittat-WerV RvdoB Loh GmbH 
RNim GrnbH 
SaarporKtairsEckhardlGrnbH 
Schenk. Carl AG 
Schtalborst AG 8 Co., W. 
Schneider Electric GmbH 
Sdrwaitauer Werke G rrrbH 6 Go 
Schwa rze 6 Schl/chto GmbH 

EDI-Mwsaging 

10.10.96 

10.10.96 

10,10.96 
10.10.96 
10.10.96 

10.10.96 
t0.1Q.96 
10.10.96 
24.09.97 
10.10.96 
10.10.96 

DIE N3TAKT EDI vs Mcssaolr>o 
X 

PRMO-Service 
PRNB-Servfco 
EDl-Messaging 
PRMD-Serviw 
EDI-Mess aging 
Mailbox-Service P7 
PRMO-Service 
PRMO-Service 
EPF Messaging 
Malbox-Servtce P7 
PRMO-Servloe 
PRMO-Servictj 
PRMO-Servtce 
EDHMtesagfng 
PRMD-Secvjce 
EOFMetsaging 
PRMO-Service 
PRMD-Servioo 
PRMD-Setvloo 
EOF Messaging 
PRMD-Servica 

10.10.96 
10,10.98 
10. <0.98 
01.01.97 
10,1096 
1010.98 
10.10.96 
10.10.96 
10.10,96 
10.10.98 
10.10.96 
10.10.96 
OT.01.97 

PRMD-Service 
Maflbok-Servfce P7 
PRMD-Servtee 
Mailbox-Service P? 
EOVMessagfng 
EDI-Messagting 
PAMD-Sflrvlc® 
EiX-Messaging 
EPI-Messaging 
PRMO-Servloe 
EDI-Mwsagng 
EOt-MessagViQ 
Marttxrx-Seivtoe PT 

Hub vi Spok' 
PRMO-Service Kaulbol 01-0979/ 
PRMD-Service Katrfttol 0VO9797 
PRMO-Service Kacftvrf 01-09/97 
MaXbox Service P7 Oktober 96 

PREISUSTE" 

, EDl-AU standard 
A PRMD-Kopphjng Kli>cKn<H-M6gM 
A Standard PRMO ___ 
A EDl-AU Standard 
PRMO-Service Febmar97 
A Rahmerwodrag LPM EOI-AU 
Mailbox-Servkw P7 OVtOber 96 

i Standard PRMD 
PRMD-Service Februar97 

i Hphmenvcrtrng LPM EDI-AD 
Mailbox-Service P7 Pebruar 97 
PRMD-ServlcaFab#uar97 
A Standard PRMD 

v Standard PRMO 
Rahmenvertrag LPM EOI-AU 

PRMO-Servicc Oktober 98 
i EDl-AU Standard 
Standard PRMO 

A Standard PRMO 
Mallboot-Servlca P7 Felntrar 97 
AEDFAUScbrofl __ 
APRMO-Kopplunq Powertogtstics 
A Standard PRMD 
Mailbox-Service P7 Ottober 96 
A Standard PRMD 
Mailbox-Service P7 Okleber 98 
A Rahmenvertrag LPM EDIAU 
A EOPAU Standard 
A Standard PRMO 
A EDl-AU Saarpor 
A EDl-AU Standard 
A Standard PRMO 
lA EDl-AU Standard 
A EOI-AU SdiwartaiierWerfco 
Mailbox-Service P7 Oktober 96 

fijofat, Kib(l 6tnhk- Serto 2 
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revenue X.400 services 

customer X,400 service revenue 1997 % revenue revenue Jan - march 1998 % revenue 

Jan 98 Feb 98 Mr* 99 Y7D1998 
AC-Servlce GmbH 2.401 024% 200 200 200 600 0.15% 
AR Aibeitsschutz KCttger GmbH 121 0.01% 10 10 10 30 0.01% 
ARAL Card Service GmbH 1.208 0,12% 125 463 153 741 0.19% 
Babcock Sempeh AG 120 0,01% 
BMW AG 40 40 40 120 0,03% 
Mmers KoltfnggeseTlschaft 40 40 40 120 0.03% 
Bcmmarius GmbH 295 0.03% 17 24 26 66 0.02% 
Braun AG 10.428 1.04% 1.545 2.075 2.199 5.818 1,49% 
Brenntag AG 363 0.04% 33 33 39 105 0.03% 
Briltux (33 0.01% 10 10 11 31 0.01% 
SrOflinarn VetwatlungsfiBseflsthaft 3.215 0.32% 227 291 318 836 0.21% 
Bundesnoterkamner 60 0,01% 
BWflP Pacific Wfett GmbH A Co. KG 133 0.01% 10 10 10 30 (X.01% 
t A L Deutsche Revision 2.614 0.26% 201 209 212 623 0.16% 
Cart Schenk AG 2.226 0.22% 235 168 218 641 0.18% 
Daman Vertriebsgeseltechaft rnbH 580 0.06% 40 40 40 120 0.03% 
Data Becker GmbH A Co. KG 530 0.06% 
DeTeWe IVG mbH 2.882 0,28% 218 223 225 664 0.17% 
Deutsche Bundesbank 850 6S0 650 2.550 0,65% 
E-Pfus Mobilfunk GmbH 12,972 1.29% 918 864 613 2.392 0.61% 
e-p(us Service GmbH 4.218 0.42% 202 200 214 616 0,16% 
EBV Entbtbevonatungsverband 120 0,01% 10 11 10 32 0,01% 
ECOS GmbH 1.474 0.15% 260 164 223 687 0.17% 
Emit Kriegbaum GmbH A Co. KG 120 0,01% 10 10 10 30 0.01% 
F.W. Languth Erberv GmbH A Co. KG 440 0,04% 40 40 40 120 0,03% 
Flender AG, A Friedr 4.674 0.46% 466 461 477 1.404 0,36% 
Presenilis AG 2.400 0.24% 200 200 200 600 0.15% 
Gebr. Olio KG 1.626 0.16% 200 200 200 600 0.15% 
God as 1.320 0,13% 208 313 331 850 0.22% 
Goethe Buchhandlung 204 0,02% 12 15 23 50 0,01% 
Graft, von Harden bertj 'sche Kombiennerei 521 0,05% 60 60 63 103 0.05% 
Groner • Jahr AG & Co. -140 4*01% 62 64 60 106 0.05% 
GSW Gins SUNwaren GmbH 320 0.03% 40 40 40 120 0.03% 
Haleko GmbH 1.030 0.10% 85 100 126 312 O!D8% 
Hansen A Gteratiis 541 0.05% KM 62 83 240 O!O6% 
Hany 8(ot 7.381 7.387 1.89% 
Halting KGaA 2.041 0.20%) 200 200 200 EDO <U5% 
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revenue X.400 services ^*2 v> 

customer X.400 service revenue 1997 % revenue 

Helnrich Kopp AG 8.408 0.84% 
Heibed GHoy & SokM GmbH & Co. KG 540 0.05% 
HeilitzAG 19.502 1.94% 
Hermann Kteinhuis GmbH 124 0.01% 
Herpa Prml GmbH 
Hutsdienreulher AGI Wintering Poraetlan AG 5.553 0,56% 
JCAGmbH B.179 0.61% 
IPV GmbH 460 0,06% 
Kaiser Kabel GmbH 5 937 0.59% 
KaufhaMe AG 10.426 1.04% 
Kaufhcf Mode A Sport GmbH 599 0.06% 
Kaulhcf Warenhaus AG 40.7C9 4.05% 
Kerpenewrk GmbH 150 0.01% 
Wfian A Co. GmbH 4.138 0.41% 
KKtcknef Moiler GmbH 3.844 0.38% 
Krauth medical 287 0.03% 
KiiigerGmbH & Co. 2^01 022% 
Kucheflmeisler GmbH 595 0,06% 
Kuoni Reisen GmbH 460 0.05% 
Lsndisft Gyi Dectschlaml GmbH 2.400 024% 
Langpese tgto GmbH 31.443 3.12% 
Levi Strauss Germany GmbH 2.209 022% 
Ludwig Schokotade Aachen 1246 0.12% 
Markant Harrdeis- urtd Service GmbH 51.132 5,06% 
Meistc/marJten Werks GmbH 2.405 024% 
Metro MGR 2.502 0,25% 
Mew Yorker Import GmbH & Co. 129 0,01% 
Nokia Kabel GmbH >1.897 1.18% 
N&sse Oaterrlecbnik 205 0.02% 
Pah) & Bartsch 
Pbitfpa GmbH 120 0.01% 
Power Logistics 14205 1/11% 
PREUSSAG StaM AG / GESIS 
Prevssen Elektra AG 40.344 4,01% 
R J. Reynolds Tabacco GmbH 2.651 026% 
Raltfeiserv-Waren-ientral Rbernland eG 540 0,05% 
Rfgips GmbH 4 070 0.40% 

revenue jan «march 1998 % revenue 

Jan >8 Feb 96 Mm 96 Y7D1990 
679 615 696 1.990 0,51% 
40 40 40 120 0.03% 

1.733 2.027 1.978 5.738 1,47% 
10 10 10 30 0.01% 

330 330 0.08% 
396 488 495 1.380 0.35% 

1227 2.714 2884 6.825 1,75% 
40 40 40 120 0.03% 

372 956 501 1.831 0.47% 
666 612 1.C70 2.747 0,70% 
54 46 33 134 0,03% 

4.420 4.957 4.170 13.548 3.46% 

65 47 436 5S0 0,14% 
310 302 314 926 0,24% 

41 19 15 76 0.02% 
200 200 200 600 0.15% 
10 10 10 30 0,01% 
40 40 40 120 0,03% 

200 200 200 600 0.15% 
963 860 1.165 2.987 0.76% 
363 185 374 921 0,24% 
122 155 144 421 0,11% 

4.019 4.755 5.120 13.894 3,55% 
217 203 218 639 0,16% 
220 227 233 681 0L17% 
10 10 10 30 0.01% 

634 449 688 1.769 0.45% 
14 17 14 44 0.01% 
40 40 40 120 0.03% 
10 10 10 30 0,01% 

905 913 1.052 2.870 0.73% 
200 200 200 600 0.15% 

5.B84 3,926 21.423 31.235 7.99% 
230 233 239 702 0,18% 
40 40 40 120 0,03% 

435 414 | 492 1.341 0.34% 
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revenue X.40Q services 

customer X.4C0 service revenue 1997 % revenue revenue Jan - march 1998 % revenue 

Jan 98 Feb 98 Mrz96 YTD1998 
RiNal Werk Ri^flcf Lob GmbH 2.075 0.21% 223 243 258 724 0.19% 
Rohm GmbH 13.729 1.36% 1.683 4860 1,051 7.614 1.95% 
RSGV 2.600 2.600 5,200 1,33% 
Saarpor Klaus Edthardl GmbH IBS 0.02% 10 10 10 30 0.01% 
Schlalhoret AG & Co., W. 2.522 025% 210 207 206 623 0.16% 
Schneider Electric GmbH 260 0.03% 24 10 10 44 0.01% 
Schroft GmbH 46 0,00% 
Schwariaucr WerVe GmbH & Co. 6.955 0.69% 509 869 729 2.107 0.54% 
Schwane & Schllchle Markenvertrteb GmbH 650 0.06% 50 50 50 150 0,04% 
SOS Srtfines Data Services GmbH 11.068 1.10% 1.129 946 1.104 3.178 0.81% 
Seftsetrnann Sohne GmbH & Co. 480 0,05% 40 41 40 121 0.03% 
SGVHT 2.S0D 2.600 5.200 1,33% 
Sieqer Weftpappe 120 0,01% 40 40 40 120 0,03% 
St Z 87.000 2.600 2.60D 92.200 23.58% 
SIZ BayLB 5.200 0,52% 2.600 2.600 2,600 7.BOO 1,99% 
SIZ Helaba 1.300 0.13% 2.600 2.500 2.600 7.800 1,89% 
Stadi KOIn 97.873 9.73% 13.991 17.356 18.607 50.155 12,83% 
Syseca 4012 0.40% 233 505 420 1.158 0.30% 
Urvon Deulscher Lebcnsmittel 39.496 3.93% 3.226 2.722 3.077 9.025 2,31% 
Universfldl Gdttinqeri 246 0.02% 10 10 10 30 0,01% 
VebaAG 49466 4.92% 12.111 4.834 8.430 25.374 6.49% 
VEBA Assekuranz 1.012 1.012 0,26% 
Veba Oil fntematforat 8.221 0.82% 521 641 845 1 807 0.46% 
Veba Oi AG 88.768 8.02% 12.919 5.716 3.327 21.962 5,62% 
Vebacom GmbH 218.916 21.76% 
Vebacom Netz GmbH 19.027 1.89% 
l/obla 
Watotahl Hacdetsgesellsc haft mbH 67 0.01% 
WandlJWilhefrn 240 0,02% 16 18 15 49 0,01% 
Weco GmbH 460 0,05% 40 40 40 120 0,03% 
WeWmOlter GmbH & Co. 192 0.02% 14 20 16 so 0.01% 
lAtefu AG 90.620 9.01% 4.592 4.669 4.732 13.993 3.5B% 
WESTLB 2.600 2.600 0.66% 
VWIHA V/eriueogo Will Habn GmbH ft Co. KG 2.882 029% 222 228 229 679 0.17% 
Woltf Watsrodo AG 2240 022% 205 208 209 619 0,16% 
WSGV 1.300 2.600 3.900 1.00% 
Total 1.006-228 100,00% 176.097 92/456 123475 391.029 100.00% 
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Kund«nX,4Q0 ETteL.aj 
KlINDEWIO F1RMA AllFTRAGS DIENStAPT EDI vs Messaging Hub vs Spoke PRE1SU5TE 

200500 AC-S«vk» 1010.98 PRMD-Servlce X X A Standard PRMO 

201041 Xduarn (Stefan Zsemberi Ksfst 8441] 01J01A7 Mailbox-Service P7 X X Mafbox-SeMce P7 Febniar 97 

200502 AR ArtoeitsSCbuU Rcltgar GmbH 10.1096 EDEMessagteg X X A Rahntenvertrag 1PM EDEAU 

200501 ARAl Ca/d Service GmbH 10.10.96 EOt-Messaging X X EDI-OOTSOURCING Januw 97 

202184 BMW AG 02.07.97 Maia»x-S«vfce P7 X X Mailbox-Service P7 Febrvar 97 

202682 Bbmera HoidtnggesefTschaft 07.11.97 MaZgate-B40O (p7-Maitbox) X X Ma!<jale-B4O0tP7-Mailbox) August 97 

200505 Honwnarius GmbH 10.10.96 EDVMessagmg X A EOEAU Standard 

202520 8raun AG (PRMD) 24.09 97 PRMD-Sewice X X PRMO-Service Fabruar97 

200507 8renntag Cbemievertrieb GmbH 10.10.98 EDEMess^tng X X A EDEAU Standard 

200508 8ri|tux 10.10.96 ED (-Messaging X X A EDEAU Bnttux 

200509 Brijrgirwnn Unterrehmensgmppa 10.10.96 PRMD-Servtce X X A Standard PRMD 
200510 BWdP Pacific Wfetz GmbH&Co KG 10.1056 ECH-Messaglng X X A Rahmetivertrag 1PM EOEAU 

202203 CSl Deutsche Revision Mailbox-Service P7 X X Matfbox-Servlce P7 Februar 97 

200511 Continental AG 10.10.96 PRMD-Service X X A PRMDKopphmg Continental 

201038 Dentin VerWebsgeseKschafl mbH Mailbox-Service P7 X X Mailbox-Service P7 Oktober 96 

2Q0S13 OeTeWe 10.10.96 PRMD-Servtce X X A Standard PRMO 

202686 Deutsche Bundesbank 19111.97 Mailbox-Service P7 X X Mailbox-Service P7 Febrvar 97 

200514 E-PlusMobiltw* GmbH 10.10.96 PRMD-Service X A PRMD-Kopplung VERA AG 

201037 E-Plus Potsdam PRMD-Servlce X PRMD-Servlce Okto ber 98 

201057 EC OS GmbH Mailbox-Service P7 X X Mailbox-Service P7 Oktober 98 

200527 Emil Kfiegbaum GmbH & Co. KG 10.10.96 ED (-Messaging X X A Hahmenvertrag LPM SUEAO 

200S15 Efdfitbevomhingsveftand 10.10.96 Mailbox-Service P7 X X Aflahmenvejtrag 1PM EDEAU 

200233 F.W. Langgiitft Erben GmbH 5 CO KG MaZbox-Service P7 X Mailbox-Service P7 Oktober 96 

201248 Flender AG! EDIOUTSOURCING 01.0357 Maibox-Service P7 X X ED1-CUTS0URCING Oktober 96 

200516 FtenderAG, A Friedr. 10,10.90 PRMD-S«vica X X X A Standard PRMD 

200517 Fresenius AG 10.10,96 PRMD-Saivice X X A PRMD-Koppftmg Continental 

202280 Godas mbH u Co. KG 01.04.97 Mailbox-Service P7 X X MaHbcx-Servfee P7 Ftbruar97 

200518 Goethe Buchhandtung 10.10.96 EDl-Mew aging X X A EOEAU Sdiroff 
201623 GrSfl. von Haxdenbeigscfw Kcmbvwnerei 24.04.97 Mailbox-Service P7 X X Maffbcx-Servieo P7 Februar 97 

200234 Greater • Jahr AG & Co. 11.11.96 Mailbox-Service P7 X X Mailbox-Service P7 Oktober 90 

201624 GS<v GAns Statitewen GmbH 01.04.97 Mailbox-Service P7 X MaBbox-Servtce P7 Febrvar 97 

200572 Haleko GmbH 10.10.98 Mai box-Service P7 X MaSjox-Sovwe P7 Oktober 98 

200619 Hansen & derates 10.10.98 EDI-Messaging X X A Rahrnarwertrag LPM EDI-AU 

202164 Halting KGaA 24.00.97 PRMD-Servlce X X PRMD-Service Febrvar 97 

201084 Herbert ©toy 5 Sdhrte GmbH&Co.KG 01.01,97 Ma (box-Service P7 X X Mailbox-Servico P7 Oktober 96 

200520 Hertitz AG 19.1096 PRMD-Servlce X X PRMOServiee Februar 97 

200521 Hutschen neither 10.10.98 PRMD-Servlce X X A Starsdaid PRMD 
201243 IPVGvnbH or 03.97 Mailbox-Service P7 Mailbox-Service P? Oktober 96 
200251 Kaiser Kabel GmbH 24.10.98 PRMD-Servlce X X PRMD-Servlce Oktober 98 



Ktinden X.400 
lp.t.eu,a; 

KUHDENID F1RMA AUFTRAG3 WENSTART EDI vs Messaging Hub vs Spoil* PREISUSTE 
2D0677 KauftisRe AG tO. 10.96 Mailbox-Service P7 X X PRMDServie* Kaufttoi 01-09197 
200576 f s • S CX

 
X

 

10.10.96 Mali box-Service P7 X X PRMO-Service Kaufttol 01-08197 
200522 Kaufhot VVarenhsua AG 10.1O.S6 Mailbox-Service P7 X X PRMOServico Kauftvjf 01-09197 
200571 Kilian 8 Co. GmbH 1G.1QJJ6 Mailbox-Service P7 X MaJfbox-Secvlce P7 Oktober 96 
200523 Wefrihuls, Hermann GmbH 8 Co. KG 10.1055 ED (-Messaging X X AEDI-AU Standard 
200524 Kfadirwr MOMer GmbH 10.10.96 PRMO-Service X X A PRMD-Kopplung Klockner-MoBer 
200525 Kopp, Keirtrich AG 10.10.96 PRMD-Service X X A Standard PRMD 
200560 Krauth, AO GmbH 6 Co (-Sprint) 10.10.96 EDf4tosnglng X X AEDI-AU Standard 
201904 Kttger GmbH & Ca KG 21.0597 PRMO-Servlo* X X PRMO-Service Februar 97 
200528 Kachenmeisier GmbH 10.10.96 ED l-Mess aging X X A Rahrrwnverlrag LPV EOt-AJ 
200675 Kuoni Re»sen 10.10.96 Mailbox-Service P7 X X Malfbox-Servtoo P7 Oktober 98 
200529 Landis & Gyr Deutscfilarrd GmbH io.io.96 PRMO-Service X X 
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200530 Langrwso-tgto GmbH 10.10.96 PRMO-Service X X PRMOServica Februar 07 
200531 Levi Strauss Germany GmbH 10.10.96 EOLMeasaging X X A Rahrrervertrag LPM EDI-AU 
201245 Ludvrig Sehokofada GmbH 4 Co. KG 01.03.97 Malbex-Servlce P7 X X Mailbox-Service P7 Februar 97 
200532 Martian! HarnJels- und Service GmbH 10.10.96 PRMD-Service X X PRMO-Service Februar 97 
200534 Melslermarfien Werke GrrbH. 10.10.96 PRMD-Service X X A Standard PRMD 
200642 Metro MGR 10.10.96 PRMD-Service X X A Standard PRMD 
200535 Haw Yorker Import GmbH « Co. 10.1096 EDI-Messaglrtg X X A Rahmenvertrag LPM EOt-AU 
200250 NK Networks GmbH PRMO-Service PRMO-Service Oktober 96 
200538 Nftsse Oatentecbnik 10.10.36 EDI-Me waging X X A EDI-AU Standard 
200537 0U3 Dresden 10.10.96 PRMD-Service X X A Standard PRMD 
200538 OTTO KG 10.10.96 PRMD-Service X X A Standard PRMD 
202521 Pahta Bartsoh 24.09.97 PRMD-Servfce Ma8box-Servtce P7 Februar 97 
200539 Philips GmbH 1010.98 EOR Massaging X X A EDt-AU Scbroff 
200540 Power Lcg'stfcs 10 10.98 PRMD-Servfce X X A PRMD-Kcpptung Powedogislics 
200641 PREUSSAG Statu AG/GESiS 10.10.96 PRMD-Service X X A Standard PRMD 
200581 Preusaen FieKba AG 10.10.98 Martbox-Servtco P7 X X Mailbox-Service P7 Oktober 98 
200543 R, J. Reynolds Tabaooo GmbH. 10.10.96 PRMO-Service X X A Standard PRMD 
201085 Raifteisen-Waren-ZeiUrale Rbeinlaod eG 01.01.97 Mailbox-Service P7 X X Maflbox-Servfca P7 Oktober 96 
200544 Rigips GmbH 10.10416 EDI-Messaging X X ARahmenveitrag LPM EDt-A(J 
200545 RStal-Wedr Rudolf Loh GmbH 10.10196 EDF Messaging X X A EDI-AU Standard 
200548 Rbbm GmbH 10.10.98 PRMD-Scrvtca X X A Standard PRMD 
200547 Saerpor Klaus Ecfchardt GmbH 10.10.98 CUl-Messaglng X X A EDt-AU Saarpor 
200549 Sohenk. Carl AG 10.10.96 EOt-Msssagirtg X X A EDLAU Standard 
200550 Scblaftwrsl AG & Co., W. 10.10.98 PRMD-Service X X A Standard PRMD 
200551 Schneider Electric GmbH 10.10.90 EDt-Mes&aghg X X AEDI-AU Standard 
200663 Schwartausr Werice GmbH 6 Co 10.10.96 ED L-Mswaging X X A EOLAU Sotrwartauer YVerke 
201066 Schwarca 6 SeMfeht* GmbH 01.01.97 Mattoox-Servtoe P7 X Malfbox-Servica P7 Oktober 96 
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Kunden X.400 
lo-t.eu.ol 

KUMOENIO F1RMA AUFTRA6S DI EN START EDi va Messaging Hub va SpoVs PRESUSTE 

200573 Sangelmann & SWina GrnbHS Co.KG 10.10.96 Maflbox-Servtoe P7 X X Mailbox-Service P7 OktoOer 96 
200560 Sieger WeSpapfle 10.10.86 Mailbox-Service P7 X X MaKwx-SHvfoe P7 OMotwr 96 
202564 SE InfarmatScrerrtrun der SKO GmbH 13.11.97 PRMO-Servioe X X PRMO-Snvioe Febmw97 

200554 Stadl KOfn Recbenzertrum 10.10.99 PRMD-Servjce X A Standard PRWD 
21X5555 »Sr»t»e*-data-8eivlca GmbH 10.1038 PRMD-SerAce X X A Standard PRMD 
200556 SYSECA 10,1039 PRMD-Servica X X A Standard PRMD 

200557 Union Ooutscher LebonsmrtW 10.1036 PRMD-Serviee X X PRMD-Servtce FetnuarST 
290556 Univeraim GMUngen 10.10.90 EEFMessaging X X A RAhmeriveitrag L PM tOI-AO 
200559 VESA AG t0.10.98 PRMO-Seiviee X X A PRMD-Kcppfuna VEBA AG 
290560 VEBAOFL AG 10.1036 PRMD-Seivtee X X X PRMD-Servfoe Febrvai 97 
200578 VEBAOeUirtemsrttonal 10.10.96 MalboK-ServtoePT X X Maeibox-6ervtos P7 OktoberdS 
200581 VEBACCMGmbH 10.10.98 PRMD-Seivlce X APRMO-KopplUligVEBAAG 
200533 VE0ACOM Neb GmbH 10.10.96 PRMO-Sarvcee X A Standard PRMD 
200579 Vobts 10.10.96 Matacx-Servlce P7 X X PRMD-Sarvice KatfJbof 01 -09/97 
200563 Wartdl, VYilhetrn 10.10.86 EOl-Mtsaagrng X X A ED1-AU SeTtroff 
201251 Waco Pyrotecbriseho Fabric GmbH 01.0337 Ma dbcx-Service P7 X X Mailbox-Service P7 Febniar 97 
200564 WeWmOiier GmbH 6 Co. 10.10.95 Ed-Messaging X X A EDt-AU Standard 
201101 WERUAG 01.02.97 Mallbox-Se/viee P7 X X MtodboK-servrce rr uxtooer sra WtrtU AG 
200565 WIHA Wertaeuge Will Hahn GmbH & 10.1036 PRMD-Servics X X A Standard PRMD 
202323 WofffWaterode AG PRMD-Servfee X X PRMD-Service Fetmiar 97 



— 200226 
200205 

KUNDENIQ 
00207 

202294 
201783 
202286 
202501 
>01548 
200208 
202601 
202103 
202726 
201923 
202289 
202762 
202288 
202143 

216 
0215 
1080 

200221 
202394 
202722 
202126 
202560 
201943 
201523 
202540 
201944 
202292 
202503 
201544 
202642 
200219 

AER Reiseservice GmbH 
Aero Lkryri Ffirqrrisen GmbH 
AMG PRESSEAMT 
AnteEtektro 
Aral Mobil fOnk KTM GmbH 
Ate EDV-Handeta GmbH 
ATCOM GmbH 
Bayer AG 
BAYERAG 
Brenner T etekomtectinlk 
COM Groflhandels GmbH 
Com.Ptex 
Competitive Communication 
Compti Sales Eleklronik Harrdels GmbH 

Computer UnKs Handefs AG 
CVU System- & Hamfelsbaus GmbH 

FIRM A 

05.08.97 
05.06.97 
08.08.97 
22.09.97 

Palmier Bervr AG /FFM100C017 
Palmier Benx AG Abt. RKI 
Da Imler Benz AG KOM/P 2 
Delmen & Partner Rectrtarwaltskanztel 
Ocutsdher RelsebQro Verbard q. V. 
Pcutscbes Rotes Krenz 
DOERK KG 
Donautufting Teppichboden Vertrleb 

aufirags 

Kunrfen Fax 

OtENSTART 

Q . L e L . Q l  

MultiFAX Service 
FAX-Wo Service 
MultiFAX Service 
MulH-FAX Service 
Multi-FAX Service 
MultiFAX Service 
Multi-FAX Service 

01.04.97 FAX-irilo Service 
Multi-FAX Service 

22.10.97 
11.0757 
29.12.97 
26.06.97 
08.08.97 
06.01.98 
31.07.97 
30.07.97 

01.01.97 

29,08.97 
19.12.97 

Multt-Fax CBU1 (OKTOBER 96) 
FAX Info Service AcroLoyd 
Multi-Fax CBU I (OKTOBER 96) 
Multi-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU n (OKTOBER 97) 
MultiFax CBU II (OKTOBER 97) 

Multi-FAX Service 
Multi-FAX Service 
Multi-FAX Service 
Multi-FAX Service 
Multi-FAX Service 
Multi-FAX Service 
Multi-FAX 5ervice 
Multi-FAX Service 
Mchl-FAX Service 
MultiFAX Service 
Multi-FAX Service 
.Multi-FAX Service 
Multi-FAX Service 
Multi FAX Servica 

PREISLISTE 
CBU I 
CBU I 
CBU 1 
CBU II 
CBU II 
CBU II 

Multi-Fax CBU II (OKTOBER 97) CBU I 
FAX Into Service Fcbrvar 97 
Multi-Fax CBU I (OKTOBER 96) 
Muffi-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU 11 (OKTOBER 97] 

CBU II 
CBUI1 

Muttitex Com.Rex 
MulU-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU II (OKTOBER 97) 
Multrfax Computer 2000 
Multi-Fax CBU II (OKTOBER 97) 
MulU-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU I (OKTOBER 96) 
Multi-Fax CBU I (OKTOBER 96) 
Multi-Fax CBU1 (OKTOBER 96) 
Multi-Fax CBU I (OKTOBER 96) 
Multi-Fax CBU II (OKTOBER 97) 

25.07,97 
30.0997 

Ocmier Satellites Syateme GmbH 30.0657 

Douglas GnrbH 01.0457 

EU) DatentecbnlkGitibH 
ETC Compute rbandels GmbH 
Eurotel 
EXTRA Dateniervice GmbH 
GebaGmbH 
Hatenberg Kommunlkation 

29.09.97 

31,07.97 
22.09.97 
01.0457 
10.1197 

MultiFAX Service 
MultiFAX Service 
Multi-FAX Service 
Multi-FAX Service 
MultiFAX Service 
Multi-FAX Service 
Multi-FAX Service 
Multi-FAX Service 
MultiFAX Service 
MultiFAX Servica 

Multi-Fax CBU I (OKTOBER 96) 
Multi-Fax CBU 11 (OKTOBER 67) 
MultiFax CBU 11 (OKTOBER 97) 
Multi Fax CBU I (OKTOBER 96)" 
MultiFax CBU II (OKTOBER 97) 
MultiFax CBU II (OKTOBER 97) 
MultiFax CBU II (OKTOBER 97) 

MultiFax CBU I (OKTOBER 98) 
Multi-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU II (OKTOBER 97) 
MultiFax CBU1 (OKTOBER 66) 

DIVISION 

CBU I 
CBU I 

CBU It 
CBU II 
CBU) 

CBU II 
CBU I 
CBU I 
CBU I 
CBU I 
CBU II 
caui 
CBU II 
CBU II 
CBU I 
CBU II 
CBU II 
CBU II 
CBU II 
CBU I 
CBU II 
CBU II 

202663 
202725 

HiCcn* MultiFAX Service 

Hitefc COM 12,11.97 MultiFAX Service MultiFax CBU II (OKTOBER 97) 

Hochtiof AG 2912.97 MultiFAX Service Multi Fax CBU I (OKTOBER 96) 
CBU II 
CBU I 

QjjCfa ftbLA C(bL(& Soke 1 



FIRMA CM 
201403 IHoechsl AG ABT. CUKF 821 (MFax) 

AUFTRAGS 

"500213 [Hoechsl AG MLPffAX Telex Diensl _ 
201883 
200229 
201883 

01.03 97 

HPM GmbH 23.06.97 

KundenFax 

DtENSTART 

' a . t e L . a l  

Mutti-FAX Service 
Multt-FAX Service 
Multi-FAX Service 
FAX-ln(o Service 

PRHSLISTE B7iM 
Multi-Fax CBU1 (OKTOBER 96) CBU 
Multi-Fax CBU I (OKTOBER 96) CBUI 
Multt- Fax CPU 11 (OKTOBER 97) CBUIt 
FAX Into Service Infox CBUI 

202290 
202723 
202481 
200209 

* 
H 

202500 
(20022B 
202600 
202782 
200214 
200225 
202293 
201022 
201863 

I ntercofor Fotolaborbefriebe_ 07,07.97 Multi-FAX Service MuWi-Fax CBU 11 (OKTOBER 97) 

frrtergram International 31.07.97 Mutti-FAX Service Multt-Fax CBU II (OKTOBER 97) CBUIt 

Kfosiermaw.Ansflar Handcisvetlrctung 29.12.97 Multi-FAX Service Multt-Fax CBU II (OKTOBER 97) CBU II 

Larifler GmbH 11.09.97 Mutti-FAX Service MulU Fax CBU H (OKTOBER 97) CBU II 

IBS Mutti-FAX Service Matti Fax CBU I (OKTOBER 96) CBUI 

.Loltiaf Ruske PR 22 09.97 Multt-FAX Service Mum-Fax CBU II (OKTOBFR 97) 

LTU FAX-lnto Service FAX Into Service LTU 

Mertde LuWfracH GmbH 
Mercedes Bern AG AJbL HPC 1123 

21.10.97 
02.02 98 

Multt-FAX Service MuiU-Fax CBU II (OKTOBER 97) 
Mufti-FAX Service 

Mercedes Benz AG AbL HPC E607 MulttFAX Service Multt-Fax CBU I (OKTOBER 96) 

Mercedes Benz AG K/INT Multt-FAX Service 

MG EJektronic 31.07,97 MulttFAX Service 

Micro Compact Car GmbH MUltt-FAX Service 

CBUI 
CBUI 
CBU II 

Multt-Fax CBU I (OKTOBER 96) CBUI 
CBUI 

Multi-Fax CBU I (OKTOBFR 96) CBUI 
Mitt-Fax CBU II (OKTOBER 97) CBU it 
Multt-Fax CBU I (OKTOBER96) CBUI 

201545 
201963 
201703 

#• 

202502 
200202 
2C0222 
202243 
202662 

MoMfimk ZubehlrMTU 01.07.97 Muiti-FAX Servlca Muftt-f ax CBU It (OKTOBER 97) 

Nektof Netzwerk Tecfiriologie GmbH 
Oger Tours GmbH 
OK Service 

,01,04.97 Multi-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU il 

04.07.97 Multt-FAX Service 
01.06.97 Multt-FAX Service 

Multi-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU II (OKTOBER 97) 

CBU H 
CBU II 

OPM GmbH 22 09.97 MulttFAX Service Multi-Fax CBU II (OKTOBER 97) 

Radio NRW Mulli-FAX Service 
Rlreirhardl Toudstih u. FKigfotscn GmbH Mulli-FAX Service 

Multi-Fax CBU I (OKTOBER 96) 
Multt-Fax CBU ((OKTOBER 96) 

CBU 11 
CBUI 
CBUI 

BSB logistic Oe they 08.08.87 Multt-FAX Service 
Ft WE Enteorqung AG 12.11,97 Multt-FAX Service 

Multi-Fax CBU I (OKTOBER 06) 
Multi-Fax CBU II (OKTOBER 97) 

CBUI 
CBU il 

KWE Tetttatvce AG MulB-FAX Service Multi-Fax CBU II [OKTOBER 97) 
MutttFax CBU II (QKTOBER97) 

CBU II 
CBU II 

202003 
201946 

JFE—5 
A 2> 

201683 
'00224 
202460 
202126 
202063 

1202482 

Sates Coocepl 
Scan 80 GmbH 

Multi-FAX Service 
Mutti-FAX Service 

SchrottO. Komrmmikallon GmbH 23.05.97 Multt-FAX Service 
Multt-Fax CBU II (OKTOBER 97) 
Mum Fax cau 11 (OKTOBER 97) CBU II 

ScrwrJirw GmbH I. Gf. 12.10.86 Mulll-FAX Service Multt-Fax CBU I (OKTOBER 66) 

Sjflhtlg Diektverblndurrg GmbH 11.09.97 
SPT Marketing Service GbR mbH 
SSB GmbH 

202606 STR Tcuristik 
T. Kalbherm TelekommLfnikalion 

14.07.97 
Mulll-FAX Service 
Mum-FAX Service 

MulM-Fax CBU II (OKTOBER 97) 
Multi-Fax CBU II (OKTOBER 97) 

MiilFFAXServrce Multi-Fax CBU II (OKTOBER 97) 
30.10.97 Multt-FAX Service Multt-Fax CBU II (OKTOBER 97) 
11.09.97 MuW-FAX Service Multi-Fax CBU II (OKTOBER 97) 

CBUI 
CBU J| 
CBU il 
CBU II 
CBU II 
CBU II 

Seito 2 



Kundon Fa* 

io.t.eu.~o 

ESW FIRMA 
20020B 
200217 

200204 

TAS 
Terete 

31021 THYSSENF 
THYSSENPR 

202602 WaWeck Kfinik Gmbh 8 Co 
201583 
200220 

WE STUB A0T. 01-544 

29.10.97 
24.04.97 

AUFTRAGS 
MuW-FAX Service 
Multl- FAX Service 
MulB-FAX Service 
Multt-FAX Service 

WENSTART 

Muitt-FAX Service 

PREJSUSTE 
MullFFax CBU1 (OCTOBER 96) CBUt 
Mutll-Fax CBU i (OCTOBER 96) 
MUMFFaxCBU 1 (OKTOBER 96) 
Mum-Pax CBU I (OKTOBER 96[ 

Mutii- FAX Service 
Multi-fax CBU II (OKTOBER 97^ 
Mulli-Fax CBU I (OKTOBER 96) 

WEST18 Dtv 2/ABT. 01-2022 
204163 WE ST LB DIV 3/ABT. 01-3024 
201165 wesnja PIV VABT, 01-30271 
201162 
201168 
201169 
201167 

WESTLB DIV 3/ABT. 01-3031 

Multt-FAX Service MultV-Fax CBU I (OKTOBER 96) 
01.01.87 Multt-FAX Setvtos MUW-Fax CBU I (OKTOBER 96) 

,01.01.97 MulO-FAX Setvtoe Multi-Fax CBU I (OKTOBER 96) 
01.01.97 Mm ti-FAX Service Mum-Fax ceu 1 (OKTOBER 96) 

WESTLfl 01V 3/ABT. 01-30331 
WESTLB OA/ 3/ABT. 01-30343 
WESTLB 0 rv 3/ABT. 01-3036 
WEST LB DIV 3/ABT. 01-3037 

01.01.97 MultFFAX Service Multt-Fax CBU I (OKTOBER 96) 
01.01.97 Multt-FAX Service Multi-Fax CBU I (OKTOBER 96) 
01.01.97 Multt-FAX Service Multi-Fax CBU I (OKTOBER 96) 
01.01.97 Multt-FAX Service Multi-Fax CBU I (OKTOBFR 98) 

201161 
201160 WESTLB DIV 3/ABT. 01-30424 01.01.97 [Multt-FAX Service Mufti-Fax CBU I (OKTOBER 96) 

Multi-Fax CBU 1 jj"~ 
201170 
201171 

WESTLB PtV 3/ABT. 01-30433 
WESTLB DIV 3/ABT. 01-30434 

201172 WESTLB DIV 3/ABT. 01-3044 
201164 WESTLB DIV 3/ABT. 01-3045 

01.01.97 Multt-FAX Service 
01.01.97 Multt-FAX Service Multi-Fax CBU I (OKTOBER 96 
01.0197 Multt-FAX Servloe Multt-Fax CBU I (OKTOBER 96) 
01.01.97 Multt-FAX Service Multi-Fax CBU I (OKTOBER 96) 

201166 
1173 

WESTLB Research QrobH/A/rtiecres earth 01.01.97 
01.01.97 

Multt-FAX Service Multi-Fax CBU I (OKTOBER 96) 
Multt-Fax CBU I (OKTOBER 96) 

^1 5A« 
WESTLB Research GmbH/Bodsearch Multt-FAX Service 

202287 Witen KorrrrnwfkattonGmbH 12.08.97 MuW-FAX Service Muhl-Fax CBUII (OKTOBER 97) 

Selte 3 



kundenid 
AER Raises etvica GmbH 

FIRM A AUFTRAGS 

Kunden Fax 

OIENSTAHT 

Q . L e L . O l  

Multi-FAX Service 
PREtSLlSTE E22E3 

Multi-Fax CBU I (OKTQ3ER 96) CBU I 

200226 
200205 
202294 
201783 

Aero Uoyd FTugrelsen GmbH FAX-Info Service FAX Info Service AsroLoyd 

AMG PRESS EAMT Multi-FAX Service MutB-Fax CBU I (OKTQBER 95) 

AnleBeWro 05.0897 Multi-FAX Service 

Aral Mobil funk KTM GmbH 05.06.97 MulB-FAX Service 
Multi-Fax CBU H (OKTQBER 97) 
Multi-Fax CBU 11 (OKTQBER 97) 

CBU II 
CBU I 

ATC EOV-Handels GmbH 08.08.97 Mutti-FAX Service [Mufti-Fax CBU II (OKTQBER 97) CBU II 
202288 
202501 
201546 
200206 
202801 
202103 
202726 
201923 
202289 
202762 
202268 
202143 
200216 
200215 
201080 
200221 
202384 
202722 
202126 

ATCOM GmbH 22.09.97 MuiK-FAX Service Multi-Fax CBU II (OKTQBER 97) 

Bayer AG 01.04.97 FAX-lnfo Service FAX irfo Service Fehruar 97 

BAYERAG Mullv-FAX Service 

Brermer Telekomtecftnift 
COM Groflhandeia GmbH 

22.10.97 Mutti-FAX Service 
MtittFFax CBU I (OKTQBER 98) 
Multi-Fax CBU II (OKTQBER 97) 

11.07.97 Mutti-FAX Service Multi-Fax CBU II (OKTQBER 97) 

Com.Piex 
Competitive Communication 

29.12.97 
26.08.97 

Multi-FAX Servica Muttifax Complex 
Multi-FAX Servica MuM-Fax CBU It [OKTQBER 97) 

Corrpu Sales Eleklrcnik Handeis GmbH 
Computer 2000 

08.08.97 Mulfl FAX Service 
06.01.98 Mullt FAX Service 

Computer Links Handeis AG 
CVU System- & Handelsbaus GmbH 
Daimler Benz AG/FFM.1000017 
Daimler Benz AG Abt RKI 
Daimfer Berg AG KOM/P 2 
Dehnen & Partner Rachtanwaltskanztei 
n puis cher RetsebOro Verband e. V. 
Dents tires Rotes Kreuz 

131.07.97 Multi-FAX Service 
30.07.97 Multi-FAX Service 

Multi-FAX Service 
Mutti-FAX Service 

01.01.97 Multi-FAX Service 
Multi-FAX Service 

29.06.97 Multi-FAX Service 
19.12.97 MutU-FAX Service 
25.07.97 MutU-FAX Service 

CBU I 
CBU I 
CBU H 
CBUH 

Mulll-Fax CBU II (OKTQBER 97) 
CBU II 
CBU II 

Muttifax Computer 2000 
Multi-Fax CBU II (OKTQBER 97) 
Multi-Fax CBU II (OKTQBER 97) 

CBU i 
CBU LI 
CBU II 

Multi-Fax CBU I (OKTQBER 96) 
Muilr-Fax CBU 1 (OKTQBER 96) 

CBU1 
CBU I 

Multi-fax CBU I (OKTQBER 96) 
Multi-Fax CBU I (OKTQBER 96) 
Multi-Fax CBU II (OKTQBER 97) 
Multi-Fax CBU t (OKTQBER 96) 
MuHFFax CBU II (QKT08ER 97] 

CBU I 
CBU I 
CBU II 
CBU I 
CBU II 
CBU II 

202560 
201943 
201523 
202540 
201944 
202292 
202503 
201544 
202642 
200219 
202683 
202725 

Dcrauluftina Teppichboden Vertrieb 30.09.97 Mutti-FAX Service Multi-Fax CBU II (OKTQBER 97) 

Homier Satellites Svgteme GmbH 30.06.07 Mutti-FAX Service MMO-Fax CBU > (OKTQ9ER 96) CBU I 

Douglas GrrbH 01.04.97 Muftt-FAX Service Muiti-Fax CBU II (QKTOBEK 97) CBU II 

EU) Datentachnik GmbH 29,09.97 Multi-FAX Service Mutd-Fax CBU II (OKTQBER 97) 

ETC Com pule rbandete GmbH MulU-FAX Service Multi-Fax CBU H (OKTQBER 97) 
CBU II 
CBU II 

Eurolel 31.07.97 Mutti-FAX Service 

EXTRA Patenservice GmbH 
Geba GmbH 

22,09.97 
01.0497 

Multi-FAX Service 
Muiti-Fax CBU M (OKTQBER 97) 
Multt Fax CBU I (OKTQBER 9Sf 

CBU II 
CBU 1 

Multi-FAX Service Multi-Fax CBU ll(CKT0BER97) CBU I 

Hamnberg KomroumTcaBon 
HiCom 

10.11.97 Multi-FAX Service 
MultFFAX Servtoe 

Multi-Fax CBU II [OKTQBER 97) 
Multi-Fax CBU I (OKTQBER 96)" 

CBU II 

HttekCOM 12.11.97 Mutti-FAX Service Multi-Fax CBU IROKTOBER 97) 
CBU I 
ceu ii 

Hochficf AG 29.12.97 Multi-FAX Service Multi-Fax CBU I (OKTQBER B6) CBU I 

Sella t 



'o.teL.dl 
KUNDENJO FIRM A AUFTRAGS DIENS7ART PRHSLISTE DIVISION 
201403 Hoechst AG AST. CUKF 821 (MFax) 01.03.97 Mufti-FAX Service Multi-Fax CBUI (OKTOBER 96) CBU 1 
200213 Hoecbsl AGMLP/FAX Tele* Dfensl MuW-FAX Service Mutti-Fax CBU 1 (OKTOBER 96^ CBU 1 
201883 HPM GmbH 23.06.97 Muftl-FAX Service MultiFax CBU II (OKTOBER 97) CBU II 
200229 Info* FAX-lnfo Service FAX Info Service Info* CBU 1 
201983 frrtercotoi Fototaborbetriabe 07.07.97 Mutti FAX Service MutS-Fax CBU II (OKTOBER 91Q_ CBU II 
202290 rnlergram International 31.07.97 MuW-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
202723 Kl&$f8rrrarr, Ansgar Hantielsverfretung 29.1297 MultJ-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
202401 langer GmbH 11.09 97 MutH-FAX Service Multi-Fax CBU 11 (OKTOBER 97) CBU 11 
200209 LBS MUti-F AX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
202500 Lolhar Ru*ke PR 22.09.97 MultJ-FAX Service MutH-Fax CBU II (OKTOBER 97) CBU II 
200228 LTU FAX-lnfo Service FAX Info Service LTU CBU 1 
202600 Mer«fe Luflftacht GmbH 21.10.97 MuW-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
202782 Mercedes Berrz AG AbL HPC 1123 02.02.98 MuW-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU I 
200214 Mercedes Benz AG Abt HPC E607 MuitLFAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
200225 Mercedes Benz AG K/1NT Mulb-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
202293 MG EJektronlc 31.07.97 MultFFAX Service MuJti-Fax CBU 11 (OKTOBER 9T) CBU II 
201022 Micro Cornpacl Cer GmbH Mutti-FAX Service MulliFax CBU 1 (OKTOBER 96) CBU 1 
201863 MobMunk Zubetiflr MTU 01.07.97 MuW-FAX Service Multi-Fax CBU II (OKTOBER 97^ CBU II 
201545 Neldor Nebweik Technotogle GmbH 07.04.97 Multi-FAX Service Multi-Fax CBU II (OKTOBER 971 CBU II 
201963 Oger Tours GmbH 04.07.97 MultFFAX Service MultVFax CBU II (OKTOBER 97) CBU II 
201703 OK Service 01.06.97 Multi-FAX Service Multi-Fax CBU II (OKTOBER 97) ceun 
202502 OPM GmbH 22.09.97 Multi-FAX Service Mufti-Fax CBU II (OKTOBER 97) CBU II 
200202 Radio NRVV MuW-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
200222 Rbelnhardt Tourfsbk u. FVrgrelsen GmbH Mulli-FAX Service Mulll Fax CBU 1 (OKTOBER 96) CBU 1 
202243 RSB Logistic Delhey 08.08.97 MutH-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU I 
202662 RWE Entscrgung AG 12.11.97 MulU-FAX Service Multf-Fax C8U11 (OKTOBER 97) CBU II 
202024 RWE Ttetliance AG Mulb-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
202003 Sales Concepl Multl-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
201948 Scar* 80 GmbH Mulli-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
201683 SdirottO, Komrramiksrffon GmbH 23,05.97 MuW-FAX Service Mutti-Fax CBU 11 (OKTOBER 97) CBU 11 
200224 ScreenTfoa GmbH L Gr. 12.ta86 Mulli-FAX Service Multi-Fax C0U1 (OKTOBER 96) CBU 1 
202480 Sictitlg Oirektverbfodung GmbH 11.09.97 Multi-FAX Service MuttiFax CBU IIJOKTOBER 97) CBU N 
202125 SPT Marketing Service GbRmbH 14.07.97 Murn-FAX Service Mutti-Fax CBU IJ (OKTOBER 97) CBU II 
202063 SSB GmbH Mulrt-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
202606 STR Touristik 30.10.97 Multt-FAX Service Mutti-Fax CBU II (OKTOBER 97)^ CBU II 
202482 T. Kalbbenn Telekomrnurrfkation 11.09.97 MuW-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 

Seito 2 



Kunden Fax 

l O . t e L . O  

KUNOENID FIRMA AUFTRAGS DIENSTAKT PRESUSTE DIVISION 
200208 TAS Multi-FAX Service MullFFax CBlf 1 (OKTOBER 86) CBU 1 
200217 TemlC Mulll-FAX Service Midi i-Fax CBU1 (OKTOBER 96) CBU 1 
201021 THYSSENF Multi-FAX Service MuMTFax Call I (OKTOBER 96) CBU 1 
200204 7HYSSENPR MullFFAX Service MuHFFax CBU 1 (OKTOBER 96) CBU 1 
202602 WaWeck KFntk Gmbh 3 Co 28.10.97 MuiK-FAX Service Multi-Fax CBU II (OKTOBER 97) CBU II 
201503 WESTLB ABT. 01-541 24.04.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
200220 WESTLB Dlv 2/ABT. 01-2022 Mulb-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU I 
201163 WESTlfl DIV 3/ABT. 01-3024 01.0197 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
201166 WESTLB OIV 3/ABT. 01-30271 01.01.97 MultFFAX Service MuW-Fax CBU 1 (OKTOBER 96) CBU 1 
201162 WESTLB DIV 3/ABT. 01-3031 01.01.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
201166 WESTLB DIV 3/ABT. 01^30331 01.01.97 MultFFAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
201169 WESTLB DIV 3/ABT. 01-30343 01.01.97 Multi-FAX Service Mum-Fax CBU 1 (OKTOBER 96) CBU 1 
201167 WESTLB D(V 3/ABT. 01-3038 01.01.97 Muttt-FAX Service Mutti-Fax CBU 1 (OKTOBER 96) CBU I 
201161 WESTLB DIV 3/ABT. 01-3037 01.01.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 99) CBU 1 
20H60 WESTLB DIV 3/ABT. 0t-30424 01.01.97 Multi-FAX Service Mulrt-Fax CBU 1 (OKTOBER 98) CBU 1 
201170 WESTLB DIV 3/ABT. 01-30433 01.01.97 MultFFAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU r 
201171 WESTLB DIV 3/ABT. 01-30434 01.01.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBOI 
201172 WESTLB DIV 3/ABT. 01-3044 01.01.87 Multi-FAX Service Mutt-Fax CBU 1 (OKTOBER 96) CBLM 
201164 WESTLB DIV 3/ABT. 01-3045 01.01.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
201166 WESTLB Research GmbN/AMfenresearch 01.01.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU) 
201173 WESTLB Research GmbH/Bodsearcti 01.01.97 Multi-FAX Service Multi-Fax CBU 1 (OKTOBER 96) CBU 1 
202287 Witen KommurikaHor\ GmbH 12.08.97 Multi-FAX Service MuW-Fax CBU II (OKTOBER97) CBU II 

SelteS 



revenue Fax services 

customer Fax service revenue 
1997 

•/• revenue revenue Jan - march 98 % revenue 

Jan 98 Feb 98 Mr* 98 VTD1994 
AER Reiseservioa GmbH 42.J01 3,9* 424 1.478 586 2.468 3,9% 
Aetb Lloyd Flugrefcen GmbH 12.009 1.1% 939 588 980 2.807 1.0% 
AMG Presstramt 7.100 0.7% 237 224 800 1-281 0,6% 
ATC EOVHantfels GmbH 3.497 3.187 1.113 7.798 2,8% 
Bayer AG 33.938 3.1% 2.825 1453 3.0S3 7.240 2,6% 
COM GraOhandels GmbH 190 60 71 350 0,1% 
Daimler Berct AG 80.766 9,2% 2 890 1437 6.063 10.690 3.9% 
Detmen A Partner RerJitanwallskarufet 301 30% 25 25 25 75 0.0% 
Deufsches Rotes toetrz 250 250 0.1% 
Da riairt lifting Tftppkhboden Veitrieb GmbH • Co. KG 1 1 0.0% 
Dcmler Satefliten Systems GmbH 813 0,1% 355 362 544 1.271 0.5% 
Dr. Ing. tvc.F. Porsche AG 37 37 0.0% 
ETC Computerhandels GmbH 189 194 383 0.1% 
EXTRA OaUiaseTvics GmbH 8.086 0.7% 4.076 5.469 8.814 16.358 5.8% 
Kochbel AG 132 132 0.0% 
Hoechst AG 217.724 20.2% 6.698 7.718 33-285 47.619 17,0% 
Into* 2.085 0.3% 218 183 186 586 0.2% 
Ktoslermann, Anscat Handelsvertroturrg 50 50 0,0% 
LBS 2.481 0.2% 50 SO 3,0% 
LTD International Airways 70.C81 8.5% 4.740 3.945 4.569 13255 4.7% 
m_p reject -125 0.0% 
MmccJes 8enz AG 1.170 0.1% 346 621 29 998 0,4% 
Meroodea Beriz AG 86.790 8.1% 27 25 1 003 1.055 0.4% 
Metro MGl Informatlk GmbH 
Micro Compact Car GmbH 3259 0.3% 35 25 25 as 0.0% 
NeMor 69 0.0% 
Oliver SciiroU Kontmunili allon GmbH 512 0.0% 1 i 0.0% 
Radio NRW 41.997 3,9% 3.732 3.661 4446 12.140 4.3% 
Rembardt Tourijtfk GmbH 1.9BO 0,2% 121 146 287 0.1% 
RSB Logistic Delhay 3.130 0,3% 457 569 757 T.773 0,6% 
RWE TelflaocoAG 442 442 0,2% 
Scteenline 37.755 3.5% 3.703 3625 3.996 11.224 4,0% 
TAS 3.987 0.4% 
Taroic 1.542 0.1% 27 80 105 211 0,1% 
Thyssen AG 15.324 1.4% 1.030 1.344 210 2.584 0,9% 
Waldech Kdnik Grobh A Co 1.321 1 321 0.5% 
West LB Research GmbH 23.063 2.1% 1.089 1.789 1.633 4.011 1,4% 
Wcstdeulscho La rides bank 363.801 33.7% 37.730 38.654 54.767 131.150 48.8% 
Customer C0U2 30.53B 2,8% 
Total 1.080.069 100.0% 78.937 77.794 125410 280.141 100,0% 
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BURTON GRAD ASSOCIATES, INC. 
I O I POST ROAD EAST 

WESTPORT, CONNECTICUT O688O 
(203)222-87 18 FAX: (203) 222-8728 

E-MAIL: BURTGRAD@AOL.COM 

Bate: May 15, 1998 

To: Joe Blumberg 
Specifics 

cc: Morgan Crew 
Eileen File 

From: Burton Grad 

Subject: Cottage Customer Survey 

Enclosed is the signed agreement for the Cottage Project. Your target date for completion of the 
interviews is 5/22 and for the report is 5/27. 

I recognize that these dates may not be feasible because of the delays in getting the names to you 
and that you only have one interviewer qualified in German. Therefore, I am asking you to 
prepare a preliminary report covering as many of the Fax services customers and the x.400 Hubs 
as possible by 5/20. 

Let's keep this moving. Call if you have any problems. 

3840.mem 



iiMr-ij-iyyu lyuk SPECIFICSTlncT Atlanta 770 391 0132 P.01/01 

S P E C I F I C S  
I N C O R P O R A T E D  

3 5  G L E N L A K E  P A R K W A Y  -  S U I T E  1 5 0  -  A T L A N T A  G E O R G I A  3 0 3 2 8  •  T £  L  7 7 0 - 3 9 1 - O O 1 3  *  F A X  7 7 0 - 3 9 1  0 1 3 2  

AGREEMENT BETWEEN BURTON GRAD ASSOCIATES AND SPECIFICS, INC. 
May 4,1998 
rtv. May 11,1998 

Workscope: Specifics will prepare 2 questionnaires, and conduct 35 total interviews with customers of the 
subject firm as follows: 

/ Questionnaire 1: Fax Services — 15 interviews with 3 customers who use fax on demand 
and 12 customers who use broadcast / other fax services. 

S Questionnaire 2: X.400 Services — 20 interviews with 4 messaging customers, 10 
EDI Hubs, and 6 EDI Spokes. 

The introduction to the interview will identify the sponsor of the study as Cottage which is 
interested in learning more about how its customers use their services, and whether or not they are 
satisfied with these services. 

Deliverables: 

Timeframe: 

Price and 
Terms: 

BGAI will be responsible for reviewing the questionnaires and for reviewing the list of potential 
respondents to meet the criteria for the BGAI due diligence study being conducted regarding the 
subject firm. The respondent list will contain: Company name, address and telephone number; 
contact name; services used and how long the services have been provided. As many names should 
be submitted as possible to ensure that the desired sample size can be reached in a short timeframe. 

Specifics will deliver an executive summary report on the findings of the interviews which will 
depict any potential problems or consistent patterns of response to the questions. 

Results will be delivered to BGAI within three days of completion of the interviews. The target 
date for completion of the project is May^F 1998. ^ 

[27\ 
The total price for this study will be $15,875, which includes translation of the questionnaire 
into German and the responses into English. International long distance charges will be 
billed separately. 

Due to the short timeframe, there will be no up-front payment required. A final invoice will be 
submitted to BGAI (or the subject firm) at the completion of the project. Payment is due within 
ten days of the invoice date. 
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