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Summar v fhe Customization Team met and discussed the
process ana meltrics we should use when evaluating praoposed
custom versions of SPC oroduacts., We agreed to circulats the
Fough proposal owe developed for comments, and provide the
tinal proposal to the managemnsnt tesam which will be updatinog
the FLL in the nesr tuture.,

team members and OO Lisity

The foliowing i a preliminary proposal +or an amendment to
the Froduct Lide Cveole document. this amendment covers the
process and owideldines for doing custom versions of BFO

orodust s, Yo comments would be appreciated. Flease
fopwarad o vowr inputs bo ome by the end or the week. L1/7786.

Users have become morse demanding as thelr choloes have
gxpanded. FE oA result, we are getting aore and mors
Freaussts for special enhancements to ow oroducts., Thes
tollowing selt of definitions and steps are intending as
puidelines for deciding to do custom versions, and for
maraglng the process.

L. CHATEBORIEDS
Mhere are two basic categories of custom products:

Hou Metall versions are special changes to produacts
that roll into the standard retaill oproducts under & new
version nusbher (1.e.. 1,81, 1.6, Tvpically., this
cateagory covers additional perioheral or svatem
support, of conversion wtilities for obther sottware.

& key difderence from the other tvpe of custom product
is that there are no changes to the manual , packasge. or
disk label. Also,. obther customers might Deretit from
The chands.

i custon versions are chanoes that cannot roll dinto
the retaill product because they do ot apoly to obther
CLEL OMmEr 8. This tvpe involves a separate SEU, and 13
treated like an OEM sale.

Becausse of the Lab. support and manutactuwring oostes
associated with custom versions, ow ghisective 1s ©o
svoi ot bthem unless very provibabde, i aveld Fimanoial



Fiesk. oa custom version will only be develoned and built
bo & F.0. . dust as i+ it were an 0EM sale.

2. DIBTINGUISHING VERBIONS

Both tvpes of custom products must be digtinguishable from
other versions.

a. Retail versions will be distinouished two wavs.
The proogram itselts by tvoing "V¥" at the main menu),
and the slipcase (on the bottom) will show the version
rumber. ALl of the product lines should use the same
method for ddentifving versions.

Ky Custom versions will have a unigue version number .
using the same identifiers as retail. plus theyv will
aleo have wniogus disk labels and. probably,. manuals.
Lepending on the customsr. there may be obher
ditterences from the retaill version.

e PHF&CT

Hobth bthe teams and the sales force must understand the full
tmpact of custom work on the long term profitability of SPC.

F= Fro - Increased sales
Long-term strategioc partnershios
Strong relationships with corporate
evaluators

.. o - Opportunity costs (takes resouroes away from
mew praducts)
fesouwrce conflicts
noressed coste and expenses — &ll
cepartments

4. AFPPROVGL PROCESS

e process for approval of a specisl retaill or custom
versian will be:

o The RoM starts the process. and i3 the champion for
the special version., Reguests +or custom work that
coms 1nto oL throwoh other departments., f.e.. Feodoect

support, should be funnelled bto the RESH,

fhe RaPl asseables the following information for their
proposal Lo the Froduct Mansose:

1 Bamer oF Company

;i Fotential volume (forecast)

1ii. Timing ov shipments (forecast)

1V Frioritized List of recguested chanaes (as
detailled as possible)

Vi ke Judgement on whether the changes will
make a diftterence to the sale, and which
ttems in the list are kev to the sale.

Vil An understanding with the customer that thev
will have to purchase Presmium Support.

i the Froduct Manaosr reviews the proposal with the
FEM oand doss the filrst scoreening. This may involve
checking for workarounds o milsunderstandings about the
product . or claritving the reguest directly with the
customer .,

[ The Section Manaoger sizes the orodect. reviews the



firancial and strategic teade offs, and makes the final
decision whether to approve the oroiect. ihMise may
povirlve Looking for alternatives such as oubside
consultants. oF reviewing the technical feasibility and
sohedule iopact with the Froject Manager ang Lab
Flamager . dhe wmection Mamesger 18 responsibles vor
getting inputs feom the appropriate people.

G I+ approved. the proigsct is oulb on bhe BRD scheduole
s it will be correctly torecasted throuohout the
company . and the Froduct Team takes over the

P bementatdon.

& When the retall version is available bo ship, the
FoM takes over & ohampion, personally submitting the
initial and following orders. e dealer, or customesye
14 direct, must order by version oumber .

BNl U T ION

Lh

fhe metrics for evaluating whether a proposal will be
revieswed are:

EP st soregning Froduct Maoager ) s

oproposal will be reviewsd i+ 1t involves g

#osite License

e M FADLAEE FFS sale or a $100.000 Harvard sale

iid. DUH installations

VT Ilessues of important technical interest
vimciuding bug fixes o omaior customners

i Issues of strategic importance to futurs
gl e

S

e Final scoreening - The orotitability of the proposal
will e compared to the protitability of the
alternative use of the resources (the opportunity
costl.

& FleabLIF aCTUR TNG

Manuracturing makes the decision whether to bulld vs. redupe
& omew retall version.

Foo GETTIMG IT TO THE CUSTOMER

Detting up an agresment with the customer/dealer to get the
retall version to the gustomer i1s the responsibility of the
Faid,

= Luston versions. those made specially for one
customsr onlv, will only be built to a P.O., and will
e shioped direct to the customer. lhis is the sasiest
case ror the RHSRE.

D Fetal l versions. those rolling into the standaed
product inventory., are more complexr Lo manage.

Betore bhe lean bhegins work on the special version. the
oM shouwld have an agresment outlined with the

custoner /dealer Lo manace the purchase and distribution
ot the spescial version — both from S0 to the customer,
and within the corporation.

s Directs I the oroduct 1s being sold direct.
then manutacoturino will shio divect, This i the



5300 plest Case +0r
also be purchased direct, 14 possible,

i Deal e I the product is being purchased
through a desler, manufacturing can eithers:

= ohip direct to the customer., and the dealer

recel ves a commission from 5F0.

= Ghip the product to the dealer. and the
purohasses goes through normal retaill channels.

oall cases, the customer must understand bhow to order
tuture volumes.  The REM is responsible +or explaining
Why we cannot guarantee a special version throuah the
narmal retall channels because of the shipment lag

L1 me.

Hae  BUFPORT

fo help to dedray the added sepenses of special versions,
ard o inswe that the customer gets the rioht version., we
will reguire that the customsr purchase Feomium Support.

the RoM should evaluate whether the customer nesds more bLhan
ore Contact person. depending on whether thelr internal oser
support s centrally or decentrally organized.

Fricing of Fremiwnm Support i based on the number of
contacts.  The RBEM should work with the Froduct Support
marager to put btogether the optimal package for the
customear.

i ususal F-dav warranty appliss Yor the customer who ls
buving a special version. bhould they get the wrong
version, either by ouwr ervror or because they bought the
product throuogh retail, we will replace the disk with the
correct version free for Y8 davs., or for the standaed
replacement fes thereatter.

Lommaric s reac <

purchases should
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b deot Fize Duoont order for PR
it owould be vine to contact DufFont. My contyact bhere i1s:
Fodimes Drumind res
Field Sales Aautomation
(AR SRE-Hlal
I oam scheduled to follow up with him this week (follow up to
a meeting L had with him 2 wks agor so 1o will mention that

vok will e callinog next week.

LOnanG: oreate



