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CSP-PMO BENEFITS

By providing large project support for the DIGITAL Educational Services Sales effort, we are able to:

¢ Provide a business perspective to support the techni- * Access worldwide programs and activities, expanding
cal training solution; our experience, database and visibility;

* Act as a single point Educational Services contact for * Standardize automated systems and processes for all
creation of the total solution; CSP-PMO activities.

QUESTIONS COMMONLY ASKED OF CSP-PMO

Q. Why was the CSP-PMO group formed? - The amount and complexity of large project oppor-
tunities is increasing, requiring a more formal-
ized approach and dedicated, highly-skilled staff
support.

Q. If you focus on providing project management for . Most large projects have the need for dedicated focus
for our largest accounts, aren’t you in effect dupli- and a variety of specialized support resources not
cating the efforts of the Area Educational Services’ always available in the Field locations. We do not
businesses? duplicate the efforts of the area businesses; rather,

we supplement them.

. Once the sale is made, how is the proposed solu- . The Area Training Manager in conjunction with the
tion delivered? assigned program implementation manager works
with CSP-PMO to implement the program.

Q. How do I contact CSP-PMO? . Call the Customer Support Programs-Project Man-
agement Office at:

DTN: 249-4972 or DTN: 249-1698
(617) 276-4972 or (617) 276-1698

CSP-PMO

CUSTOMER SUPPORT PROGRAMS
PROJECT MANAGEMENT OFFICE

EDUCATIONAL SERVICES
Turning Potential into Performance

DIGITAL Internal Use Only DIGITAL Internal Use Only




CUSTOMER SUPPORT PROGRAMS -PROJECT MANAGEMENT OFFI CE CSP-PMO ROLE IN THE EDU(ATI ONAL SERVICES *BID OPPORTUNITY

The Customer Support Programs-Project Management Office (CSP-PMO) supports Educational Services’ business CSP-PMO evaluates requests for assistance based on the established criteria of the revenue value, the type of oppor-
within the United States, Europe, and GIA by providing project/program management services in response to cus- tunity (standarq Off-tthShle courses or non-s.tandard cu.stomlzed courses) and the delivery relative to single or mul-
tomer RFIs/RFPs. We have also established the systems and processes necessary to deliver unsolicited proposals to tiple geographies as referenced in the following flow diagram:

corporate, national and major accounts.
OPPORTUNITY IDENTIFICATION AND EVALUATION PROCESS

CSP-PMO METHODOLOGY
We have developed program management tools and systems in support of the D.l(?ll’lAL Program Methpdology (QPM) ey ety
to assist the Educational Services Area Sales Support Managers in pre-sales activities and in developing Educational Egi’e: ity gty
Services’ training proposals. The methodology is a framework that consistently encompasses and defines all the ele- Sales Suppor gg;seﬁﬁearg;ge’
; ifi i i i iviti lanager
ments of the project, dividing the project life cycle into specific phases in which discrete activities occur that pro- gi
duce tangible results.
Initial Initial
Analysis Analysis

DIGITAL PROJECT METHODOLOGY
EDUCATIONAL SERVICES

Type of Federal
opportunity?
< Account Management > y
< > No FSG Yes
Project Management Corvirriersial S
ES
Greater th Less

Quality Assurance > reater than Revenue ess than

Dollar

Value?

Yes

Strategic

Positioning? ESvren

Sales Support
Manager

Non-Standard

Type of

Phase DEFINITION ANALYSIS DESIGN IMPLEMEN- INSTALLA- OPERATION
TATION TION

« Team opportunity?
« Prototype
ntified . .
« Qualification . Flfrzplélseal (g;eglear:;‘on Validated Tgacrmt?on « Not Standard J
Deliverables & Position Created Time Lines « Initial e RatowU Applicable -

Report Training P CSP-PMOJES Fed. Prop ES Federal

« Customer and Schedules Delivered Group Communication Proposal

Acceptance Multiple CSP-PMO Grou

Review —‘—.[‘p

= Single
HOW DOES CSP-PMO RELATE TO OTHER EDUCATIONAL SERVICES GROUPS? 5 dren
Educational Services’ training opportunities for corporate, national and major accounts are identified by the Sales gi'peSon P * NOTE, CSP£O wil cotact Avea
. o o . : ~ > i N i N I M
Account Representative. Once identified, the appropriate accogm team contacts th( Edqul[lOl’lal Services Area Sales Manager involvement? Initiate on potental gppoar?fr?:ressI:s”::eocrer\nvae}ém
Support Manager and/or the Federal Sales Manager who then directs the opportunity to CSP-PMO. DPM e Sl
“*In a 12 Month Period
Sales Representative X
/ < & IS e CSP-PMO RESPONSIBILITIES
\ CSP-PMO is responsible for the continuity and content of the Educational Services’ component of the proposals we
ES Area Sales ES Federal Sales Manager generate by:
Support Manager
I \ s .
/ CSP-PMO X e Providing a corporate focus on large pre-sales Educa- * Reviewing the requirements for response and custom-
l tional Services’ opportunities; izing a proposal to meet specific needs;
/ T 1 1 AV e Identifying customer requirements; * Providing word and graphic layout for proposal com-

position using desk-top publishing;

* Coordinating the expertise needed for the proposal
response; * Developing the implementation plan for post-award
deliverables.

Development
and
Publishing

Software
Training

Hardware
Training

Custom
Courseware

DIGITAL
Management
Education

CSP-PMO TEAM
CSP-PMO utilizes a team approach in developing its proposals. All members of the CSP-PMO Team have direct expe-
rience in program management and/or customer consulting. Each individual also has a primary specialty in one or

We act as the liaison in support of large projects to access expertise within Educational Services and other DIGITAL more of the following areas:

and/or vendor groups. CSP-PMO coordinates all the activities necessary resulting in a “total training solution” .
proposal for the customer. - Busme'ss Managemcm — Sales Support

— Organizational Development - Commercial & Government Markets

— Educational Design & Development — Educational Measurement & Evaluation

— Training Operations

Our team approach offers the finest combination of program management and customer consulting skills available.

DIGITAL Internal Use Only DIGITAL Internal Use Only
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DIGITAL PROGRAM METHODOLOGY \,

ACCOUNT MANAGEMENT

PROGRAM MANAGEMENT

Phase

Deliverables

Exit
Criteria

Eﬂﬂnan“ EJ-32219-76
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Phases

Deliverables

DIGITAL PROJECT METHODOLOGY
EDUCATIONAL SERVICES

Account Management

=

Project Management

<4

Quality Assurance

>
g

DEFINITION

ANALYSIS

DESIGN

IMPLEMENTATION

INSTALLATION OPERATION

» Qualification And
Position Report

* Team Assémbled

» Completed Proposal

« Contract Award/
Signed Letter of
Understanding

Plan

« Implementation
Plan

» Detailed Task
And Pert Charts

« Business Operation

« Prototype
Validated

« Initial
Training

Delivered

« Training Plan

« Evaluation

« Plan Updated

* Post
Program
- Support
- Review

- Follow-up

Eﬂannan‘v

September, 1988




Activities Phases

Deliverables

DIGITAL PROJECT METHODOLOGY
EDUCATIONAL SERVICES

Account Management

>

<4

Project Management

<4

Quality Assurance

g

DEFINITION

Concept

Development

Evaluation

ANALYSIS

Proposal
Development

DESIGN

Deliverables Scheduling

IMPLEMENTATION

INSTALLATION

OPERATION

® |nitial

* Assess Create Collect * Submit * Product
busjness requirements team data initial
review data * Training
- Business Identify Evaluate services
- Systems resources * Phased
- Support Write pricing * Tests
- Legal Identify response
- Geography functional * Negotiate Evaluation
- Resources and Assemble
- Government/ support finished * Best and
Commercial people product final offer
* Approach Set Curriculum
standards documented
« Commitment to and
respond Decide defined
format
e Decision point ¢ Bid - No Bid Team Proposal * Contract * Implemen-
agreement to identified to bid * Award tation plan
do business or and * Signed  Business
S assembled I:r?;;rd operation

business

standing

plan

* |nitiate
action
plan

- Where
trained

- Number
of people
to train

- Who will

train

® Delivery of initial
training

* Prototype of custom
software validated

* Execute the plan

¢ Delivery of
support
services

* Quality
assurance

* Detailed
workplans
* Timelines

* Schedules

* Prototype validated
* Initial training
delivered

e Tracking

¢ Final evaluation
and report

* Follow-up

Post program
review

Operational
support
services

Archive
material

o Not
Applicable

dlilgliltial

July, 1988




DIGITAL PROJECT METHODOLOGY
EDUCATIONAL SERVICES
FLOW CHART

- - - - Pre-Phase 0
(Definition)

I Yes

----Phase 0
(Analysis)

---- Phase 1
(Design)

] - - - - Phase 2
(Implementation)

e R
l Yes

- - - - Phase 3
(Installation)

- - - - Phase 4
(Operation)




EDUCATIONAL SERVICES

PROGRAM MANAGEMENT
OFFICE




"The most important thing

with computers is training

people to use them."

...comments by Ken Olsen at
DecWorld 88, Cannes, France




CSP-PMO CHARTER

"... provide project/program management
services to respond to customer RFI/RFPs

and to establish the systems and process
to deliver unsolicited proposals to ..."

*LRP FY38




ENTERPRISE PLANNING AND INTEGRATION
HUMAN SYSTEMS DESIGN TEAM

el
ENVIRONMENT

ENTERPRISE

Indus
chhnotlrggy

Information
Technology

ON



LARGE PROJECTS OFFICE

SKILLS INVENTORY PLANNING

— CORE SKILLS
- SPECIALTY

PROGRAM
MANAGEMENT

BUSINESS DESIGN
MGMT. ORG. | DEVELOPMENT

DEVELOPMENT

MEAS.
EVALUATION

TRAINING
OPERATIONS

DEC
KNOWLEDGE

SALES
SUPPORT

CUSTOMER
CONSULTING




CUSTOMER SUPPORT PROGRAMS

Large Projects Office

Diane Bauer (Manager)

Lenora Galinos

Program Educational Administration
Managers Consultants
__ Diane Bauer __ Cliff Donath — Claire
Penney
__Rick Robuccio _Peg Raymond

Betty Olshewsky _ Ken Wadoski




DIGITAL PROGRAM METHODOLOGY

ACCOUNT MANAGEMENT

PROGRAM MANAGEMENT

-
DEFINITION I ANALYSIS I DESIGN IMPLEMENTATION INSTALLATION OPERATION
Functional Solution Components Operational
Qualification Specification g l%oftwaan;e Installed System Support
e System Design o Services Accepted Solution Services
Specification o Training Trained Users
Program ) Post Program
o Documentation
Revi
Manager Named i ' g
Specification Tested Solution
Acceptance Test Archived
ce Tes :
Proposed Package Material
Services Solution
Prepared Customer
COntIaCt Fxﬂities

Management
Selection

Successful Integration

and Systems Test

Signed Acceptance
Test



DIGITAL PROJECT METHODOLOGY

ACCOUNT MANAGEMENT
PROJECT MANAGEMENT
QUALITY ASSURANCE
I DEFINITION I ANALYSIS I DESIGN I IMPLEMENTATION INSTALLATION I OPERATION
ﬁo Qualification o Team o Business o Prototype o Training Plan o Post
and Position Assembled Operation Plan Validated Epseaed e
Report
o Completed o Implementation o Tnitiel Tt o Evaluation Reports -Support
Proposal Plan Delivered -Review
" -Follow-up
o Contract o Detailed Task
Award/Signed and Pert
Letter of Charts
Understanding




OPPORTUNITY IDENTIFICATION AND EVALUATION PROCESS
RFI/RFP AND UNSOLICITED SYSTEMS PROPOSALS

Identify Opportunity *

ES Regional
Sales Support Mgr.

* Data req list completed
* Timing of response identified
* Area/Country validation received

Initial
Analysis

Federal

Type of

Identify Opportunity*

ES Federal
Sales Mgr.

e Data req hst completed

Initial
* Timing of response identified

Analysis
* Area/Country validation received

opportunity?

No

FSG

Commercial

ES
Revenue
Dollar
Value?

Greater than
$300K* *

$300K" *

Supported?

Yes

Strategic
Positioning?

Magr.

Non-Standard

ES Regional
Sales Support

Type of
opportunity?

Standard

CSP-PMO e Legal review

/ Review

Mutiple

e Financial review
* Timing for response

Delivery?

Single

ES Regional

e Terms and conditions

2 e

—
CSP-PMOI/ES Fed. Prop
Group Communication

ES Federal
Proposal
Group

—)

+ NOTE: CSP-PMO will contact Regional

Sales if i i
No Yes f Sales Support Managers if information
N?UrPPO" CSP-PM07 Initiate on potential opportunities is received
ar- / Involvement? DPM from other sources
Process

* In a 12 Month Period




Phases

Activities

Deliverables

DIGITAL PROJECT METHODOLOGY
EDUCATIONAL SERVICES

Account Management D - >

Project Management I S,

Quality Assurance . ;>

DEFINITION ANALYSIS DESIGN INSTALLATION P 6PIERATI6N .

Proposal

Conce evelopm
ncept Development Evaluation Development Biud Deliverables  Scheduling

e lmhial W e Analyze Creale Collect * Submit * Product o Iniiate * Delivery ol mihial * Exccule the plan * Posl program
business requiements team data ninal action raing Vi
review data e Training plan e Delvery ol * Operanonal

Business Idenuly Evaluale services * Prolotype ol custom supporl support
Syslems resources * Phased Where software lor services services
- Support Wiile prcing e Tesls waned cuslomer vahdaton
Legal Identity response * Qualty e Aichive
- Geography functional * Negouate Evaluation hlignber assurance malenal
- Resources and Assemble ol people
Government/ supporl tinished « Besl and lo-yam
Commercial people product final offer Who will
train
* Approach Sel Curniculum
slandards documented
* Commumenl 10 detined
respond Decide
format

Team Contract o Track ¢ Not

Decision pont e Bid No Bd

* Proposal e Implemen e Delalled * Prolo vahdatled
S |dt‘£(;1h||ud 10 bd : gwald taton plan workplans o Iniial Training delvered o Fnal evaluation Applicable
: = ar igned o Business « Timehnes and reporl
do business of assembled letter of
¢ er o operation * Scheduled * Follow-up
not 1o do under

an
slanding P

business

July 24, 1988



Project

Workplan

Planning

S

Monthly

Calendar

Monitoring and Tracking

Project

Log

Project

Roll-Up

e

Monthly

Calendar

Project

Workplan




CSP-PMO Planning and Tracking Forms

» . Data Requirements List

» Project Workplan

* Project Overview

* Project Log

» Project Roll-Up

e Project Planned Monthly Calendar
e Monthly Project Status

e CSP-PMO Team Capacity Plan

« Trip Report

« Proposal/Project Wrap-Up Report

e Customer Call Log

o Contact List




PROPOSAL/PROJECT
WRAP-UP REPORT

PROPOSAL/PROJECT NAME: United States Postal Service

ANALYSIS OF TIME SPENT ON PROPOSAL/PROJECT

Actual Duration (Lapsed Time) versus Planned:
(include review cycle)

Total Project Hours Expended by Educational
Services:

Total Actual CSP-PMO Hours versus Planned:
Total Cross Functional/Support Hours:
CSP-PMO Staff Utilization:
(as a percent of total project hours expended)

° Administrative

@ Consultant/Program Manager
Work Breakdown by Activity:
(as a percent of total project hours expended)

® Researching/Interviewing/Data Collection
® Data Analysis/Organizing/Interpreting

® Writing/Editing/Proofreading

@ Physical Assembly of Document

INCREMENTAL COSTS
(Include costs for travel, typesetting, slide preparation)

Travel (one trip to Landover for

presentation) $ 750

Typesetting $3380

Proofreading $1752

Xeroxing $ 150

Binders $ 210

Packaging and Handling $ 85
Total
Total Cost

Company Confidential

HOURS

T weeks/
280 hours
675

458

217

32%
68%

42%

7%
35%
16%

$6,327

$33,807



3. FORPROPOSAL WRAP-UP:

Phase: Design
Time Estimate to Complete Next Phase: 15 work days
Duration for Next Phase: 30 work days
Activities Estimated Work Days to Complete
Creation of Work Breakdown
Structure for proposed tasks 15 work days

Company Confidential




PROJECT RESOURCE UTILIZATION
HOURS WORKED PER ACTIVITY

HOURS

A-BF HUGHS A-BS BOEAL MCD-D EPA
PROJECTS IN PROCESS

GMUAW BOENG DUPNT

10/88



PROJECT RESOURCE UTILIZATION
HOURS WORKED PER PHASE

HOURS
600 T ISR s T

500 -

400

300 1

200 -

100

GMUAW BOENG DUPNT A-BF HUGHS A-BS BOE-AL MCD-D EPA
PROJECT IN PROCESS

{ DEFINITION [ ] ANALYSIS

10/88



Customer Support Programs
Distributed Document Processing

Contributor Group Publication
All-In-1 . | All=IN-1 Network
Library ) Library Distribution
t
VMS | Services for MS-DOS Paper
Distribution
WordPerfect Style and Grammar L V L
Library Spelling, Thesaurus E: {
N B
- VAXMATE - TR
UaA
Graphics Charts, Symbols, Drawings, L .| RR
Library Designs AY




CUSTOMER SUPPORT PROGRAMS

*Won

PROJECT NAME
GM-UAW
Boeing Sheetmetal

Pyramid Integrator

ATO

E.L. du Pont
CAATS
Double Eagles
CAET/POET

Active Project List
Summary as of 10/28/88

CUSTOMER
*GM/UAW
Boeing

* Allen-Bradley
Technical Maint.
Sales Training

Australian Tax
Office

E.I. du Pont
Hughes/Trans. Canada
EPA

DND Canada

POTENTIAL REVENUE
$300K over 1 year

$1.9M over 21 mos.

$354K over 1 year
$540K over 1 year

$10M over 5 years
$2.8M over 1 year

$7.5M over 9 years
$1.1M over 1 year

$3.5M




CHALLENGES

Early Notification
Field Resources
Commercial/Government

Common




R&D
OVERVIEW
FYg9

November, 1988
Jim Malanson




OBJECTIVE:

To provide ESMC an overview
of the structure, process,

organization and projects

of R&D.




QA,CSP,R&D
Manager

Jim Malanson

KR Kathy Barton (Secretary)

S S CRAN o
DSS/QA [ ESDP/QA R&D \ | GSP \
Manager Manager Manager ‘ Manager \
Lois Collins | Connie Seidner Lisa Ehrlich *\ | Diane Bauer ~
| |
| t
I PR | -
F&A Personnel
Pam Boisvert Consultant

Lise Linehan Marshal Mills




R&D

Lisa Ehrlich (Manager)

Timo Kuosmanen =—
(ESD&P Harmony

Lorraine Lally (Secretary)

Dave Dugal (Syst. Mgr. Contract)

Software Engineer) e
Jim Townsend (Edu. Consultant)
(13) : I
Intelligent Consulting & Learning Visiting
Integrated Technology Environment Researchers
Info Transfer
_ BillSimcox |~ JenniferLund | i
— Dick Bergersen (Proj. Leader) (Proj. Leqder)
(Project Leader) — Chuck Findley G
— Connie Parks : — (George
_ — Paul Wittman Gropper
__ Jim Paradise :
— Leslie Roth ,
Wittman | David
__ Hugo Diaz Cavallo




CHARTER

To support Educational Services in being the industry leader in
training and communication services through research and the timely
development of reports, process and technology in the areas of
development and delivery of education and information.

o}

OBJECTIVES:

Establish standards and strategies that communicate the results of
work by R&D and facilitate technology transfer within Educational
Services.

Insure the relevancy of research efforts through responsive working
partnerships with Educational Services business groups.

Research, develop and implement technologies within Educational
Services consistent with Digital Engineering and product directions
as solutions to recognized business problems.

Evaluate impacts of advancements in educational technology and
applicability to Educational Services.

Provide tools and process to enhance the effectiveness of training
and information delivery.

Provide tools to imprer the productivity of course and information
developers.

pevelop staff to insure meeting Educational Services needs and
support individual growth.




CLIENT DRIVEN SCENARIO

Awareness of
Problem /Opportunity,
Research Support

Current
Technology State
Busin._ss’__% Define the
Skills Difference
Process / ¢
Desired
State

—— e ———

Formuiation

Test
Acceptable?

Business
;T‘e‘ch.rml'ogy'A Review /Forecast Investigation of Unit F:d;:
riteria for Assessment Solution Feasibilit r - by
Feasibility Analysis M Ty 'mP'GfT"G"mm" ‘ Plan
eam
A/D, Status Prepare
"Robustness” Reviews Field Test
Soluﬂon Beta Field Test
Feasible?
Prototype ; Plan for
Review
Yes " . Field Test Debriefing
( > ———+———"RFP*" to R & D
R & 0 Plan Specification
Tech Transfer Plan of Research
| Test Acceptable?
- — — — Plan for Review
Plan
Acceptable?
Engineering
ESMC Approval / Required?
ES Announcement
Business
R&D Execute Plan Group Yes  Fynctional
—— — 7 — — ~ Specification
Y
Y ) Engineer
Develop /Refine Design Forums Assign DRI(s)
“Proof of Concept” | Status Reviews 1
I Release Plan
——————— Demonstration |
Prepare Release —————————
Implementation Maintenance Plan
gl Impiement All Readiness ! "
Concept Yes _'®am Requirements Plan - ———+——— Plans for Review
Supported? Status Reviews for Adoption v

Action Plan
for Review

___i___

Prototype
Deveiopment

Implementation A
Team Prepare Alpha Test
Status Reviews Test Plan
g e — | — — _ Alpha Test
- + Alpha Prototype Plan for
‘ Review
Alpha Test Debriefing
T
— — —+——— "Controlled Usage”

Release

On—going Support

Function
Post—Project ?eyiw -
Review ramew
No Notesfile




R & D "REALIZATION" SC

Prediction of

ENARIO

Organizational Scan
Liason
Personal Interactions
Planning/Reference

Problem /Opportunity \ Documentation

Environmental Scan

- — —— — ~"Redlization” Conferences

E

Deveiop and Submit
/dea to R & D

—_———

Communication Plan
for
Seeking Support

Literature
Competitors
Personal Interactions

valuation
Criteria

White Paper
R & D Presentation
Impact Analysis

__ Wnhite Paper
for Review

Project Plan
Targeted Group(s)
Description Tempiate
Visiting Researcher

o _l_ __ _Plan for
Review

Plan
Acceptable?

Execute Plan

1
Summary of External Y 1
Researcn Projects Create Awareness

Hewslette_r of |dea/Outcome
Presentations

External Research

|
Y

Site Visits . Stimuiate Interest
Demonstrations in Idea/Outcome

1

Seek Request

R &D

Torget Groups
Context—Specific Presentations
“Mock—up” of Outcome(s)
Selected Readings

Newsletter /Notesfiie

| "Proof—of—Concept” Demonstration
| Seminars/Forums
! Consulting

Readiness Requirements

I RFS Template

| for Support |
r |
S— J’. ____ Formal Request
for Consideration

External
Support?

—_—

No ———» Notesfile




ENGINEERING




CURRENT
SCOPE OF PROJECTS

/‘

« AUTHORING

« ENVIRONMENT

« TECHNICAL ADVISORY

« INFORMATION

. AUDIENCE RESPONSE

« XTRAIN

« VISITING RESEARCHER

. UNIVERSITY RELATIONSHIP




Issuies With Authoring Tools

*FORMATS: L/L DVN TBI & DOC CBI VD VIDEO AUDIO

Tools in Use Document Docurment " Producer > SOLO
- Not WYSIWYG Not WYSIWYG Character cell
Text Editors lext Fditors Warkbench > >
- Not Compound - Not Componnd OK, VIS
EPIC Writer » 7 » ; » »
- OK, DECwindows
VAXnotes » - ; » ; »
- Slow
) > > > > > >
- Cumbersome
AutoTrol » »
~ CAD graphics
» > DRAW
Character ooll
RAG > > DESIGN
OK, DECwindows Chatacer cell
D 131 1 anguage PRODUCTR
OK, DFCindows N IVT I available
Document Templates > Conrsebuilder/A1S
Character cell
Work in Progress > - e e - oy -
Automated testing - Donath Info Access - 1cubed Avtomated testing Donath Automated testing - Donath
Audience Response Systems Bookreader - Harmony ABCDE - Gropper ABCDL Gropper
Object oriented simulation it Session Recording - Miller
-1SU
Expert tutor shell - URI Athena MUSE  Hodges
Intelligent Tutor Tool Kit - Cavallo
I-cubed - R&D
Session Recording - Miller
Bookreader - Harmony
Authoring system - NFSTOR
Current Directions Merging documentation & trai » d 7 ; ; e »
On-line information exchange » » » » >
(VAXnotes, VTX, MEMEX)
Ffficient mass distribution > > - » >
(CD-ROM, Electronic Publishing)
Integrated CRI »
(D Cwindows, VA Xstations, MEMEX)
Gops Tnformation architccture & standards B > > >
VOSPE » »> » » » »
More templates » » | »
Saleable tools o
Vicual programming: Vicual propramming
Rapicd proton ping Rapicd proston ping
Arsimation Animatin
Masdware sedution
DAC ol e sorlution
Portable delivery actoss
Character cell and windowed
devices
Recommendations/ Fasier upe More individual Wetves infissmntines oo Berter develgonsent o Pack ol 1IW & SW
Focus Areas & modificnt

participation




*FORMATS:
Name & Status
of Tools in Use

; Work in Progress

Product & Authoring Tools Status

L/L

Document
Product

Text Editors
- Products

EPIC Writer

- Field test

MEMEX
Field test

VAXnotes
- Product
VTX
Product
AutoTrol
Ird Party

VAXsight
Product

RAGS
Internal ool

Automated testing
- Prototype

ABCDE
Prototype 10/88

DVN

Y| V|

\ A

Y

TBI & DOC
Docment
Product

Text Editors
- Produas

y! Y vyl vivyl y!

v |

I cubed
Ficld re<t 1789

Rockreader
Pratorype 12/8R

CBI

Producer
Mature product

Workbench

- Proton pe

YIYI Y] Y| VIV

Y!

DW CRI Languag
- Protonpe

Yy VIVl

Session Recording
Mroton pe 4 RY

»

Object-oriented editor
Prototype 2/89

Fxpert tutor shell

- Field test 9/88

Intelligent Tutor Tools
Prototvpe 9 RR

NESTOR

Protory pe 1/90

IVD
Prodicer

Mature prosdi
Wonkbenh

Protots

)

»

DRAW
Mature prohie 1

DI SIGN

Mature proshit

>

>

MUISE
Frldrest 9 KR

»

VIDEO AUDIO

SOLO
bl parts

Waorkbench
Prototype

»

>




*FORMATS:

of Tools in Use

Jork in Progress

Current Directions

Focus Areas

L/L DVN

Document

Text Editors

EPIC Writer

MEMEX

VAXsight

RAGS

- Improve timeliness of materials

VAXnotes - Extends learning
beyond classroom

VIX - Increases information access B

Document Templates
Standard high quality
Improve timeliness

On line information exchange

Better tools for on-line information exchange

VOSPE »

Easier upcates
& modifications participation

VAXnotes - Increases
individual involvement

TBI & DOC

Document
Text Fditors
EPIC Writer
MEMEX
VA Xsight
RAGS

Xnotes  Adds individual

interaction

»

Bookreader
- Easier access
1.cubed
Easicr access
Reusability

yv!

Better information a

CBI

EPIC Writer
MEFMEN

sl
VAXnotcs
>

»>

Producer
Self-paced learning
- Learner fecdback

Workbench
- Better design
- Standardization

" DW CBI Language

- Multi-window

Bookreader
- Easier access

»>

Object-oriented simulation

- More simulations

Expert Tutor Shell

Intelligent Tutor Tools

- More expert tutors

Sessiont Recording
Realistic CB1

- Student Review

NESTOR

- Flexibility in delivery svstems

»
>
Integrated CB1
»
»
Hyperino links

Windowed delivery

Better development tools

VD VIDEO

VAN notes VAXnotes
» »
> »

Producer
Self paced learning
1 carner feedback

> >

IV 1Snet
I ase of access
MUISE

Fasier access

Y

Y Y Y YVYVYVY
Y YO VY

Tack of W & SW

Conttibiution of Authoring Tools to Learning

AUDIO

VAXnotes
>

»

y YIVYY!




Resultait Learning Environment Impacts

Any technology which decreases time of development or increases information accessibility will contribute to improvements in the learning
environment through one or more of the following:

» Improved availability/time-to-market

« Increased sophistication or adaptability

« Richer access to-associated learning materials

= Increased accuracy of materials

« Increased accessibility of learning materials

« Better information maintenance through centralized data stores.

Increased accessibility of on-line learning resources increases relevance by bringing the instruction into the learner’s workstream.

Technology in Classroom

Accommodating the lowest common denominator of delivery systems (VI100 compatible) prevents incorporation of state-of-the-art delivery
technologies.

Increased ease of use, ease of development, and accessibility of hardware and software will increase the perceived need for technology in
classrooms, such as on-line information, simulations and games.

Increased use of pre- and post-course networked communication will increase learning without increasing time in class.

CBI

Taking advantage of the multi-tasking software learning environment of workstations implies relinquishing considerable control over the learner’s
responses.

Session recording software will reduce the need to create mock-up simulations for instructing in the use of software. This will increase the realism
of the instructional environment.

Interactive Video

Authoring solution must solve the need for an VIS hardware replacement within 2 years.




Resultait Business Iimpacts of Authoting Tools

Incorporating internal prototypes and university-developed software into I:S’s development environment precludes sale to customers

BUT

Productization of prototypes and externally developed software will result in a product approximately 2 years behind what is technically
feasible.

Increased Information Access

Increased accessibility of information will increase productivity of development and accuracy of information.
ALSO

It will decrease the need for learning and remembering data and procedures. Both changes will affect the process and content of course creation.
Increased use of pre- and post-course networked communication will increase learning with minimal cost increase.

Shift to Workstations

A shift to multi-tasking workstation-based software environments will exacerbate the workstation shortage at development and delivery sites.
Standardizing on workstation technologies will accelerate the depreciation of character cell terminals in that environment.

Shift to DECwindows

Standardization on DECwindows will make many valuable development tools built on UILS obsolete.

Increasing Development Productivity

Incorporating artificial intelligence techniques into materials development implies increased complexity of course development process.

Designing integrated CBI into software development will increase the accuracy of the instruction through enforced increased communication
between course developers and software engineers.

Increased case of use and accessibility of hardware and software will increase the perccived need for on-line learning in non-technical arcas.

Increased use of templates will promote faster development and closer adherence to standard formats and styles.
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Educatibital Services’ Learning Environments
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INTEROFFICE MEMORANT

pate: Oct. 3, 1988

From:. Jennifer Lund

Dept: Educational Services R&D
M/S: FPO-1/AS5

Phone: 283-7484

To: Jim Malanson

cC: Lisa Ehrlich

Subject: PRELIMINARY REPORT on AUDIENCE RESPONSE SYSTEMS

PROBLEM STATEMENT:

DVN training broadcasts historically have a low rate of
returns of Q/A forms. Implementation of an automated
remote Audience Response System may increase the amount
of data collected from remote DVN sites.

PROPOSED SOLUTION SUMMARY:

Third party software and learner keypads, developed for
IBM PC-compatibles, such as the VAXmate, can collect data
from learners and then transmit the data to a VAX in Bedford.

A single VAXmate at each DVN site would display the

questions and collect the student responses. Learners

would input responses with small keypads cabled to the

VAXmate. Data could be either

a) Transported instantaneously and stored in Bedford,
using a VAX in Bedford as a virtual disk for the
remote VAXmates,

b) Stored on the remote vAXmates and transported later
for storage in Bedford.

ADVANTAGES:

Advantages over present system:

a) This solution would reduce data-entry.

b) Data transmitted electronically would arrive more
quickly, possibly immediately.

c) Student testing could extend beyond SOFs.

Non-advantages over present system: '
a) Testing would not be centrally administered or enforced.

b) Transmission of data to central site may require
incremental effort from DVN site administrators.
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Foreword

Foreword

Every day, Digital creates more and more of the future. The solutions
Digital delivers to the world enable people to think in new ways, to work in new
ways, and to look at opportunities in a completely new light. These solutions are
not just technology oriented; they are comprehensive, composed of technologies,
skills training, and technical support. Without all of these parts, the solution is
incomplete, the usefulness less clear, and the future that can be created more
uncertain.

“The best way to predict the
future is to create it.”

Peter Drucker

As educators, trainers, and communicators, our job within the context of
an overall total solution has become critically important. We enable people to
master the technologies at their disposal. We can help them liberate their imagi-
nations and take advantage of the power of technology to accomplish their goals.

As you look through our Strategic Plan, you will see how Educational
Services is working to contribute to Digital’s ability to deliver leadership solu-
tions to our customers and clients. We are dedicated to creating the instructional
and communications tools that will most effectively contribute to our customers’
competitive advantage. We are working closely with our customers throughout
the world and closely with our clients inside the company — all with the aim of
developing educational solutions that are customized to meet their specific imple-
mentation needs.

Programs such as the Business Fellowship Program and our External Rela-
tions Program are leading-edge investments in developing high-level strategic
relationships with Digital’s customers. Educational Services is committed to
not only education, but also to carrying our strategic corporate messages to the
marketplace. The wide variety of instruction offered by our customer training
organizations develops the competencies required by people to do their jobs, con-
tribute to their companies, and advance their careers. The solutions developed by
our internal training organizations enable Digital employees to contribute more
efficiently and effectively to the corporation. And our communications organiza-
tions are supporting the corporate messages through a wide variety of media
which enhances the impact of the “One Company, One Strategy, One Message”
philosophy.

All these efforts flow together to create an organization in Educational
Services that is dedicated to creating total solutions that will dramatically shape
the world of the future. On the pages that follow, you will find our vision of what
the future will be like, our vision of how Digital will operate in that world, and

our vision of how Educational Services will further contribute to the strength of
the corporation.

A Caitas’

Vice-President, Educational Services

Digital Restricted Distribution Digital Restricted Distribution
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Vision and Strategic Directions

For seven consecutive quarters, Educational Services has exceeded its reve-
nue goals. There are two ways of interpreting this success: we are performing ex-
tremely well, and we have the support of our customers and clients. The value we
add to a total Digital solution has become apparent.

These indicators of success are not new. Our Net Operating Revenues have
grown from $83.5 million in FY84 to an expected $189 million in FY88. Antici-
pated NOR growth for FY89 is 169, with an additional 209 each year from
FY90-FY93.

Educational Services
NOR Growth %

NOR Growth%

84 ' 85 86 87 88 89 90 91 92 93
Fiscal Year

- % Growth

Demand for Educational Services has enabled us to grow into a worldwide
education, training, and communications organization that employs more than
3,800 individuals in more than 200 locations. We delivered 12,200 course weeks
in FY84; in FY88, the course weeks will total more than 24,000. In terms of
student weeks, the numbers have climbed from 134,200 in FY84 to more than
270,000 in FY88. This puts Digital’s Educational Services on a par with a univer-
sity of 25,000 students.
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Vision and Strategic Directions

Educational Services
Total Student Weeks (Customer & Employee)
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400
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We currently offer more than 500 different courses of study, and we
provide instruction in 16 languages. Lecture/labs and seminars are not the only
format with which we meet this increasing demand for training. We also offer
more than 90 interactive video courses, 130 audiocassette programs, and 300
self-paced instruction courses; we have produced in excess of 500 video programs
and 4,000 slide presentations. Digital Press is currently marketing 80 publica-
tions, and ESDP has produced more than 350 manuals for the corporation. Our
Digital Video Network has downlinks in 67 sites in North America. As a whole,
Educational Services provides training in at least as many different formats — if
not more — than any of our competitors. And, in such areas as satellite broad-
casting, we are becoming recognized as the industry leader.

The quality of our services has increased along with the quantity of
courses, formats, and students. The latest figures indicate that the worldwide
Quality Assurance rating has risen to 899%. In accordance with our vision and as
a result of our strategic directions, those numbers will rise even higher in the
future.

Clearly we have established a strong presence in the industrial education
marketplace. Our numbers keep rising, exceeding even the challenging goals we
have set for ourselves. As you will discover upon reading our vision and strategic
directions, all our efforts are focused upon further establishing our presence and
securing our position in the marketplace, for by doing that we will further secure
Digital’s position in the information systems marketplace.
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Vision and Strategic Directions

The Educational Services Vision

Educational Services is to be the recognized leader in industrial training,
education, and communications services for Digital’s employees and
customers.

The quest for leadership is a common one in any endeavor. The reason is
obvious: the world bestows benefits of significant value on its leaders. In busi-
ness, the leader is the preferred choice with whom to do business. Leadership and
its benefits spell success for a computer company, and such leadership is deter-
mined by an increasingly complex portfolio of variables. Leadership in the com-
puter industry is no longer based upon the strength of hardware and software
products. It is based upon a vendor’s ability to provide a complete, customized
business solution composed of hardware, software, and support services.

As the competitive value of maintaining employees’ skills and increasing
the efficiency of work groups becomes more apparent, one of the factors that will
determine the computer industry leader will be the strength and reputation of its
educational offerings. As Digital’s Educational Services organization, we are ob-
ligated not only to achieve and maintain our leadership position, but also to be
recognized as the innovative leader. With this recognition comes the best assur-
ance of instilling in the minds of the computer industry marketplace that the
vendor-of-choice is, indeed, Digital Equipment Corporation.

Educational Services’ Strategic Directions

Position Educational Services to become the total learning solutions provider
to employees and customers.

The marketplace of the world will be growing and changing rapidly
between now and the end of the century. New technologies will evolve. Hard-
ware and software will become commodity items, and the enhanced power and
functionality of computing will change the relationship between workers and
the work they do. New workers will encounter more sophisticated ways of doing
business; older workers will need to be retrained or reskilled in order to stay
ahead of the changes in the way business is done.

6 Digital Restricted Distribution . )
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Vision and Strategic Directions

Education serves to pull people together; it acts as a catalyst for posi-
tive growth and development. In becoming recognized as the industry leader
Educational Services will develop and promote effective educational solution’s
that are required by both our external customers and internal clients. This means
that we understand their changing requirements, stay ahead of those changes
and ensure that those customers and clients know that Educational Services c’an
provide the innovative educational solutions they need. It becomes increasingly
important that we tailor our solutions to the cultural environment in which the
solutions are to be provided. We will become increasingly flexible. We will learn
and employ the educational techniques appropriate to the cultures in which we
are operating. We will enhance our ability to provide training and materials in
languages other than English. Operating in a diversified international environ-
ment will become the norm for Educational Services; therefore, issues such as
language and culture will not slow us down. We will channel our resources to
respond — with the appropriate training, language, and in the appropriate cul-
tural manner — quickly and comprehensively.

Source Destination

Change
Agent

Educational Services

Add Value

® Design
m Develop
| Deliver
B Evaluate
B Manage




Vision and Strategic Directions

The Educational Services Vision

Educational Services is to be the recognized leader in industrial training,
education, and communications services for Digital’s employees and
customers.

The quest for leadership is a common one in any endeavor. The reason is
obvious: the world bestows benefits of significant value on its leaders. In busi-
ness, the leader is the preferred choice with whom to do business. Leadership and
its benefits spell success for a computer company, and such leadership is deter-
mined by an increasingly complex portfolio of variables. Leadership in the com-
puter industry is no longer based upon the strength of hardware and software
products. It is based upon a vendor’s ability to provide a complete, customized
business solution composed of hardware, software, and support services.

As the competitive value of maintaining employees’ skills and increasing
the efficiency of work groups becomes more apparent, one of the factors that will
determine the computer industry leader will be the strength and reputation of its
educational offerings. As Digital’s Educational Services organization, we are ob-
ligated not only to achieve and maintain our leadership position, but also to be
recognized as the innovative leader. With this recognition comes the best assur-
ance of instilling in the minds of the computer industry marketplace that the
vendor-of-choice is, indeed, Digital Equipment Corporation.

Educational Services’ Strategic Directions

Position Educational Services to become the total learning solutions provider
to employees and customers.

The marketplace of the world will be growing and changing rapidly
between now and the end of the century. New technologies will evolve. Hard-
ware and software will become commodity items, and the enhanced power and
functionality of computing will change the relationship between workers and
the work they do. New workers will encounter more sophisticated ways of doing
business; older workers will need to be retrained or reskilled in order to stay
ahead of the changes in the way business is done.
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Vision and Strategic Directions

Education serves to pull people together; it acts as a catalyst for posi-
tive growth and development. In becoming recognized as the industry leader,
Educational Services will develop and promote effective educational solutions
that are required by both our external customers and internal clients. This means
that we understand their changing requirements, stay ahead of those changes,
and ensure that those customers and clients know that Educational Services can
provide the innovative educational solutions they need. It becomes increasingly
important that we tailor our solutions to the cultural environment in which the
solutions are to be provided. We will become increasingly flexible. We will learn
and employ the educational techniques appropriate to the cultures in which we
are operating. We will enhance our ability to provide training and materials in
languages other than English. Operating in a diversified international environ-
ment will become the norm for Educational Services; therefore, issues such as
language and culture will not slow us down. We will channel our resources to
respond — with the appropriate training, language, and in the appropriate cul-
tural manner — quickly and comprehensively.
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Vision and Strategic Directions

Part of this effort takes place within Educational Services: building the
right solutions, building them quickly and effectively, and tailoring them to meet
the needs of the customers and clients. Part of this effort takes place without:
forging cooperative educational relationships between Educational Services and
the customers and clients; getting to know their needs and getting them to think
“Digital’s Educational Services” when an education or training situation arises.
Finally, part of the effort is linking the internal and the external; creating the
processes whereby customer and client input can be quickly and effectively incor-
porated into the solutions we create, whether that input be a suggestion leading
toward a whole new curriculum or a suggestion leading toward a more effective
educational experience.

Maximize the collective strengths and capabilities of Educational Services
to achieve synergistic utilization of resources and investments.

The efficient delivery of customer solutions will be enhanced as
Educational Services develops closer relationships with other organizations
within Digital. Product announcements become richer when Educational
Services Development and Publishing (ESDP) prepares documentation in ad-
vance of the announcement, when the Media Communications Group (MCG)
works with product groups to develop the announcement materials, and when
Sales/Software Training and Field Service Training team up to educate our inter-
nal resources. Implementation of corporate strategies becomes more effective
when Management Education brings Digital’s managers from across functions
into training events that focus on customer solutions. The organizations of
Educational Services provide internal support to the corporation, and that sup-
port furthers the corporation’s ability to provide solutions to the customer. As
part of a complete Digital solution, Educational Services will be focusing its
efforts in two directions. We will be decentralizing our operations to be closer
to our customers and our internal clients, thus making it easier for them to learn
from Educational Services, and making it easier for Educational Services to learn
from them. We will be streamlining the internal process of contributing our
knowledge and expertise to Digital solutions. As a member of the Sales Account
Team, Educational Services will be positioned to focus its resources upon real
customer needs. As a supplier of education, training, and communications re-
sources to the corporation, Educational Services will be positioned to focus its re-

sources on the efficient delivery of corporate messages, both internally and
externally.
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Vision and Strategic Directions

In terms of programs, both these directions are well supported.
Educational Services Information Architecture, Electronic Publishing, and
Digital Video Network strategies are streamlining the process of developing
communications. These programs enable the corporation to disseminate mes-
sages to the field and to customers with dramatically increased efficiency. The
new Corporate Education Center (CEC) in Boylston will enable Educational
Services to consolidate its Greater Maynard Area resources for a more effective
and efficient delivery of services. The corporation will find that the Boylston
facility provides its own kind of one-stop shopping. Customers and clients, rely-
ing upon Educational Services to provide state-of-the-art learning programs, will
find the Boylston facility to be the most advanced training environment yet cre-
ated. As such, it will provide Digital with a unique opportunity to set a leader-
ship standard against which other educational environments will be measured.

Supply added value by ensuring integration with corporate product and
market strategies.

As services become an increasingly important part of a total business
solution, the Educational Services solution must be developed in parallel with
the company’s products and marketing strategies. Prior to the Digital Trans-
action Processing and Data Management announcement in the summer of 1988,
Educational Services developed numerous education and training solutions.
DECwindows software is another example for which we have developed solu-
tions in conjunction with the company’s products and marketing strategies. These
educational solutions will actually employ the product when it becomes available.
Integrating the educational portion of the total solution with the hardware or
software portion becomes the way in which we will announce and market a total
solution in the future.

Use state-of-the-art technologies, innovative communication techniques,
and instructional design to ensure the greatest learning experiences for our
customers and employees.

In order to become the recognized leaders in the field, we must further de-
velop our skills as educators. The techniques we employ to educate and teach our
students will always be the most effective, the most appropriate, and the most
comprehensive. As new technologies become available, we must constantly test,
evaluate, and employ these technologies whenever appropriate, in the educa-
tional solutions we provide to our customers and employees.
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Vision and Strategic Directions

To ensure that our skills remain where the industry leader’s skills have
to be — on the cutting edge of theory and practice — we will remain informed
about the most current work in education, and we will also incorporate the work
being done in such associated disciplines as cognitive psychology, communica-
tions theory, and instructional design. Educational Services’ internal organiza-
tions, including Research and Development, Media Communications Group,
Digital Management Education, and Educational Services Development and
Publishing, are working actively in the frontiers of these fields. The industry
leader will put theory into practice and will do so in a manner that yields tangible
results, so Educational Services will continue to develop the processes by which
student progress is factored into the development of the courses.

Summary

Leadership in the field of computing solutions will be determined by a
combination of factors: hardware, software, and support services. All of these
components, rolled together in a comprehensive customer- and client-focused
business solution, must be superior in order for any single vendor to emerge as a
leader. Within Digital, this means that Educational Services will develop recog-
nized superiority in the field of industrial training, education, and
communications.

To that end, Educational Services is positioning itself to anticipate and re-
spond to the needs of both Digital’s customers and Digital’s employees. We are
reaching further out into the field to gather information on local customer and
client needs. Simultaneously, our overall methods of operating are becoming
more flexible and streamlined. Information about customer and client needs is
more effectively turned into educational solutions, and those educational solu-
tions are more effectively delivered back to the clients and customers. We are
working closely with engineering, product marketing, and sales to create compre-
hensive Digital solutions that will be deliverable upon announcement. We are
also working with the latest developments in all fields that are applicable to edu-
cation (e.g., new educational technologies, new developments in cognitive psy-
chology, and new developments in instructional design), to create delivery solu-
tions for Digital’s customers and employees that will secure in their minds the
belief that Educational Services is the leader in the field of comprehensive educa-
tional solutions. This leadership will further Digital’s position in an environment
in which vendor leadership is determined by the superiority of its hardware, soft-
ware, and service solutions.
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Environmental Scan: The Workplace of the ’90s

Educational Services will be serving the needs of a different world as the
end of the century draws near. Changes in the economic characteristics of both
the industrialized and developing nations will necessitate an expansion of the
role of education within Digital’s product and service offerings. Changes in the

world’s demographic composition will
necessitate a review of the techniques

World Population Growth by which Educational Services trains
(In Billions) its customers. And changes in tech-
nology will provide Educational
Asia and Oceania Services with both new requirements
| 3.021 for education and new technologies
_|4.665 for educating.
Africa
0.623 Within the industrialized na-
%1.497 tions there will be dramatic changes
Europe in the composition of the economy:
50-497 the workplace will continue the trend
. 0'499, away from manufacturing and toward
Latin A:;;nca the service industries. Within those
E—OI'(N” service industries, competition will
Soviet Union bring about increased pressure to de-
0.286 liver those services efficiently. Com-
B 0.354 petition will also bring about an in-
U.S., Canada [ 1988 (Estimate) creased emphasis on tailored and
B%237227 [ 2020 (Projected) customized service offerings.
The future will also bring an
Source: Population Beference Bureau; jnc. increased globalization of business.

Already the financial services market-
places are global — financial instru-
ments are being traded somewhere, every hour of the day — and all financial
institutions are responding to the opportunities and challenges that this globaliza-
tion affords. The globalization of business is reflected in the relative decline in
the manufacturing segments of the U.S. economy: While manufacturing output is
expected to remain constant in the U.S., few, if any, new manufacturing jobs will
be created. The new manufacturing jobs will be created in the emerging industri-
alized communities of the world. The predicted rate of international economic
growth is slightly higher than the rate of U.S. economic growth through the end
of the century.

As the century draws to a close, the economic community of interest
and concern will be international rather than national in character. Goods will
be manufactured and services will be provided globally; instead of the manufac-
turing taking place in such traditional manufacturing centers as Detroit, Michi-
gan, or Manchester, England, it may take place in newly industrialized Latin and
South American nations or in the Pacific basin. The services supporting those
manufacturing concerns may originate in New York, London, or Sydney.

Digital Restricted Distribution 11
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Environmental Scan: The Workplace of the *90s

SNA
Gateway

Within this changing work environment there are two components that are
changing in their own right: the work force (the individuals employed in these
changing workplaces) and the technology. These components are not true subsets
of the workplace, for the work force and the technology play important roles in
determining the character of the workplace itself. More women will be participat-
ing in the world’s work force. There will be a greater participation of “minority”
workers. In many parts of the world, the average age of the worker will be older
than it is today. In most developing nations there is a tremendous emphasis on
improving the educational systems, and graduates of those systems will create a
much more competitive work force than the ones that currently exist; in other
nations, the educational systems appear to be faltering, and the graduates of
those systems may require additional or specialized training in order to compete
in the workplace. These changes will have varying degrees of impact upon the
cultures of the workplaces, which in turn will have varying degrees of impact
upon the methods and tools employed in the provision of education and training
to customers in those workplaces.

Technology will continue along well-established trends. Information sys-
tems technologies will get smaller, faster, and cheaper. Networks will provide
multisystem and multivendor integration at increasingly deeper layers of the
overall information architecture. Very Large Scale Integration (VLSI) and Appli-
cations Scale Integrated Circuit
(ASIC) technologies will put more
functionality in a smaller area. Open
operating systems, RISC architec-
tures, symmetrical multiprocessing,
and parallel processing will dramati-
cally alter the face of computing. New
user interfaces, such as DECwindows,
will create a whole new approach to

the interacti
e teraction of people and systems.

As the end of the century draws
near there will be a wider distribution
of functionality across the “system,”
here taken to mean an organization’s
overall investment in information
technologies. There will be dramatic

Applications

Cray
Gateway

vT VMS

= increasF:s i'n'storage capacity, power,
/ I l and reliability. There will be a prolif-
eration of devices at the desktop

VAX/UNIX 0s/2 MAC

workstation level, increasingly sophis-

ticated development and productivity
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tools. In all, there will be an increased

‘ ability to configure a highly flexible
and dynamic solution in a manner defined by the needs of the changing organi-

zations. Inevitably, there will be a dramatic increase in the amount of raw data

Digital Restricted Distribution




Digital Restricted Distribution

Environmental Scan: The Workplace of the *90s

circulating in the “system,” and tools such as Artificial Intelligence will play an in-
creasing role in the process of massaging the data into meaningful and communi-
cable information.

Educational Services will play an important role for Digital in this future
marketplace. As the overall “system” becomes more complex and comprehensive,
organizations will place an increased emphasis on the integration of its people,
processes, and technology, and this provides an opportunity for Digital to act as a
consultant and a purveyor of services — solutions, education, and support.

The service industries are one of the largest purchasers of communications
and data management solutions. They rely on complex technological solutions,
Transaction Processing (TP) in particular, to bring them strong competitive ad-
vantages. Technological breakthroughs rapidly relegate today’s technologies to
obsolescence, and the service industries are constantly evolving their solutions in
order to remain competitive. From Educational Services’ standpoint, this has
profound implications. The high demand for training will increase as a function
of the rate of technological obsolescence. Among the purchasers, both internal
support teams and system users must be trained in order to utilize the new solu-
tions to the maximum advantage. Among the vendors of those solutions (i.e.,
Digital) the sales reps, as well as the field and software service reps, will require
training to sell and support the new technologies and services. Educational
Services will be prepared to train users of the new technologies as soon as those
technologies are released.

Organizations in this changing workplace will continue to strive for in-
creased productivity and efficiency throughout their operations, be that organi-
zation a manufacturing concern in the Pacific basin or a service concern in
Geneva. They will be investing in technology to help bring about these produc-
tivity increases. As organizations invest in technology, opportunities for business
ventures that never before appeared feasible often open up before them. As firms
take advantage of these opportunities, they purchase more technology, which
may open up new possibilities. Organizations will increasingly invest in the train-
ing and retraining of their workers in order to profit from the opportunities made
possible by the technologies.

Training techniques and materials will evolve in response to the changes
in the composition of the work force. The skills that mature workers possess
will differ from those of younger workers, and the most effective techniques for
training each age group may differ. Training will require tailoring to accommo-
date differences in cultural backgrounds and expectations. Training will be in-
creasingly solutions-oriented rather than systems-oriented.
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Customers will demand more flexibility. Not all who need training will
either desire or be able to travel to a course. They will look for training locally;
or, they will look for training on a disk or in the window on a workstation screen,
via interactive video or interactive satellite broadcast; they will look for network
delivery, and they will look for it in languages that are more familiar to them than
English. Point product training will become incorporated into a more customer-
oriented solutions training; training will take on an increasingly customized char-
acter. Just as the service industries in general are working to establish internal
performance economies in which a custom-designed, one-time-only service can be
profitably created, education providers will need to develop the ability to create
profitable, custom-designed, one-time-only training products.

In as much as the changing work environment means an opportunity for
Digital’s services groups, it means opportunities for competitive service organiza-
tions also. Competition for training dollars will come from other large informa-
tion systems vendors, from training and financial organizations, and from small
start-up organizations, especially in GIA, where loosely enforced international
copyright laws leave small companies free to resell Digital training at substan-
tially reduced prices (some vendors and resellers even give first-level training
away free). Our advantage over these start-up organizations is twofold: many of
our customers are international and want the kind of international support that
Digital can provide; and, customers are interested in one-stop shopping, working
with a vendor that can provide everything from hardware and software to educa-
tion and support — a goal to which Digital is already committed. As an integral
part of Digital’s total strategy, Educational Services will continue to develop and
deliver timely, high-quality solutions.

Summary

As the character of the workplace evolves, as more service-oriented compa-
nies come into being, and as more companies change the way they operate, there
will be greater need for employee development, and a greater need for manage-
ment education. The company that invests in its employees’ skills will soon find
itself in a powerful position in an increasingly competitive world.

All these developments indicate opportunities for Digital’s Educational
Services. By taking advantage of our technological strengths we can develop
training materials that better meet the diverging delivery needs of our customers
(e.g., networked delivery, workstation-based delivery, video and satellite deliv-
ery). These media will supplement our traditional educational formats (e.g.,
lecture/lab and seminars, which themselves will be decentralized and delivered
locally, in local languages and within local cultural parameters) to provide our
customers with the most flexible solutions available.
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Moreover, by taking advantage of Digital’s experiences in this changing
environment — both our experiences as a manufacturing company that is plac-
ing an increasing emphasis on delivering services, and our experiences as a large
company implementing comprehensive technological solutions — Educational
Services will be better prepared to provide solutions to the customer’s long-range
strategic needs. We can provide customers with education and training solutions
that will enable them to make a more effective transition into the more competi-
tive world of the future.

Finally, we must move into this new working world with an eye on the skills
of the employees of Digital itself. All the needs we satisfy for our customers are
also the needs we satisfy for our internal clients. Only by maintaining our inter-
nal skills at the highest level can we ensure our ability to provide the most com-
petitive solutions to our customers.

In all, Digital’s Educational Services has numerous opportunities to pro-
vide comprehensive educational solutions to the workplaces of the future. By
taking advantage of these opportunities, by working closely with the other orga-
nizations within Digital to provide a complete, customer-oriented solution com-
posed of hardware, software, and services, Educational Services will further
secure Digital’s leadership position in those same workplaces.

Digital Restricted Distribution 12
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Educational Services: An Integration of Efforts

The key words for the world described in the Environmental Scan are
change and integration. They apply to software and hardware systems, to people
and technology, and to the efforts of any organization that intends to compete
in the markets of the future. As Digital molds itself into a customer-focused,
service-oriented company of the future, much of its success will have to do
with the integration of changing activity within the organization. Educational
Services has an opportunity to act as the change agent for employees and custom-
ers. Product organizations will integrate their activities with the service organiza-
tions and both will integrate with the field organizations. Sales will be selling
services as an integrated part of the hardware and software solution; no proposal
will be complete without all three components. The representatives of Software
Services, Field Service, Educational Services, and Computer Special Systems will
have become so integrated that customers will always receive complete, compre-
hensive solution recommendations. Sales representatives will employ an inte-
grated portfolio of tools to satisfy customer requirements, a portfolio designed
to accommodate needs that go far beyond product maintenance. Administrative
and corporate support organizations will thread their operations transparently
throughout the company, binding everything together in an apparently seamless
web of networked systems, data, and services.

Educational Services is a leading-edge element in the Digital of the
future. The activities of its integrated organizations are focused on the future;
they are working together to develop and deliver customized solutions that will
be demanded by customers and internal clients alike. All the groups within
Educational Services are moving further into the field to create solutions aimed
at meeting customer and employee needs. Some of Educational Services’ solu-
tions for the future (listed below) will produce results that showcase the competi-
tive advantages of Educational Services.

Educational Services’ Solutions in the 1990s

Major Areas of Training Customer Satisfaction

Office Market Personalized Training Plans
Management Training Training Analysis Plan (TAP)
Commercial Market Large Program Management
Technical (FS, DIS) Customer & Credit Satisfaction
Sales and Software Surveys

Reskilling Customized Training
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Educational Services’ Solutions in the 1990s (continued)

Tools Technologies
Information Architecture Satellite
Developers’ Workstations CDROM
Intelligent Integrated Information Interactive Video
Authoring Tools DECwindows
Electronic Publishing Audio
Translation Processing CBI
Imaging Network SPI
Automated Tests Network-based learning
On-line Illustrations Video
Al

Quality/Measurement
Control Process during Delivery

Development and Delivery Decentralization
Quality Assurance (QUEST) Satellite
Pre- and Post-testing (QUEST) CDROM
Standardized Processes Electronic Distribution
On-line (Follow-up) Survey Lecture/Lab
Audience Response Systems Interactive Technologies
On-line Test Development, CEC

Delivery, and Tabulation Seminar
On-line Needs Assessment Simulations

Educational Services’ Corporate Marketing organization is establishing
education-oriented relationships with its central engineering and product man-
agement customers. These relationships will further Educational Services’ ability
to develop solutions in parallel with the development efforts of product engineer-
ing. The strategic value of these relationships becomes apparent when Digital an-
nounces both the product and the Educational Services support for that product
simultaneously, thus creating a more comprehensive solution for the customer.

Within U.S. Area Customer Training, the Technology and Solutions
Group (TSG) has a program in place for further developing their expertise in
vertical markets. TSG will turn their expertise into educational products to give
their customers a unique competitive advantage. They are also taking their exper-
tise and making it available to other groups within Educational Services and
Digital, so that the communication of information and education within the
company is complete, eliminating redundancy of effort.
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Digital is expanding beyond the boundaries of its traditional science and
engineering markets, and is moving into the commercial and office applications
marketplaces. There are currently more than 16 programs in the segment plans of
this document that position training as a source of competitive advantage for the
customer. As the marketplace grows more and more emphatic about the levels of
service and support it demands of a vendor, these programs will already have
positioned Digital as a leader in providing customer-focused solutions.

At the same time, numerous groups within Educational Services are fur-
thering the “Service the Customer” attitude by collaborating to develop training
solutions that can be delivered to the customer. Ten groups within Educational
Services are working on delivering network-based solutions. Some of these are
DECnet-based, others are based upon the Digital Video Network (DVN), which

will be expanding into more Digital sites, as well as into our customers’ sites.
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Research and Development is explor-
ing new technologies to deliver solu-
tions to our customers and employees.
Our Corporate Marketing Group is
planning to place such technologies

in Digital’s Applications Centers for
Technology (ACT), where customers
can get a first-hand look at the types

S " L of media and courseware they can
< To Any Number ﬁ ﬁ obtain for their educational require-
;§° of Locaho\ns C C_ ] ments. Corporate Marketing. and
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———— gl‘ gag:{:ist?agéﬁei\\//iir;%v iSntation nisms by which the applicability of
« Corporate Studio Facilities y 9 the courseware is tested and revised;
. gg;ez;zﬂgnog‘ieﬁer . concern about the quality of the edu-
Earth Station TV Display cqtional experience, both in terms of
Uplink (Bedford) e Company/Plant effectiveness and personalization of
. E:)enr?eiigrswce __— the attention received, can be seen
throughout the organization. All the

groups are working to deliver the
training that is most useful, most ap-
plicable, and most enjoyable to the
customer and client.

Educational Services’ new Corporate Education Center in Boylston,
Massachusetts, further demonstrates our commitment to delivering the kinds of
integrated training solutions customers and employees require in a total learning
and living environment. The considerable resources of the Greater Maynard
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area are being consolidated in one state-of-the-art educational facility, where
they can apply their talents to deliver the finest education and training available.

Ultimately, Educational Services is integrating its operations in a way that
supports the solutions requirements of customers and employees, the business
needs of Digital, and the operational needs of the group itself. Our Information
Architecture, Electronic Publishing, and Corporate Communications support
strategies integrate Educational Services activities internally, as well as exter-
nally, with the activities and directions of other organizations in Digital. We pro-
vide the educational solutions that Digital’s customers and employees require,
and we also provide the information and communications support that Digital
requires. Our commitment is ongoing to develop technologies, processes, and
quality standards that result in an efficient, integrated organization and that
contribute to the development of leadership solutions.

Summary

The process of developing and delivering complete solutions composed
of hardware, software, and services is inherently complex. The ability to deliver
leadership solutions ensures that the organizations within Digital and the solu-
tions they are developing are integrated. Educational Services is actively integrat-
ing its activities to facilitate the optimal development and delivery of educational
and training solutions for Digital’s customers and employees. This means these
groups are both tuning their own internal processes — developing more efficient
development processes, collaborating to develop a common Information Archi-
tecture, and consolidating their resources for maximum strategic effectiveness —
and that they are integrating their activities with other groups inside Digital.
Product support literature, documentation, and courseware are being developed
in parallel with the products themselves. Our groups are working closely with
Digital’s representatives in the field to understand the needs of our diverse cus-
tomers worldwide. They are also working closely with the organizations both in
the field and closer to headquarters to develop and deliver the education and
training the employees of Digital require. The role of education and training is
to bring people together, to catalyze ideas and collaboration, and in this way, the
integration activities of Educational Services are both furthering the develop-
ment of customer-oriented solutions internally and furthering Digital’s position
as the leader in computing solutions in the marketplace.
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“Degtrees of independence and ¢ntrepreneurship are appropriate across
the business units that make up Educational Services. The role of the strategic
planner is to inspire collaboration, integration, and to broaden our vision
beyond Educational Services while improving the quality of our interactions.

“Planning isn’t static. We’re planning in a constantly evolving system.
Each tactical accomplishment is valid for the role it plays in the continuum. But
as each piece is completed, we move on to the next — always looking to the fu-
ture, and learning from the past.”

Del Thorndike
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Strategic Planning and Programs

Educational Services is a vital organization that is evolving in a way that
complements Digital’s corporate evolution. All individual Educational Services
groups contribute to the overall success of the organization. They play different
roles in the organization, and the job of Strategic Planning is to orchestrate those
roles and guide those contributions for the benefit of the entire organization.

The Strategic Planning group focuses both on process and results.
Each year we revise the planning process. We work with the members of the
Educational Service Management Committee and their staffs to consolidate
and integrate the organization’s ideas of what is to come and what we will do to
further Digital’s ability to deliver leadership solutions both internally and exter-
nally. Strategic Planning asks questions of the Educational Services group repre-
sentatives; we coordinate organizational messages and ideas with corporate mes-
sages and directions. We create the forum in which the planning process for
Educational Services can take place. Then, we synthesize the information and
publish it in the form you are reading.

The development of strategic plans, as well as more specific, milestone-
oriented business plans, provides all the members of Educational Services with a
context in which their individual contributions add value. This context is espe-
cially important because Educational Services is a large organization, made up of
numerous groups around the world. Only through such integrated behavior can
our organizational vision be achieved, and only through such integrated behavior
can Educational Services effectively work to further Digital’s corporate vision.

On the following pages you will ascertain what distinguishes each
of the organizations, as well as the role each organization plays in furthering
Educational Services’ overall goal of becoming the recognized leader in industrial
training, education, and communication setvices. Finally, you will learn about
many of the programs that the groups are undertaking to furi ier Educational
Services in its overall organizational goals.
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t U.S. Area Customer Training

DIGITAL provides integrated computing

PRPRESS solutions through training,
education, and communications
services.

“There’s a major opportunity for U.S. Area Customer Training: to help
the customers really appreciate Digital, the quality of the product, the quality
of the technology, the quality of the service they’re getting, and the whole atti-
tude around Digital’s desire for customer satisfaction. Our trainers are often
the first people with a chance to really deliver these messages to our customers.
Many of the people we train never deal with our sales representatives. They
deal with our trainers. So our trainers get a great deal of respect and a great
sense of consulting responsibility because of this customer contact. And that,
to me, is a very valuable contribution that our people make to the company.”

Joe Fabrizio

22 Digital Restricted Distribution




Digital Restricted Distribution

U.S. Area

U.S. Area Customer Training supports Educational Services’ vision of
becoming the recognized leader in industrial training, education, and commu-
nications services through a number of significant programs. We’re implementing
two major sales support programs for our customers. We’re decentralizing, mov-
ing all our products and services closer to customers in the field. Our continued
commitment to quality programs in customer and employee satisfaction, and our
continued commitment to implementing technologies that make it easier for our
customers to do business with us are also important projects that will help Educa-
tional Services achieve its goals.

Programs

1 Ssales Support Strategies

The U.S. Area’s most important sales support programs are the Training
and Analysis Planning Program (TAP), which is focused on 100-200 spe-
cific U.S. customers, and the Installed-Base Support Program, which is
focused on some 35,000 U.S. customers. TAP enables Educational Services
to act as a business partner with specific customers to consult, plan, devel-
op, and deliver the training that meets the customer’s business needs. The
Installed-Base Support Program is designed to increase the number of stu-
dents and the number of courses taken for the bulk of our U.S. customers.

TAP enables U.S. Area Customer Training to understand the major busi-
ness problems faced by selected customers; it enables us to understand the chang-
ing demographics, the future requirements of the labor force, their knowledge
and skill requirements, their availability, and the major automation initiatives
that are changing the character of each industry.

TAP positions training in terms of the customer’s requirements, and in
doing so it provides a point around which all of Educational Services” products
and service offerings can be integrated. Accordingly, the TAP program relies
heavily on expertise developed in other Educational Services organizations,
including OA, DME, ESDP, Field Service Training, and Sales and Software
Services Training. Moreover, TAP means that Educational Services’ U.S. Area
Sales Support managers are working closely with U.S. Area Sales — where
knowledge of the customer’s business is greatest — in order to make this pro-
gram work effectively for our focused installations.
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U.S. Area

TAP Strategy

Telecommunications
Financial Services

Aerospace

Non-Direct Base

Network

The Installed-Base Support Program consists of multiple marketing
efforts aimed at increasing business across the body of U.S. accounts. In con-
junction with our decentralization program, the Installed-Base Support Program

will bring even Digital’s smallest customers to more training and educational
programs.

2 Field Integration

We will move the U.S. Area’s customer solutions closer to the customers,
in order to change, adjust, and adapt as our customers’ environment trans-
forms into the Information Age.

The Field Integration program ensures that Educational Services is capable
of creating and delivering the kinds of education and training solutions that our
customers need and want.

24
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In order to provide truly integrated computing solutions to our customers,
senior field managers from Sales, Sales Operations, Field Services, Software Ser-
vices, Educational Services, Administration, Finance, and Personnel are consoli-
dating into Area Teams. This will facilitate the sharing of information and ideas,
and will also provide the area’s customers with the opportunity for one-stop shop-
ping. New, smaller training sites will be strategically located near our customers,
and revenue responsibilities of all Educational Services’ products are being placed
upon the Area Teams. Finally, the implementation of a centralized scheduling
system will allow U.S. Customer Training to implement the “no-cancellation”
policy while maximizing each area’s seat and classroom utilization.

3 Decentralization Program

The decentralization program distributes our resources closer to the
customer.

Several distinct activities will bring training and education programs closer
to our customers. We will be increasing the number of U.S. Customer Training
locations at a rate of five new locations per year for each of the next five years. In
many cases, these will be located with existing Digital field and sales locations in
order to further the idea of one-stop shopping and to better utilize our facilities
and resources.

Another aspect of the decentralization program involves collaborating with
the Media Communications Group (MCG) to further use the Digital Video Net-
work (DVN) as a training, educational, and communications medium. Via DVN,
instructors from U.S. Area Customer Training will be reaching into an increasing
number of Digital and customer locations simultaneously, enabling us to deliver
interactive instruction to customers in a way that more easily fits their schedules.
DVN broadcasts will focus on basic, product-oriented courses to be shown to
large audiences (e.g., WPS, Electronic Mail, etc.). Other broadcasts, for instance,
will focus on highly technical courses at the System Programmer level for multiple
smaller audiences.

A third aspect of the decentralization program is our “Training in a Van”
program, which brings educational courses and technology to different cities
where there are no formal Digital training sites. Digital will create temporary
training and education facilities, complete with the technological support one
would expect to find in a Digital location, in a hotel in the host city.

Finally, our decentralization program will place Digital educational consult-
ants on-site at our customer locations. These consultants will be there to answer
customer questions and make arrangements to fill specific customer training
needs.
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4 Quality Programs

Quality programs focus on the quality of our internal resources and on our
customers’ perceptions of the quality of our solutions. Therefore, quality
programs in U.S. Customer Training are divided into two major categories:
Customer Satisfaction and Employee Satisfaction.

Customer Satisfaction: U.S. Area Customer Training is supplementing the
ongoing Quality Assurance (QA) program with a QA Review Board, which will
ensure the relevance of our QA questionnaire and background information, en-
abling us to respond more effectively to our customers’ demands. This program
also creates a Customer Hotline Support system to handle customer inquiries on
a real-time basis. The program provides support for Digital’s annual Educational
Services customer event, FORUM, which allows our customers to visit our head-
quarters, and to interact with our managers and instructors. It is an invaluable
opportunity for Educational Services to hear directly from our customers.

Employee Satisfaction: Realizing the foundation of customer satisfaction is
the quality of our own people, U.S. Customer Training has made a commitment
to employee satisfaction with numerous projects that emphasize the value we
place on the excellence of individual contribution. U.S. Area Customer Training
emphatically supports the Valuing Differences and Pay for Performance pro-
grams. We offer both formal and informal awards for instructor excellence, and
we conduct regular employee satisfaction surveys.

b} Administration/Reporting System

In the future, the new automated administration system will enable both
customers and the sales force to enroll in courses all over the U.S. at any
time. The system will enable our customers to register themselves directly,
on-line, in our lecture/lab and seminar courses.

U.S. Area Customer Training will be making it easy for a customer to deal
with Educational Services by providing a single point of contact for all services
and inquiries. Such accessibility to our products and services will be the differen-
tiating factor between true partnership and business as usual.

A single interface between all of Educational Services and the customers
will enable Educational Services to consolidate many of its customer information
gathering activities. When implemented, the administration/reporting system
will be complemented by an executive information system that is being devel-

oped to collect information that can be used for many purposes and reporting
requirements.
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U.S. Area Statistics

Projected revenue growth from Installed Base Strategy and TAP:

As a Percent of Total Revenues from the Sales Support Strategies

U.S. Area

" FY87  FY88  FY89  FY90

FY91 FY92 FY93
NA NA 25.0% 35.0% 45.0% 50.0% 55.0%
Percent Growth of Training Locations
FY87  FYs8  FY89  FY%  FY91  FY92  FY9%

15.0% 50.0% 10.0% 20.0%

20.0% 15.0% 10.0%

Quality Assurance Rating (100% = Best)

FY87  FYs8  FY89  FY9%  FY91  FY92  FY93
91.0%  92.0%  92.0%  93.0%  93.0%  93.0%  93.0%
Employee Satisfaction Survey (10 = Best)
' FY87  FY88  FY89  FY9%  FY91  FY92  FY93
NA NA 7.7 8.0 8.3 8.6 8.8
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“In the ’70s, customers selected computer vendors based on hardware
architectures. In the *80s, they looked for good applications software that
would help them realize the potential of their hardware investments. Today
our customers have discovered that by preparing their people to properly util-
ize those assets they will realize the true potential of their information
architecture.

“Of the two kinds of training companies emerging, large financial
services institutions and computer technology vendors, Digital’s competitive
advantage will be our ability to provide all segments of training through the ap-
plication of our leading-edge technology. Information systems are the new de-
livery mechanism for training technology. We are in an excellent position to

expand the use of technology as the educational market increases its demand
for open learning methods.”

Hermann Binder
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Educational Services Europe

is to be the recognized leader in
providing total learning solu-
tions and services for Digital
employees, customers, and the
industrial training market.
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European Area

Educational Services Europe is an established professional organization
employing approximately 1,300 individuals, of whom some 600 are instructors,
working in more than 30 training centers in 17 countries and supporting 60 Field
Training Centers. Each day, Educational Services Europe provides training to
some 3,000 students in 11 languages.

In addition to providing customer training, Educational Services Europe
is responsible for all internal training, including planning and delivery, in each
European country Digital serves. In order to meet the increasing demand and
complexity of the training needs of our internal Digital clients, we have created
Training Faculties who are focused on particular competency and skill areas.
These Faculties also have an account management responsibility toward Digital
functions, to ensure their complete training needs are met.

The Technical Training Faculty is mainly responsible for hardware and
software product training. It also has the specific account management role for
Field Service and Software and Advisory Services (SWAS). The Business Sup-
port Training Faculty focuses on providing user training for internal information
systems, logistics and distribution processes, and finance and business support.
This Faculty is also the account manager for Information Systems, Finance, and
Administration & Logistics. The Selling and Marketing Training Faculty specifi-
cally addresses selling skills and marketing strategies, and is the functional ac-
count manager for Sales and Marketing. The Skills and Management Training
Faculty is focused on management development and other professional skills
training. This group also has an account management role for Engineering,
Personnel, Educational Services, Manufacturing, and Computer Special

Systems (CSS).

' The responsibility of the Educational Services Country Manager is to
ensure that the total training requirements of Digital’s organization in that coun-
try are met, whether training is delivered in a Digital training center or at a Euro-
pean business school. The major in-house training centers are located in Reading,
Evry, Munich, and Milan. Every country has an internal training organization
that meets local cross-functional requirements, and is driving the decentralization
of both technical and business training.
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Educational Services Europe
Total Training

140,000J

120,000 1

100,000+

80,000

60,000

Student Weeks

40,000
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0
FY86 FY87 FY88 FY89 FY90

KEY:

O - Customer Training
O - In-House Training

Given these factors, Educational Services Europe is a decentralized
organization. Digital’s European clients and customers have differing needs and
desires, and meeting the needs of this diverse market requires a wide variety of
approaches and solutions. Europe is responsible for an ever-increasing portion of
Educational Services’ overall revenues; today more of Educational Services’ reve-
nue comes from Europe than the U.S.

The countries in the European Area are at different stages of develop-
ment; therefore, the Area-driven programs for Educational Services address
issues of major strategic importance to overall organizational development and
business performance. Below we describe six that are particularly important to
Educational Services Europe in meeting the challenges of the future: Quality and
Productivity, the Field Office Model, the Selling Model, PACE, ESDP Decen-
tralization, and the Karlsruhe Campus-Based Engineering Center.
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Programs

1 Quality and Productivity

Through this program, Educational Services Europe is finding ways to im-
prove total organizational productivity while simultaneously enhancing the
quality of our products and services. We are examining the Educational
Services Business Model, our operational procedures, and the organiza-
tional structure. The outcome of this program will be a series of standards
and models that will assist management in building and developing the
most effective and responsive Educational Services organization possible,
thus enabling us to achieve even greater success in the 1990s. An integral
part of this effort will be an Information Systems Architecture that will
link Educational Services Europe to the Digital European business
systems.

Quality and Productivity Program

Marketing
Needs Analysis

Design &
Development

Administration

Manufacturing

The quality and productivity program positions Educational Services Eu-
rope to respond most effectively 1o the customer and client needs. Educational
Services Europe depends upon five major activities: marketing, selling, design
and manufacturing, delivery, and administration/communications. All activities
need to work together using new technologies and methods for delivering the
best solutions. We are collaborating to increase the overall efficiency of our re-
sponse to customer and client needs. We are focusing on delivering the highest
quality solutions to our customers and clients. And we are determining how best
to operate in a multinational, multilingual environment that demands localized

adaptation of the solutions we provide.
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2 Field Office Model (FOM)

This European program clarifies, aligns, and simplifies the structures and
processes through which we deal with our customers. The FOM program
enables us to examine the field activities in our Sales Units, districts, and
regions. We can then clarify the tasks and responsibilities of specific jobs
and processes, and develop a model leading to efficient and effective means
of dealing with our customers for all functions in Digital Europe.

The FOM will ensure that all
of Digital’s functions are organized so
that the external world recognizes us
as one company. Its intent is to have
minimum layers of management be-
tween customers and top management
in each country and to achieve operat-
ing behavior changes that focus on
the customer.

Field
Service

The Educational Services
FOM will ensure that our organiza-
tion matches appropriately the rest of
the Digital organization in its manner
of dealing with the customer.

3 Selling Model Implementation

Educational Services area management recognized that the market poten-
tial for customer training could only be realized through an increased focus
on selling and sales support. Educational Services’ Management Team ac-
cepted a proposal to put “Customer Education Consultants” into each sales
district. This program is devoted to the implementation and development
of those consultant positions.

Educational Services Europe relies on the Customer Education Consul-
tant to maximize customer training delivery, particularly at strategic accounts.
As with the Training Analysis Planning program (TAP) in the U.S. Area, the goal
of this program is to identify and drive large customer training opportunities,
helping targeted accounts and key customers identify, define, and satisfy their
total education needs. The Customer Education Consultant supports all the sales
representatives in the district in order to have appropriate training content in
every quote. These education experts work within the Software and Advisory
Services (SWAS) organization but maintain strong, direct links to the country
customer training manager.
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4 Program for Advanced Continuing Education (PACE)

A consortium of European industries and universities has formed a pro-
gram to deliver continuing education via satellite. Digital’s Educational
Services Europe is a sponsor of this program, which brings to Digital state-
of-the-art technological education from the world’s leading universities and
research institutes. We are active participants in both the technical and ed-
ucational committees, as well as directly supporting the pilot program eval-
uation process.

In order for Digital’s Educational Services to become recognized as the
leader in industrial training, education, and communications, we will be associ-
ated with such international, high-visibility, leading-edge programs as PACE.
The pilot program started in March 1988, and the goal is to reach a five-day-a-
week transmission schedule of two programs per day in 1989. Other industry
sponsors include British Telecom, Philips, IBM, Thomson, Bull, IRI Italy,
Fundetec Portugal, Danish Enterprise University Systems, and NOKIA Finland.
Our operational experience with this program will be of direct help in establish-
ing and using the Digital Video Network (DVN) in Europe.

> ESDP Decentralization Program

Decentralize European ESDP into the United Kingdom, Germany, France,
Sweden, Holland, and Italy to drive opportunities for custom-tailored
education.

The European ESDP organization is currently centered in Reading,
England. Customers and clients are demanding more individualized training
solutions, especially as we move into user training (e.g., office automation). In
this competitive environment, high-quality tailored education solutions will dif-
ferentiate us from competitors, and from a customer’s own in-house training or-
ganization, enabling us to gain market share in this fast-growing market. This
program will ensure our leadership position in providing locally adapted, rele-
vant, high-quality training to our customers and clients.

G Karlsruhe Campus-Based Engineering Center

At the University of Karlsruhe, members of Educational Services Europe
will work to develop and deliver fully functional courseware authoring tools
and advanced instructional design software engineering aids. Additionally,
a wide range of courseware will be developed in this environment for deliv-
ery. We will create a distributed tutoring environment capable of facilitat-
ing group learning, and ensure its quality and effectiveness through
detailed assessment and evaluation techniques.

This program will provide support for Educational Services resources to be
located at the University of Karlsruhe CEC in Karlsruhe, West Germany, where
they will work on the NESTOR Educational Workstation project. This work will
extend the outcome of the ATHENA I project and closely collaborate with the
ATHENA 11 project, both of which are being undertaken in collaboration with
universities such as MIT and Brown.
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Educational Services GIA will
provide high-quality, cost-
effective training to our internal
and external customers in
support of their strategic busi-
ness and satisfaction goals.

“The international market is the fastest growing area of business for
Educational Services, and we expect to lead the way toward becoming a truly
multinational supplier of products and services. Today, we serve 59 countries,
constituting over 70% of the world’s population. In 10 years, we’ve grown
from a $36,000 business to a $40 million business.

“Our greatest challenge is to ensure that we bring quality products and
services to people in vastly different geopolitical environments. The geographi-
cal dispersion of these markets alone increases the complexity of delivery. This
is compounded when you begin to adapt our offerings to accommodate so many
languages and cultures. And yet, we will use our advanced technologies to con-
tinue to bring training closer to our customers.”

Roger Blomgren
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General International Area

Educational Services GIA is established in five discrete geographic
regions: the Far East, Japan, Canada, the South Pacific Region (SPR), and the
Latin American and Caribbean Region (LA/CR). A potential sixth region could
be India. Even though GIA constitutes 70% of the world’s population, it cur-
rently contributes only 179% of the world’s GNP, and represents only 219% of the
world’s information system installed base. At the same time, Japan, Australia,
Canada, and Brazil are four of the ten largest markets for information systems so-
lutions, all of which means that GIA represents one of the largest opportunities
for Digital and Educational Services.

Projected Growth

>20% e PRC e India
£
g o Australia * Japan
S 10-20% e Hong Kong * Korea
g e Other LACR * Taiwan
© e Other F.E.
=
e Canada
<10% e US.
e Europe
<20% 20-30% >30%

GIA Growth Expectation
(In Local Currency)

In FY87, Educational Services GIA trained 23,000 external customers and
6,300 Digital employees and OEMs; by FY90, the numbers are expected to in-
crease to more than 30,000 customers and 7,000 employees and OEMs. The GIA
employee base will increase from 344 to 664 during that time. Training facilities
are located in each of the regional headquarters, Hong Kong, Tokyo, Toronto,
Sydney, Fort Lauderdale, FL, and in 14 other countries. GIA offers instruction
in six languages, including Japanese, Mandarin, French, Spanish, Portuguese,
and English. Our translation efforts are supported by Educational Services Eu-
rope for French, Spanish, and Portuguese languages.
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GIA is by nature a highly diverse and decentralized organization because
of the physical distances between the regions and the political and economic in-
stability that exists. Our educational solutions are increasingly delivered at cus-
tomer sites.

We are well positioned to bring advanced training techniques to bear on
this complex marketplace. We have a catalogue of courseware available in a wide
variety of delivery methods, which will meet a large number of training needs.
GIA must also be flexible and creative in providing training solutions from third-
party vendors, providing translated or customized materials as well as on-site
classes.

GIA is identifying new focus areas for the 1990s. These are Enterprise-
Wide Solutions, Industry Marketing, Cross-Functional Teams, and Networking.
GIA has to adapt its approaches for a diverse and decentralized geography. We
foresee a strong role in Educational Services in the 1990s.

The programs that follow provide the major strategic thrusts underway to
deliver solutions to our customers and clients.

Programs

nternal Training Support
1 1 1 Training Supp

Educational Services GIA will focus attention on a variety of internal
training activities to retain and develop staff in our regions. The expansion
of current programs and the addition of new ones will reflect the corpora-
tion’s enterprise-wide customer solution goals, promote cross-functional
cooperation within the regions, and strengthen the ties between the re-
gions, the area, and the corporation.

Numerous projects exist in the employee training organizations. There are
specific projects aimed at supporting the Software and Field Service organiza-
tions in GIA; other projects aim at supporting the Sales organization, as well as
the OEMs who resell in the GIA. We are working with Software Services on the
Program/Project Management Development Center (PMDC), which has been
established to develop the methodology, business practices, policies and proce-
dures that will enable the corporation to analyze, qualify, bid, and deliver an
enterprise-wide customer solution. Educational Services GIA will develop a GIA
PMDC teaching staff. Our curricula for employee training will enable Field Ser-
vice, CSS, Educational Services, and SWS personnel to obtain the necessary
skills and information required to support the program.
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2 Customer Training Solutions

Traditional customer training will continue. Capital-intensive, high-level
technical training will continue to take place in the U.S. The cost of travel
and the adverse impact of changing economic climates within GIA will in-
crease on-site, customized, and local language offerings. There are several
new areas of focus that will begin in FY89-90.

Increased participation in enterprise-wide solutions means that Educa-
tional Services will be part of large project proposals to support enterprise-wide
training solutions. We will offer a new curriculum, Training Program Manage-
ment, ranging from the factory floor to management education. Because of the
diversity of equipment, industries, skills, and languages, we must identify and
source a wide spectrum of third-party vendor training. We will teach our own
people how to deliver third-party solutions, how to contract, and how to utilize
all the training resources available in the marketplace.

Another new project within the Customer Training area is the Network
University. Taking this idea from NAC Marketing, Educational Services GIA
sees the need for customers to understand how networking impacts their entire
business plan, and ultimately their productivity and success. We will teach them
to plan, manage, and develop networks that provide a competitive advantage. :
\

VMS Version 5 and symmetric multiprocessing will be the focus for a new
generation of Digital customers, and we will be providing additional support to
meet these needs.

3 Personalized Training Plans (PTPs)

The use of training as a tool for business planning (i.e., skill training
to meet long-term needs) will increase package sales to customer
organizations.

\

:

|

|

{

‘ Personalized Training Plans (PTPs) will continue to play a strong role in

‘ solutions sales for Digital and in solutions planning for customers. Each region
places a strong emphasis on PTPs, thus ensuring that both customers and employ-

1 ees will be encouraged to plan a career path that gives them job satisfaction

i and the ability to plan for the future. PTPs cause managers to include training
in long-range plans and to create an environment for training within their organi-
zation. For Educational Services, this program provides packaged and long-term
sales, and contributes to planning for growth and readiness.

4 Industry Training Programs and Integrated Industry Marketing

GIA strategy is to make Industry Marketing the driving force of GIA busi-
ness. Educational Services has supported this focus from the beginning and
has worked closely with the GIA Industry Marketing group in Acton as it
realigns Digital’s of ferings to meet the needs of specific industries. Educa-
tional Services again plays a strong role in training GIA’s internal personnel
to facilitate this restructuring.
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For Industry Training, Educational Services GIA is developing Industry
Training Curricula for Sales and Sales Support, Software Services, Field Service,
and Educational Services professionals and managers. We are designing region-
specific training programs that support regional goals and that work with local
cultural requirements. We are developing instructor readiness programs that will
provide the delivery capability necessary to support Industry Training. And we
have implemented a program to identify seminars or courses from third-party
vendors to support industry-specific messages and applications.

With regard to Industry Marketing, Educational Services GIA will con-
tinue to play a key role in integrating programs, products, and services into the
area-targeted industries. We have the additional responsibility for developing
industry-specific messages and sales tools for the Educational Services portion of
the marketing materials, and for working cross-functionally to develop industry-
specific service messages. We are responsible for developing or adapting curricula
for customers, and for sourcing third-party vendors to deliver industry-specific
training.

The chart below shows how the Integrated Industry Marketing Plan is
designed. GIA develops the long-range strategy and the priorities for the geogra-
phies. Educational Services integrates its own messages with those of Marketing
and Sales. Measurements will be made on the success of Industry Marketing by
using the Marketing and Sales Information System (MASIS) now installed
throughout GIA.

Integrated Industry Marketing Plan

Industry Plans

v

Industry & Product
Marketing

Messages

Tools
Sales
Support
/ Organization \

Readiness/Resources
Business Equipment
Operations Product/Acquisition
Needs Analysis

¢ Revenue/Quarterly—MASIS

e Customer Satisfaction—ANNUAL
e Certs Quarterly—MASIS

¢ Annual Report—MASIS

e QA

Measurement
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D The Cross-Functional Service Solution

GIA is moving rapidly toward the enterprise-wide solution. To meet this
goal will require Educational Services, Field Service, Software Services,
and CSS to work together closely to provide a services solution.

This program undertakes to coordinate the services messages and to posi-
tion Educational Services products and services with other services at the appro-
priate part of a sales cycle. We coordinate services’ messages in new product
introductions, and we provide cross-functional sales training and sales tools. This
program will ensure that U.S. programs, marketed or adopted by GIA, provide
cross-functional support and meet GIA regional sales requirements. It also en-
sures that GIA regional service organizations are informed and prepared to de-
liver cross-functional support to customers.
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“The computer industry is changing more rapidly than ever before.
Customer demand, which is becoming increasingly sophisticated, is driving it;
global competition is complicating it. Digital’s integrated solutions are enabling
customers to meet their challenges; however, designing, implementing, manag-
ing, and using these highly distributed, integrated-application solutions effec-
tively requires training and retraining.

“Educational Services Corporate Marketing’s responsibility is to look at
new ways of doing business — new approaches to products and marketing —
that will provide training to our customers at a lower cost and take advantage
of emerging technologies. We’re exploring ways to maximize our penetration
of accounts using new channels and streamlining our delivery mechanism. We
want to be able to seize new market opportunities, create new training solu-

tions, and get into the marketplace with quality products that both satisfy our
existing customers and create new ones.”

Tim Walsh
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Corporate Marketing establishes
and implements Educational
Services’ marketing strategies to
provide high-quality training
solutions and information
services to Digital’s customers.
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The Educational Services Corporate Marketing group keeps abreast of in-
dustry trends and Digital’s marketing and product strategies. We have developed
strong ties to the engineering and marketing organizations of Digital in order to
integrate Educational Services training and information solutions with corporate
product and marketing strategies. These efforts serve to present Digital as one
company with one strategy and one message. Corporate Marketing is developing
ties to groups within Educational Services to ensure that the organization’s mar-
keting strategies reflect customer research and area marketing experience. This
process will assist groups within Educational Services to use the most appropriate
and proven instructional techniques and technologies. The solutions will reflect
the requirements of the different geographies and ensure implementation
worldwide.

In addition to maintaining relationships with other Digital organizations,
Educational Services Corporate Marketing develops and delivers comprehensive
software and technical maintenance training, Digital Press publications, and Re-
seller Sales Training for Digital’s distributors and marketing partners. Our indus-
try marketing group is identifying and beginning to deliver new curricula to the
telecommunications, engineering, and financial industries. We are also develop-
ing and implementing Personalized Training Plans (PTPs) to help our customers
determine their training needs. And, we are developing new marketing strategies
and products such as compact disks to deliver interactive, integrated training
solutions. In the future, we will be selling our educational administrative systems
to other industrial training organizations.

Programs

1  Professional Software and Technical Training

This program provides customer training centers worldwide with Digital
curricula and Digital Press publications. The audience is MIS management,
professional software data processing personnel, and self-maintenance
technicians.
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Professional Software and Technical
Customer Training

Layered Products (20.0%)
Layered Products (18.7%)

Other (2.8%)
Other OP SYS (3.8%)

Hardware (12.1%)

Applications (4.3%)

o VMS (50.0%)
VIS(58.3%) Applications.(10.0%)
Hardware (8.0%)
Other OP SYS (7.0%) —
Other (5.0%) —
FY88 Business Mix: % Revenue FY92 Business Mix: % Revenue

More than 300 different courses, in multiple formats, as well as more than
80 Digital Press publications are available. Courseware and publications subject
matter ranges from entry-level computing to the most sophisticated techniques in
MIS management, network design and management, and artificial intelligence.

The Professional Software Training (PST) arm of this program provides
MIS management with courses covering operating systems, database products,
networks, and software productivity tools. It is designed to assist technical per-
sonnel to perform their software-related roles more effectively. In the next few
years, Professional Software Training will be introducing new curricula to sup-
port Digital’s strategy in transaction processing, Digital-to-IBM, and training
for servers.

The technical Hardware Maintenance Training (HMT) program integrates
training strategies with Self-Maintenance Services to ensure that Digital’s custom-
ers are supported in their self-maintenance efforts. Our future strategy is to con-
tinue the training support for self-maintenance customers to aggressively market
our broad range of capabilities, such as consulting, custom courseware develop-
ment, and training program management.

Digital Press publishes and markets books and journals written by industry
experts, customers, and employees on new technologies and strategic products.
Additionally, the Press collaborates with Digital’s engineering and marketing
groups to repackage selected publications for sale through traditional book chan-
nels. Future publication subjects include X Window, a Computer Integrated
Manufacturing series, and the new VAX/VMS series.
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2 Industry Application Training for Professionals

Educational Services Industry Marketing Managers work with Digital’s
Basic and Service Industry marketing groups to develop curricula that will
enable users to effectively employ Digital solutions in engineering, manu-
facturing, telecommunications, and financial industries.

Customer Training
Revenue Mix By Industry

Other (5.0%) Other (5.0%)
Service
Industries
(32.5%)
Basic
Industries
(40.0%)
Basic Service
Industries Industries
o, 40.0%,
(48.3%) Federal Gov't. (14.2%) Federal Gov't. (15.0%) ( )
FY88 Business Mix: % by Industry FY92 Business Mix: % by Industry

This program develops Educational Services” Industry Marketing goals,
plans, and user-support strategies for the different industries that Digital serves.
It enables Educational Services to integrate its products and services with Indus-
try Marketing packages and promotions to create a complete solution for the
customer.

3 Reseller Sales and Market Development Training

The Complementary Solutions Organizations (CSOs) program provides
training to Digital’s Selling and Applications solutions partners.

The principal role of the Reseller Sales and Market Development program
is to provide curricula support to Digital’s Product, Industry, and Channels Mar-
keting Groups. The curricula include courses on selling skills and custom product
sales training. They are available in multiple formats.
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Reseller Sales
and
Market Development Training

Digital Educational Services Digital’s CSOs
T Corporate Marketing
Channels Partners (CMPs)
Marketing
Group o
Training
System Corporate
Reseller Sales Seminars Marketing Partners
and (SCMPs)
Product Market Self-Paced
Marketing — Development Instruction
Groups Training OEMs
Information
Redistributors
Custom
On-Sites
Industry Independent
Marketing Software
Groups Vendors

The next several years will result in:

1. Increased product sales skills and management development training to |
Digital’s partners.

2. Nationwide broadcasts by Digital Video Network (DVN).

3. Market development training for Product and Industry Marketing Groups
for independent software vendors and partners.

These activities will significantly increase the visibility of Educational
Services’ capabilities internally and externally, resulting in new training
opportunities.

J
1
]
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4 Compact Disk-Based Training and Information Services

This program provides interactive, integrated application job aids, informa-
tion services for professionals, and training on a subscription basis.

Compact Disk: Training and
Information Services

On-Line

Digital Press

Publications
On-Line On-Line
Application- - Training &
Oriented Information
Job Aids —— Catalogs

\
On-Line

On-Line " % i
Self-Paced | ﬂ/ E g;(r)\clrgsson
=— N =

Training and References

The compact disk (CD) provides Educational Services with a new means of
providing customers with self-paced courses, Digital Press publications, training
catalogues, and reference databases. Other services to be included are Personal-
ized Training Plan (PTP) functions and student administration services. We will
market the CDs on a multiyear subscription plan with quarterly information
updates.
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D Personalized Training Plan Program

The Personal Training Plan (PTP) program is a system to generate custom-
ized training plans for students. The PTP will recommend appropriate training
based on the student’s background and needs. This program will differentiate our
training from the competition’s training by helping customers get the most from
their training investments.

PTP Process Diagram

\

Consultant
= | delivers PTP
~| to student

Student Consultant
fills out reviews
training proposed
consultation training
questionnaire plan

Consultant
mails letter
to manager
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“There’s an interdependency between our research and development
efforts, quality assurance, and customer support programs that signifies a de-
cided advantage in our ability to compete as a provider of educational solutions.

“If customer satisfaction is indeed the livelihood of Educational Services,
then our large projects group will need to assess the quality and effectiveness of
our training, utilizing the resources of our QA organization, and they’ll need to
have access to the leading-edge technology of our Research and Development
efforts in order to satisfy the needs of these strategic accounts.”

Jim Malanson
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The Quality Assurance group
provides information, decision
support tools, and consulting
support to help Educational
Services achieve and maintain
excellence in product quality
and customer satisfaction.
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Quality Assurance
Customer Support Programs
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Research & Development

Quality Assurance

The Quality Assurance organization supports efforts to ensure that the
solutions Digital provides are of the caliber expected from the leader in industrial
training, education, and communications. Such laurels will not be won without
high-quality solutions and mechanisms in place for improving those solutions
quickly. Quality Assurance brings those mechanisms and that assurance to
Educational Services.

Building Quality into all Educational Services Products
to Meet the Needs and Expectations of Our Customers

1. Product Conception
and Design

e Market Research

5. Consumer Research
e Follow-up surveys
e Interviews

6. Product

Redesign
4. Product Delivery
e Student opinions
o Test results 2. Product Development
e Phone or mail surveys e Process reviews

e Pilots
o Field tests
e Human factors studies

b

3. Manufacturing and Distribution
e Quality control procedures
e Incoming inspections

o
Programs

1 QuEsT System Enhancements

Quality Assurance is redesigning several parts of the Quality Measurement
and Analysis System.

This program allows a greater flexibility in generating field reports at the
training center level and supports the networking of information from all train-
ing locations. This speeds up the rate at which data can be collected and actions
taken regarding quality issues. Other improvements such as data validation and
local office productivity have also been included.
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2 Test and Measurement

Raise the level of awareness among instructors and managers regarding the
role of evaluation and measurement in helping Educational Services meet
its goal of becoming the leader in industrial training; and provide automa-
tion tools to support its achievement.

A presentation and a workshop has been developed for all Educational
Services groups called “Opportunities for Excellence.” Other activities are under-
way to automate the testing process. Both on-line testing and evaluation, as well
as machine-readable scoring, are or will be available for testing and analysis. Speci-
fications are currently being developed to support creation of an item bank which
will allow the random generation of tests and simultaneous delivery to support
field needs in prerequisite testing, information validation, and performance
analysis.

3 Survey Support
Provide survey support to Educational Services and to Digital.

Of the services provided by the Quality Assurance Group, our Survey
Support is one of the few that is extended to not only Educational Services,
but all parts of Digital. Our Survey Support staff serves Digital and Educational
Services in the large-scale gathering of information, and analysis of trend devel-
opment and problem identification. Included among the annual surveys we
support are:

= Corporate Personnel Satisfaction Survey

= Corporate Customer F&A Survey

DECUS, Pre-Symposium Service Evaluation

= Employee Payroll Survey (New FY88)

The group also supports one-time and period surveys such as the Personnel
Interact Survey.
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In support of Educational
Services business within the
Areas, Customer Support
Programs provides project/
program management services to
respond to customer RFI/RFP,
and establishes the systems and
processes to deliver unsolicited
proposals to our corporate,
national, and major accounts.

Digital Restricted Distribution

Customer Support Programs

4 Quality Forum
Establish a Quality Forum focused on improving customer satisfaction.

The Quality Forum program provides Educational Services with a singular
quality focus, enabling us to learn from the activities and programs of each group
that contributes to the products and services we offer. The Quality Forum will be
used to work solutions to issues identified through this process, and to expand
the process into other areas of our business.

Customer Support Programs

Customer Support Programs (CSP) supports the efforts of Educational
Services to become the recognized leader by vigorously promoting educational
solutions to Digital’s largest customers. CSP works with the field to identify who
needs what kind of solution, and then develops the appropriate presentations and
proposals to win the business.

Programs

1  Evolve the systems and processes for large project management to meet the
current and future criteria of the Corporate Program Management Office
(CPMO) and Educational Services while ensuring that these systems and
processes can be implemented in the U.S., Europe, and GIA. Meet 100%
of the requests for Educational Services input on named programs.

Digital’s customers want a technological innovator with products, services,
and solutions that can keep them competitive. They also want an educational
partner who can work directly with them to train their people to solve today’s
problems and be prepared for tomorrow’s challenges. The Customer Support Pro-
grams Group is an outgrowth of our focus on the overall Corporate Accounts
Program. Large projects will have a more strategic impact on the long-term
growth and profitability of Educational Services.
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Program
Management

Business Design
Mgmt. Org. Development
Development

Measurement
Evaluation Training

Operations

DEC
Knowledge

Comm. Sales
Government

Customer
Consulting

Specifically, the Customer Support Programs Group (Large Project Office)
provides project and program management services to respond to customer RFIs
and RFPs, and establishes the systems and processes to deliver unsolicited pro-
posals to our corporate, national, and major accounts.
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Educational Services Research
and Development is working
to create the learning environ-
ments of the 1990s. We are
identifying and integrating the
techniques, methodologies, and
systems that enbance the
learning environment within
Digital through interactive
involvement with Educational
Services line organizations.
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Research and Development

Research and Development

Research and Development is creating the educational environment of
the future, without which Digital cannot hope to provide the most appropriate
educational solutions for our customers. The industry leader’s solutions will be
based on the latest proven technologies and techniques, and Educational Services
Research and Development is currently proving the effectiveness of some of
those technologies and techniques.

R&D Programs and Projects

Learning Consulting & Technology

Environments Support

= Instructional = Technology = Intelligent
Enhancements Integrated

. Authoring = Customer Support Information
Environments
- Advanced
Productivity Tools
- Project Athena
Authoring Tools

- Karlsruhe CEC

= Management Decision
Support

Programs

1 Learning Environments

Develop enhanced, dynamic learning environments for the development
and delivery of training.

The Learning Environments program manifests itself in several unique
projects, all of which will assist Educational Services to become recognized as a
leader in industry training and education. Much of the knowledge gained through
these efforts will be used in the development of the Boylston facility, thus dem-
onstrating Digital’s commitment to employing state-of-the-art technologies and
environmental design in the delivery of its educational solutions.

In one project, educational audits are conducted to assess our training envi-
ronments, investigate successful learning methods, and determine how our cur-
rent instructional strategies may be enhanced. Other projects assess the potential
of emerging instructional technologies, pilot results, and determine the impact
and application of the technology to training. The Learning Environments pro-
gram also builds alternative learning environments to support learning style
differences.
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2 Authoring Environments Project

Improve Educational Services’ capabilities for development and delivery
of computer-based instruction/information.

Through the work of various groups in Educational Services (R&D,
ESDP, TSG, FST) an Authoring Requirements Specification was produced in
FY88. Realization of this environment is a substantial effort and requires con-
current activities in various groups and locations. Overall management is also
required to support the integration of all project efforts and the introduction
of these tools into Educational Services groups. Research is underway at MIT
(Project ATHENA) and at Karlsruhe (Educational Workstation Project) and will
be supported through close collaboration and technology transfer. Additionally,
related prototype development will be managed and conducted within the
Research and Development group itself.

3 Consulting and Support Program

The Consulting and Support Program is intended to leverage Research and
Development expertise and resources in support of Educational Services
business organizations through a set of value-added consulting services.
This service will allow Research and Development to establish close links
with the plans, strategies, and programs of individual Educational Services
business groups, which can be used as a basis for developing our research
program.

The group’s efforts will be directed in the areas of technology consulting;
field sales, marketing, and customer support; and management decision support.
Technology Consulting Services will provide Research and Development with
technical expertise in support of cross-organizational prototype development pro-
jects aimed at satisfying immediate business needs, and to facilitate the transfer
of technology into business groups. Also, Research and Development worksta-
tion and windowing experience can be helpful to training development groups in
support of workstation-based delivery strategies.

Management decision support will be available primarily to Educational
Services managers for help in providing the information required to make
technology-relevant business decisions.
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4 The Intelligent Integrated Information Project (I-Cubed)

Develop an architecture that delivers only the information/training needed
by the user, at the time the information/training is needed, and in the man-
ner in which the user would like to receive it. Provide a simple way for the |
user to manipulate that information, regardless of media, data type, and }
location.

The system developed under the I-Cubed Project may be used for design-
ing, executing, and delivering courses; developing simulations and electronic
documents; and for managing the information development, retrieval, and re-use
needs of large organizations. The prototypes will be used by individuals for con-
structing and manipulating information architectures, and for designing and
delivering information packages such as courses, simulations, and documents. In-
formation packages, from the smallest graphic to entire courses, may be re-used
by individuals employing this system.
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Sales and Software Training
plans, designs, develops,
delivers, and evaluates the
required training solutions and
programs necessary to reinforce
the skill sets that support the
selling and consulting efforts
of Sales, Software, and Sales
Support.

“Today, one must ask the question, ‘What is the relationship between
training and growth?’ Success in this business is dependent on our ability to
capitalize on our most valuable and our most costly asset — our people. Our
selling teams are Digital’s major communications vehicle to our customers
and a vital link to building the relationships that will sustain our business
partnerships.

“We have to maximize the effectiveness of our training programs, so we
can make the best use of our people’s time. We’re employing new technologies
that reduce travel time and deliver critical information in a timely manner. The
challenge before us is to reduce the cost of doing business and increase the
amount of business we do. That means we must make decisions about what in-
formation we choose to convey to our customers through marketing communi-
cations vehicles, and where to invest in the minds of our people.”

Cecil Dye
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The Sales and Software Training organization in Educational Services com-
plements the Field Service Training organization and serves a similar purpose; we
assist Educational Services in reaching its goals. Through our reporting relation-
ships with Sales, Software, and Educational Services, Sales and Software Train-
ing is positioned to provide quality training programs to support the initial and
ongoing training and development of Digital’s selling teams.

Training Model

Software
Services Plan

' v !

Work Force Requirements
(# people, levels, types, assignments, readiness levels)

'

Jl Competency Models |

Sales Business Plan Marketing Plans

\/

Y

[ Assessments J [ Curricula J
Y

ITourse Development —J
w} *

Personalized
Training Plans > | Schedules ]

Registration

{

F Course Delivery J

v

Evaluation &
Feedback

1 Account Management

Sales and Software Training maintains established strategic planning part-
nerships with Sales and Marketing to plan and provide effective training
solutions for Sales and Sales Support. The organization will develop a new
business partnership with Software Services to take a leadership role in
the planning and development of training for the Software Services
organization.
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Sales and Software Training

As Digital increases its focus on service delivery, Software Services will
continue to play an increasingly greater role for the company, both in terms of
revenue and customer satisfaction. A well-trained software organization is criti-
cal to the success of the company. It is beneficial to Digital for Sales and Soft-
ware Training to establish strategic business planning partnerships with the
Software Services organization in order to facilitate the planning and delivery
of the right courseware.

2 Curriculum Development

To ensure job relevance in training programs, Sales and Software Training
will focus on developing curricula based on sales and software competency
models. The programs will address skills, knowledge, and technical exper-
tise needed at varying phases of a Sales or Software representative’s growth |
and development. In addition, Sales and Software Training will continue to ‘
work with the Sales and Software organizations to develop and manage Pers- !
onalized Training Plans (PTPs) for each Sales, Software, and Sales Support |
representative. }

The curriculum development program ensures that our Sales and Soft-
ware representatives are positioned to compete and win in an integrated, service- |
driven marketplace. All field representatives at Digital are encouraged to develop 4
their personal and professional skills. Our curriculum development program pro-
vides them with a framework in which those skills and adjacent skills can be
developed.

3 Client Satisfaction

Sales and Software Training will continue to monitor the educational qual-
ity and client satisfaction of our courses to ensure training’s contribution to
the overall productivity and customer satisfaction goals of the Sales and
Software Services organizations. In the future, the goal will be to monitor,
to integrate, and to measure the results of the training programs with those
of the business plans of the unit or selling team.

The marketplace and its demands are changing, and Digital’s selling
teams must be attuned to those changes. They must be responsive in new ways,
provided with new skills. The Client Satisfaction Program provides the Sales and
Software Training group with a means of staying ahead of and developing the
appropriate courses for a changing field environment. By testing the quality and
applicability of our educational products, we can continue to refine our offerings
to reflect and respond to the needs of our field representatives.
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Sales and Software Training

Decentralization

Sales and Software Training will continue to work to optimize the use

of technology to address the increasing demand for alternative training
delivery methods. The effective application of DVN, SPI, and emerging
technologies will enhance Sales and Software Training’s ability to deliver
cost-effective training consistent with quality educational standards based
on audience needs, location, and learning styles.

As Digital’s resources are moved further into the field, it becomes increas-

ingly important to develop new ways of reaching field representatives. We will
provide equal access to educational opportunities using multimedia formats to
make this possible.

5

Human Resources

Sales and Software Training will maintain an effective Sales and Software
Training Rotational Staffing Program that encourages top performing
Sales, Software, and Sales Support personnel to join Sales and Software
Training on a rotational, career-development basis. The rotational pro-
gram, in conjunction with internal staff development, will continue to be a
major factor contributing to Sales and Software Training’s ability to attract
and maintain a balanced mix of sales, software, and training professionals.

This program ensures that sales and software skills developed by our best

representatives can be effectively shared by others. These personnel additions to
our instructor staff will enable Sales and Software representatives to learn from
some of their most successful peers, and it provides those representatives doing
the instructing with an opportunity to expand their career directions.
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“Field Service has entered a new business environment where
customers’ critical applications are requiring us to respond with a complete
systems approach to their problems. We’re now totally responsible for the sup-
port of all Digital products: hardware, software, systems, applications, and the
network. That means our Field Service engineers have to understand many dy-
namics of the customer’s business environment.

“We’re no longer troubleshooting down to the component level. Every
technician must be capable of responding to a very broad range of system
problems, and capable of working as an integral part of our Customer Support
Centers. Our curricula have been totally redesigned to take advantage of the
features and tools built into our products, and to address the needs of the
engineer who now has to understand business issues.”

Charles Tharp
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Field Service Training supports
the Field Service technological
and business plan by providing
training, consulting, and
counseling support in areas of
organizational and employee
development.
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Field Service Training

Field Service Training educates those key individuals who most often rep-
resent Digital to the customer. Professional and well-trained service engineers
will leave a good, lasting impression upon Digital’s customers.

To meet the challenges of the *90s when less than 109 of Field Service rev-
enue will come from hardware remedial maintenance, Field Service is planning to
reskill its work force according to a plan now being developed. In the future, ser-
vice technicians who go to the customer site will be trained to deal with the cus-
tomer’s application. Diagnosis of hardware and software will most often be done
at remote service centers. Detailed instructions and FRUs (Field Replaceable
Units) will be provided as required to the technician. The training curricula will
be designed to aid the transition in the service business.

1  Personalized Training Plan

Personalized Training Plans (PTPs) have been developed to ensure that

the training of Field Service employees is customized to fit the individual’s
needs as they relate to the expectations and goals of the company in deliver-
ing customer support in changing technological and competitive
environments.

Today, over 809 of the requests for support from Digital’s customers re-
late to software issues. It is expected that the ratio of software and application
service problems versus hardware service problems will continue to rise. Being
competent at fixing hardware is no longer sufficient. Field Service Training is fo-
cused on bringing Field Service employees to the next level in personal and
professional development so that they can meet the challenges of the service
marketplace.

Core curricula, along with assessment tests and training histories for each
student, are the basis for PTPs. Dedicated Field Service Training personnel assist
Field Service Unit Managers in determining the correct courses for the unit’s
staff. Optional courses and follow-up training are considered during the PTP
planning process. Emphasis is given in preparing the PTP to ensure that the stu-
dent receives the prerequisite training for the core curricula.

2 Total Training Solutions

The Field Service support team is called upon to maintain “total solutions”
for the customer. To do this, the service engineer requires an increasing
level of software, applications, and business skills in addition to the hard-
ware skills we provided in the past.

At the same time that we are changing from hardware to solution support,
we are also changing from “reactive mode” to a proactive service operation, using
remote diagnostics and other sophisticated tools. The service engineer also has to
face multivendor networked systems which are becoming a part of the total solu-
tion that Digital markets and services.
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Field Service Training

The Field Service Training Course Development Group monitors Digital’s
product and marketing strategies, by providing courses as they are required. (See
Product Management Chart below.) Today we offer over 250 different courses,
which are constantly monitored for effectiveness and relevance. In addition, stu-
dents are contacted six months after their training experience to determine if the
information and techniques provided are useful in doing their jobs.

Product Management
Phase0 | Phasel | Phase2 | Phase3 | Phase4 | Phased4B | Phase5
Identification | Planning |DevelopmentI Pilot | Delivery | Phase Down | Retirement
I I I | | I |
I | | 85¢%] | I I I
| I—! | ! ! i
CSSE| | |CSSE || Fs | | | CSSE| | |
| Service | | | I ‘
| Delivery
| || Mors. || | [ I
| | [ | PTMs | | PTMs
| L I | P
Course Course
PTMs PTMs US FTMs PTMs Delivery —+— PTMs —t+— Archiving
l | Europe | I | [
GIA
I I I | I I
BSG | BSG | [ |
| | $SDP | | | |
rng.
| I ope |I | | I
| | I | | |
Key:
CSSE =Customer Service System Engineering
PTM =Product Training Manager
BSG =Field Service Business Service Group
FTM =Field Training Manager

3 Measurement and Evaluation Program

Field Service Training participates in the cross-functional Measurement
and Evaluation Task Force which is developing a standardized measure-
ment and evaluation process for all Educational Services.

trainees have the required prerequisite knowledge. Tests are used again after
most course material is covered to measure whether the students have achieved
the learning objectives. Instructors provide immediate feedback to the students

on their performance. Test results are used also to help the instructor improve
course delivery.

Prior to training, tests are used by instructors to determine whether the |
|

Tests are used along with the PTP skills evaluation forms to assist the PTP
process. Both the testing and PTP system are being automated to improve the
planning process.
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Field Service Training

4 Decentralized Training Program

To improve the availability of high-quality training for Field Service engi-
neers, Field Service Training is in the process of decentralizing its lecture/
lab courses.

Lecture/lab training is now offered at Bedford, Atlanta, Chicago, Colorado
Springs, and Santa Clara, with more training locations planned for the future. In
addition, Field Service Training uses the DVN for instruction and updates on
technology and business strategies.

D Future Training Media Program

Field Service Training will enhance on-line training in the future by
moving from the PRO system Interactive Video Training into a VAX/VMS
solution.

The first phase of this program will utilize terminals with videodisc players
at each training site through which students will access courses via a network con-
nection to a VAX computer. The courses will continue to be interactive in nature
and will continue to use video.

In the future, Field Service Training will use the VAX Personal Work-
station coupled with digitized video as the hardware platform.

The benefits of on-line training are easy access, multi-user capability, easy
updating, and reporting. Field Service Training is committed to continuing its
success in developing and using interactive training solutions.
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DIS Training provides a wide
range of high-quality training
and communications services

to the information systems, gen-
eral engineering, and technical
communities of Digital in a
timely and cost-effective
fashion, and in direct support
of the respective client business
goals.

*

e
*
-
-
*
-
ol
=
-
-
.

NN

“The information systems that are such an integral part of our com-
pany create complex training needs that are technical but must be addressed in
much the same way we design training for Sales, Field Service, and Software
Services. Whether it be people learning new products, new employees learning
their jobs, or training present employees to be more effective in their current
jobs, we are involved in designing training services that cover all aspects of the
development necessary to perform in an information-intense environment.

“Our challenge is to understand the requirements of our client base and
add value to the ideas that are presented for solving their problems. We often
play the role of synthesizer. We sense if people have a plan that is really a solu-

tion to a problem. We evaluate those plans to make sure they meet a measut-
able objective.

“Our biggest challenge is helping the company communicate to all em-
ployees their responsibilities for information security and raising awareness
about how we can protect our valuable information assets.”

Drew Boyd
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Digital Information Systems Training

DIS Training illustrates Educational Services’ commitment to servicing
its clients and to promoting training as a strategic advantage. Digital gains a
strategic advantage from flexible, well-trained IS professionals, and those pro-
fessionals gain their training and flexibility from the DIS Training group within
Educational Services. Our own internal IS organization becomes a testimonial
to the efficacy of the complete solution provided by a single vendor.

Programs

1 Course Development

This program focuses on using client account management to identify and
promptly deliver the courses needed by our clients.

Educational Services’ internal clients have education and training require-
ments that are just as crucial to their successes as are the requirements of Educa-
tional Services’ external customers. In some ways, our internal clients are even
more important, for without maintaining the highest internal standards for qual-
ity work and the highest expectations of job proficiency, the products we develop
for our external customers will suffer.

Client Base Trend—
Percentage of Total Students
By Digital Organization

All Others (8.0%) Manufacturing (21.0%)

ngmeering (12.0%)
Manufacturing (11.0%)
DIS (69.0%) DIS (45.0%) |
)

All Others (12.0%

Engineering (22.0%)
FY87 FY92

The Course Development program enables the Educational Services DIS
Training group to stay abreast of the educational needs of Digital’s U.S. IS com-
munity, thereby enabling them to continue to support all of Digital in the most
efficient and creative manner.
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2 Solutions Training

The Solutions Training program focuses on the use of hardware and soft-
ware within the context of an overall solution, not just as point products.

The U.S. DIS employee community requires training and communications
services that are easily accessible; customized; timely with new technologies and
products; represent the real world; and are solutions-oriented. A continuing ef-
fort is underway to convert all point product training into solutions training that
explores how the products are used in the “real world” or as part of a total solu-
tion. For students, these offerings include courses that explore the total comput-
ing environment, including security issues, deciding on a solution, and technical
change management. For DIS Training instructors, the program enables partici-
pation in training partnerships with other organizations. These partnerships in-
volve remote sites, expanded delivery and course development capabilities, and
account management.

3 Decentralization

Several components that make training more accessible to our international
client base will be supported by this program. Remote instructor resources
will be located at sites where large ongoing activity is anticipated. A “Train
the Trainer” certification program will enable clients with their own train-
ers to deliver Educational Services’ courses with the same degree of profes-
sionalism and expertise that the trainees would obtain directly through DIS
Training in the U.S. Some remote delivery of overviews and targeted prod-
uct technical updates will be accomplished via DVN.

As Digital grows larger, more of its resources are located further from head-
quarters. It is a natural movement for Digital, but one that creates specific chal-
lenges for groups such as Educational Services, whose role, in part, is to help the
company operate optimally. By pushing our operations out closer to the clients
and by employing technologies such as DVN, we can both continue to serve our
clients — and the company — effectively, and we can showcase Educational
Services’ ability to respond innovatively to client requirements.

4 Personalized Training Program (PTP)

We will work closely with our client organizations to determine their train-
ing and support requirements. Our consulting services will include needs
analysis, course recommendations, individual and organizational program
development, and assistance in scheduling the necessary training.

Recognizing that we serve the clients, Educational Services DIS Training
emphasizes the development of Personalized Training Programs for our clients.

Only through such programs can we understand best what the clients need, then
respond to those needs with the appropriate solutions.
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“Office Applications Training is coming of age and it presents a whole
set of challenges that go beyond the traditional technical space. It requires us
to develop a high-impact, comprehensive approach to skills training that en-
compasses business training and technical training. We’re being asked to bring
that training closer to the customer — not only lecture/lab courses, but more
on-line, audio and video programs that are effective for mass training of manag-
ers, secretaries, and the knowledge worker.

“One result of the decentralization of training offerings is that we’re
developing training partnerships with our clients and customers to provide
courses running the gamut from word processing to effective writing skills and
peer-to-peer communications.”

Susan George
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Office Applications provides
office productivity training to
support Digital’s Office Infor-
mation Systems strategies, pro-
ducts, and services for external
and internal customers around
the world.
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Office Applications

The Office Applications Group has many opportunities to expand its posi-
tion in the office marketplace. Research shows there will be an increasing need
for training in this expanding market. A recent environmental assessment made
by the Corporate Planning Group indicates that systems and software sales of the
multifunction office system will increase from $21.3 billion in 1988 to $45.5 bil-
lion in 1992. (Anticipated marketshare of Digital and its major competitors is dis-
played in the table below.)

Anticipated Marketshare
FY87 FY88 FY89 FY90 FY91 FY92
Total Market  $16.9B  $21.3B  $26.5B  $32.2B  $38.5B  $45.5B

Digital 17% 18% 18% 19% 20% 21%
IBM 30% 31% 32% 33% 34% 35%
Wang 14% 13% 12% 11% 10% 10%
Others 39% 38% 38% 37% 36% 37%

Source: Corporate Planning

Much of the hardware and software in which solutions-oriented customers
invest will be made more productive and effective through training provided by
the Educational Services Office Applications organization. Our commitment to
support the needs of our employees and customers will assist Educational
Services on the path toward its goal.

Programs

1 Decentralization

The intent of this program is to move Office Applications” educational so-
lutions closer to the customer, which does not necessarily mean getting the
customer to a dedicated classroom. While a major U.S. and Greater May-
nard Area activity will be to make use of existing classrooms that are close
to the customer, another program is in place to establish client relationships
that will allow us to bring training to their site or use satellite classrooms.

As in other Educational Services organizations, there is a recognition that
Digital must make available a variety of training and educational solutions to cus-
tomers. The Office Applications group understands this requirement and is insti-
tuting a program that will make its courses easily available to Digital’s customers.
Tt is anticipated that student week growth will increase by 35% in FY89 and

10% in FY90.
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2 Improving the Quality of Products and Services

Office Applications is developing and implementing models for classroom
and self-paced products that will provide increased learning and learning
satisfaction.

As the work environment changes, the standard “information-based” class-
room model will no longer meet customer expectations. This program is dedicated
to the creation of new types of learning environments, both classroom-oriented
and self-paced. These environments will provide a wider range of productive and
efficient educational solutions in which students and trainers may interact in a
variety of ways for greater learning satisfaction. There are many acceptable, be-
lievable education theories, technologies, and practices (i.e., learning styles,
right/left brain concepts, job relevant studies, etc.) that are not implemented
which would improve customer learning satisfaction. The major objective in this
program is to apply education theory and technology to develop a prototype
which will result in unique courseware, teaching techniques, and consistent
pre/post evaluation techniques.

3 Increase Visibility, Awareness, and Response to Customers

The Office Applications group is positioning itself to be able to respond to
a customer’s overall business needs, and to increase customer satisfaction
by consolidating and simplifying the availability of our services.

The Personalized Training Program (PTP) office has been in place for a
year in the Office Applications Training group, during which time we have expe-
rienced a positive business response to the program. The intent of this program is
to simplify access of these services to the customer.

Additionally, Office Applications, in response to numerous internal and ex-
ternal requests, will provide an Office Applications Training consulting service in
both the pre- and post-sales environments. This service will enable us to capital-

ize on more business opportunities through increased awareness and customer
satisfaction.

We are recommending establishing a business unit called OA Information
and Customized Services for management purposes. This consolidation of ser-

vices will make it easier to understand our services and easier for our customers
to do business with us.
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Office Applications

4 Organizational Synergy Strategy

It is important to involve key organizational participants — delivery, devel-
opment, marketing, and operations — in the decision making and imple-
mentation activities of the Office Applications group in order to respond
effectively and efficiently to customer needs.

We believe we can be more responsive to customer needs because of our
experience with all of the organizations needed to define and respond to those
needs. In order to ensure that this happens, this program establishes procedures
to reinforce the collaborative efforts.

2 Relevancy Program

This project focuses on developing and delivering a course content proto-
type that responds to specific functional audience needs by providing all the rele-
vant product, business, and skills information in one course. We plan to apply the
prototype to such courses as Developing and Delivering Effective Presentations,
Cost Center Expense Management, and Calendar Management for Secretaries
and Managers.

6 Portable Product Integration Program

Design and develop alternative delivery formats for the same content area.
Once developed and available as standalone multimedia products, we will
propose, plan, and integrate some of these modules into a lecture/lab deliv-
ery format.

This project is designed to emphasize alternative self-paced educational
methodologies (e.g., audio, video, CBI, and self-paced books). These educa-
tional media would be designed and developed primarily for use as portable,
standalone, self-paced products with an intent to integrate the courseware into
a lecture delivery format.

Office Applications Training Statistics

Headcount
FY87 FY88 FY89 FY90 FY91 FY92
50 79 102 117 130 150*

* By FY92, these resources will be decentralized.
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DME provides structured
learning experiences to prepare
managers at all levels to meet
business goals. Additionally,
DME provides professional skill
development to individual
contributors.

“By designing and delivering courses and consulting services that hel
y gning g g p
managers do their jobs more effectively, training becomes a strategic tool to
help organizations achieve their long-term business objectives.

“We’ve recognized that the rapid organizational growth Digital is experi-
encing requires each manager to develop different skill sets to address the di-
versity and new challenges presented by our dynamic work environment. The
combination of organizational development training and human resource devel-
opment has created a new approach to management training.”

Roy Steele
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Digital Management Education (DME) leverages the strategic value of
training. The performance and productivity gains across the company have been
brought on in part by Digital’s decision to keep its managerial edge well honed.
Just as Educational Services is working to maximize its own capabilities for syn-
ergistic utilization of resources and investments, Digital is working to maximize
its capabilities. One of the visible ways the corporation does that is through its
utilization of DME.

Digital managers approach DME for a broad range of products and ser-
vices: core management and professional curricula for basic skill development;
management and professional electives for specialized skill development; custom-
ized courseware to meet business needs; consulting services related to course con-
tent; and training-related services such as assessment, course design, and
evaluation.

Customized management curricula are in place and being expanded for
functions across Digital including Sales, Field Service, Educational Services,
Account Management, Personnel, the U.S. Team, and Corporate Quality.

1 Management Curriculum

DME is continuing to update and expand its curriculum to include core
courses for all levels of management, as well as courses customized to meet
specific business needs.

DME is working closely with Personnel and line management to identify
course needs and course content. It is also working to garner active support in in-
tegrating the curricula into employee development and planning processes. DME
is striving to keep Digital’s managerial skills well developed, using state-of-the-art
simulations and delivery technologies. All course projects are reviewed and evalu-
ated using our Quality Assurance process, which includes approval by a QA team
with client representation, so course relevancy and trainer effectiveness are con-
stantly tested and reaffirmed.

Curriculum Strategy
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2 Advisory Boards

The establishment of advisory boards, composed of senior managers from
all over Digital, will provide direction and sponsorship for management
training within each organization.

The advisory board structure will include an Executive Advisory Board of
Corporate executive-level managers to review strategic plans for management
training, establish priorities, and provide support. In addition, there will be cur-
riculum boards for each major function and area. Their roles will be to review and
approve overall curriculum architecture for their organization, identify needs,
and review major programs at critical development and delivery milestones.
Members of the curriculum boards will be senior and middle managers in each
function/area along with DME account manager and personnel representation.

3 Expanded Training Delivery

DME is implementing a variety of programs as part of our initiative to de-
centralize delivery of management training, especially at the professional,
pre-management, and first-level management levels.

The need for decentralizing management training continues to increase.
Provisions of the Expanded Training Delivery program include placing DME re-
sources in strategic area locations. These resources will work with local personnel,
training, and line management to identify the area’s current needs, provide edu-
cational consulting, supply customized programs, and deliver programs locally.
Moreover, these local resources will bring information on current and anticipated
client needs back to central DME resources, where we will be able to respond to
those needs with tailored solutions.

Another provision of the Expanded Training Delivery program is the certi-
fication of non-DME trainers to deliver DME courses in geographies where it is
not feasible to place dedicated DME resources. Need for these non-DME train-
ers comes from areas in which the preponderance of course demand is concen-
trated in the subject areas of professional development, pre-management, first-
level management, and the quality education curriculum.

Another key strategy for improving the accessibility and cost-effectiveness
of management training is the expanded use of self-paced instructional technolo-
gy. As managers experience dramatic changes in job technology, as well as in
how, where, and when work gets done, they have an increasing need to enhance
their skills through self-paced and other flexible-delivery learning methodologies.
These methodologies will include computer-based instruction, interactive video,
and DVN. These efforts will require DME to work closely and share resources
with ESDP, R&D, MCG, and other Educational Services organizations to
develop the optimal training formats.
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4 Total Training Solutions for Clients

DME recognizes the importance of providing total training solutions to

our clients, including management training and consulting, as requested by |
Educational Services Corporate Marketing and Customer Training. We

will expand our capability to respond to these requests and be prepared

with a full range of services, from needs assessment and Personalized

Training Plans, to customized delivery and testing/evaluation technology.

Assessment
Tool
Job Profile
Individual Manager
Assessment Assessment

N

Development
& Training Needs

}

Personalized Training Plan

The goal of this fourth major strategic program for DME is to add value
to and leverage Educational Services’ contribution to the corporation’s total solu-
tion strategy. Program metrics include feedback from Digital marketing organiza-
tions, feedback from the Digital clients we serve, and the number of solutions in
which we participate.

i
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“Educational Services has the greatest opportunity within the corporation
to effect change in a positive way. Our sights should be set on not just satisfying
our customers, but stimulating them. Our goal is to increase the amount of
visual material used in documentation and course materials, and significantly
decrease the length and size while increasing the content.

“We are also embarking on selling our services, course development,
documentation, and publishing to Digital customers, OEMs, ISVs (Independ-
ent Service Vendors), CMPs (Cooperative Marketing Partners), and others.

The synergy between their applications and Digital’s product set will be benefi-
cial to all parties.

“We believe people learn best by experience. We have to create experi-
ences that relate to people on their own terms and in their own jobs.”

Joluut Vanderhooft
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ESDP supports the Educational
Services mission by providing
quality education and communi-
cations products and services to
Digital’s customers and
employees.
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Part of becoming the recognized industry leader in industrial education
means providing the complete spectrum of educational solutions to the client in
a way that is unique, effective, and in demand by others. Instructional design,
course development, illustration, and publishing are the types of solutions ESDP
provides. Through the programs outlined below, ESDP is building an integrated
information architecture that will facilitate the collection, development, and dis-
semination of educational solutions. This will allow ESDP to decentralize its ser-
vices and expand its client base to include customers, increase productivity, and
maintain quality.

Programs

1 Information Architecture

This program creates an information architecture that will support the
product information flow, from raw data to educational and value-added
information, in time to meet the usage demands of our clients in the 1990s.

An information architecture is a set of related processes that manages how
information that is needed by ESDP enters the organization, is managed within
the organization, and is made available to those outside the organization. A com-
prehensive information architecture combines both business and production in-
formation into a single streamlined information system.

DECdata
Documentation and Training Architecture

Clients Customers
Users
: Process
Tools
People ik i
—_———d nformation

————l Warehouse Standards
Templates | : :

Engineering Documentation

R&D
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The information architecture program is mapped to the ESDP busi-
ness model for the 1990s by working closely with Educational Services R&D,
Educational Services Information Systems (IS), Digital’s Central Engineering
groups, Corporate User Publications (CUP), and the ESDP Electronic Publish-
ing Program.

2 Electronic Publishing

Electronic Publishing is used within ESDP as a set of integrated productiv-
ity tools for the purpose of creating, managing, producing, and delivering
documentation and courseware.

The Electronic Publishing strategy is closely coordinated with that of other
Educational Services organizations. The evolution of Electronic Publishing tools
will allow easier sharing of text and artwork among authors and illustrators. The
finished documents may be networked internationally, for a closer approach to
simultaneous worldwide product and training release.

Within the context of publishing, the ESDP Information Architecture is
an important framework to allow a structured approach to the creation, manage-
ment, and delivery of published information.

With these programs in place, ESDP is committed to the use of the best
tools, technologies, and processes to bring state-of-the-art solutions to our cus-

tomers. The solutions and tools are compatible with those used in MCG, R&D,
BOIS, and CUP.

Digital Restricted Distribution




Digital Restricted Distribution

Development and Publishing

3 Decentralization of ESDP Services

ESDP will be distributing its services to the Area level, enabling it to inte-
grate its service offerings with those of local Software Services, Sales
Training, and Educational Services organizations.

ESDP is decentralizing its operations in support of new business opportu-
nities. The first step in this program is the establishment of an ESDP business
model for services being offered to customers, CMPs, and OEMs. The second
step is prospecting for the best startup locations and new clients. The third is
staffing to meet the business needs.

The decentralized ESDP staff will be managed by the local Educational
Services organizations and will be linked with ESDP headquarters for technical
and functional support. A host/satellite relationship will be established for each
field site in order to provide backup for resources that are not cost-effective to
decentralize. From the point of view of the clients, all locations will appear to be
full-service locations.

4 Project Management

The project management program is designed to improve methods of pro-
ject planning, estimating, monitoring, updating, and controlling. It will also
provide consistency throughout the organization through the proper imple-
mentation of a project management software tool.

By maximizing the utilization of resources through technology, methods,
and standards, ESDP’s project management program further integrates the activ-
ities of ESDP with the activities of our clients throughout Digital. In addition
to the decentralization and information architecture programs, this program ad-
dresses the need to streamline the processes within Digital that lead to educa-
tional solutions for the customer. The project management program will further
improve up-front client communications and project negotiations. It will increase
our ability to forecast project costs and schedules accurately, and it will enable us
to improve communication of project status with vendors and customers.
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> ESDP Methodology Documentation and Curriculum

In order for Educational Services to be the recognized leader in industrial
training, we must be sought out as experts on how education is defined,
designed, developed, and delivered. This program will document the pro-
cesses and methodologies that can be provided as services and define a
curriculum that allows Educational Services to teach others how to do it.

With the understanding that services will be Digital’s principal offering to
the customer of the future, ESDP is documenting the process by which educa-
tional solutions are developed, in order to create the materials and the curricula
that Digital can parlay into a revenue-generating consulting service in the future.

ESDP Statistics

Growth Plan — The following charts depict the projected growth for
ESDP in terms of service mix, market share, physical locations, and headcount.

Service Mix as a Percent of the Total Business

FY88 FY89 FY90 FY91
Education 20% 20% 20% 20%
(Course Development)
Services 5% 10% 15% 20%
Documentation 45% 45% 43% 40%
Publishing 30% 25% 22% 20% *

* Electronic Publishing will integrate publishing into other services in this time frame.

Market Share

FY88 FY89 FY90 FY91
Field Service 40% 60% 85% 1009%
Customer Training 90% 95% 95% 95%
Software Services 50% 80% 100% 100%
Manufacturing 2% 6% 12% 18%
Engineering 30% 32% 34% 38%

80 .y )
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Locations

FY88 FY89 FY9%0 FY91
Business Group 5 6 6 7
U.S. Areas/Countries 7 12 20 40
Headcount

FY88 FY89 FY90 FY91
Domestic 465 550 650 750
Worldwide 650 810 900 1070
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‘ Our mission is to become the
Z leader in industrial commu-
nications by helping to reduce
the overall cost of sales,
focusing on profitability,

— R ey -~ earning the vendor-of-choice

Y o — reputation, developing full-
L (AN 8 | H service capability, achieving
) ' ' iy 1 | effective use of technology,

serving as catalysts for change,

‘ and committing to the success

j ; . of our customers, Educational
' Services, and Digital.

“Educational Services has always recognized the requirement for excel-
lence in communications as part of an effective educational strategy. In fact,
MCG’s single largest client is Educational Services.

“Our value is not so much the services we provide as the company’s resi-
dent communications professionals, but the fact that we are integrated and

synergistic with the company’s goals and are in a position to expedite the com-
pany’s communications efforts.

“Although we’re technically a corporate resource, we view ourselves as
empathetic and congruent with the field operation and we must continue to un-
derstand and represent the customer’s point of view so we can help create the

metaphors that translate Digital’s technical advantages into competitive
advantages.”

Don Elias
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Media Communications Group

The Media Communications Group (MCG) occupies that niche of the
communications business concerned with motivational communications, which
is crucial to the success of both Educational Services and Digital. MCG reflects
the strategic integration of Educational Services within the company: MCG
forges links with the product, service, and marketing organizations, including
Educational Services itself, and then develops products that effectively promote
the Digital solution. Through the media produced by MCG, Digital does indeed
appear as one company with one strategy and one message.

Digital’s Communication Strategy

Corporate
Goals

Corporate
Product Mix,
Strategy
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Integration

Corporate
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Media Communications Group

Programs

1 Digital Video Network

The Digital Video Network (DVN) is an interactive educational delivery
format used to communicate with and conduct training for employees and
customers via satellite. As an educational format, it is used in conjunction
with audio cassettes, lecture/lab, and self-paced instruction. It provides a
way to further decentralize training and react quickly to changing company
and marketplace conditions.

The overall DVN goal is to increase the quality and efficiency of dissemi-
nating training, information, and communication to employees and customers.
Future plans for DVN include developing a training and communications service
for Digital customers cross-networking with other Digital customers, thereby es-
tablishing DVN as a profit center; installing DVN in all U.S. and Canadian loca-
tions for 1009 field coverage; developing a symposium series; announcing new
products through DVN; and sponsoring third-party programming.

Digital Video Network
(Broadcast Projections)

1

100 -

80 |- —

60

20 —‘
0

FY88 FY89 FY90 FY91 FY92

Broadcasts

[:I Internal
[ customer
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2 Electronic Publishing

MCG is committed to providing leadership, recommendations, and direc-
tion in the design of Digital Electronic Publishing products and standards,
and in the evaluation and selection of vendor systems to ensure a clear,
cost-effective migration to a fully integrated Corporate Electronic Publish-
ing System.

Within the next five years, MCG will establish itself as a leader in using
technology for communications services, focusing on optimizing electronic pub-
lishing, imaging, and information systems. We are developing the ability to de-
liver to customers on-line training and user documentation in compound
document formats in the media of their choice.

Working closely with ESDP, R&D, BOIS (Business and Office
Information Systems), the Media Industry Group, and CUP (Corporate Users
Publications), MCG is leading the integration of electronic publishing functions,
standards, tools, and migration paths to delineate clear, practical, achievable

milestones to meet this goal, and to ensure compatibility with the Imaging
Network and DVN.

3 Quality Assurance Program

The Quality Assurance program is designed to promote the consistent
delivery of high-quality communication products that meet client expecta-
tions and satisfy end-user needs.

Noting an inverse relationship between the easy output of large quantities
of information and quality in communications, it becomes imperative to establish
a quality assurance program. Within the next 18 months, MCG will develop cus-
tomer satisfaction metrics and measure our performance against those metrics.
Within the next two years, MCG will have a measurement system framework for
quality and services.
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4 Decentralization

Provide MCG communication resources to the Areas in support of Area
Sales activities.

The first rule of effective communications is to know the audiences, under-
stand their needs, and use their language. Since MCG'’s audiences include both
Digital customers and the Digital sales force, the best way to get to know them is
to distribute our resources closer to them. Currently, MCG has a staff of some
450 people, located in Bedford, Merrimack, Stow, Marlboro, Atlanta, Colorado
Springs, Reading, Munich, Tokyo, Geneva, and France. Learning more about
our audiences and their needs, we can provide higher-quality, more focused, and
more effective communications products more efficiently.

] Computer Images Network

Provide distributed services for the purpose of developing and producing
visual presentation aids, including 35mm color slides, overhead transparen-
cies, and reproduction-quality black-and-white hard copy (laser printing).

Through this program, MCG will improve customer service by providing
local access to media production services. This will enable us to manage the com-
pany’s visual presentation materials. Through this program, we will also design,
develop, implement, and deliver graphics standards, ensuring baseline quality for
effectiveness and compatibility with companion efforts in Corporate Identity.
The anticipated growth of this is shown in the graph below.

Computer Images Production Forecast
Imaging Network Impact
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Currently, the Computer Images group has offices in Bedford, Colorado
Springs, Reading, and Geneva; within five years there will be offices in the
South Pacific Region, Valbonne, Stockholm, and Canada. All these Professional
Graphics Centers (PGCs) will standardize on Genigraphics™ equipment. There-
fore, the Genigraphics artwork will be common throughout the network. The Im-
aging Network strategy specifies that a common database design be implemented
to enable access to existing visual presentation materials.

6 A/V Center for Expertise (CFE)

The A/V Center for Expertise provides a focal point for the communica-
tions needs of the corporation in order to enhance the effectiveness of audio-
visual communications and presentations. The center will support the general
goals and responsibilities defined for a CFE, provide leadership and expertise in
the A/V discipline, and offer consulting services for the delivery of all strategic
messages to customers through the A/V medium.
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Educational Services Personnel
provides high-quality human
resource services and products
that will enable the company to
maintain its competitive advan-
tage by ensuring the optimal
utilization of its human assets.

“Digital’s profitability and potential for growth are directly affected by
how well its people are valued, developed, and utilized. Digital must attract,
retain, develop, and motivate a dedicated and capable work force.

“Personnel can help the company meet the challenges of a changing
world by recognizing how those dynamics affect every area of people’s work.
In order to optimize our work force, we have to look at what motivates people
— the content of their jobs, the quality of the work environment, and opportu-
nities to grow and develop.

“Successful managers today are recognizing that if you take care of
your people, people will take care of your business. They’re realizing that what
really drives performance is the quality of the interaction between the
employee and their manager.

“Digital is at the high end of the continuum in terms of our share of high
achievers. We can attract and retain these individuals if we continue to be a

company that is growing and succeeding while we maintain our core values and
foster a caring environment.”

Mel Pierce
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Personnel

Educational Services’ Personnel organization contributes to the overall
goal of Educational Services by ensuring that the organization is staffed with the
most capable, competent individuals available. It provides the very resources
upon which Educational Services’ solutions are ultimately based, and it acts to
promote the core values upon which the company’s solutions are based. In acting
in both capacities, as provider and promoter of values, Educational Services Per-
sonnel links the Educational Services organization to all other organizations in
the company, cementing the bond that creates one company with one strategy
and one message.

One Company, One Message, One Strategy

Profit
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Our core value as a company is to value the differences of our ‘
employees. This is inherent to Digital's philosophy. We fully realize
that we can only achieve our customers’ satisfaction when our
employees are highly valued and believe they are.

This core value extends to every aspect of Digital as a corporation.
Our products are designed with an understanding of the different
needs of our customers in mind. Our business goals balance the
needs of customers, shareholders, employees, and the society
around us. Our internal organizations and structures must reflect
and respond to these needs as well.
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Programs

1 Employees

Enhance the commitment, capabilities, and skills of Educational Services’
employees in support of Digital’s goals while maintaining our core values.

This program is designed to ensure that Educational Services” employees
are happy, healthy, and well-integrated into the company — for their own per-
sonal well-being as well as for the well-being of Educational Services and Digital.
Aspects of this program include the delivery and maintenance of the Orientation
to Digital and Educational Services Program to facilitate the entry of new em-
ployees to Digital and Educational Services; Wellness Programs for employees;
the implementation of the Corporate Smoking Policy in a way that values both
smokers and non-smokers in the workplace; a common Job Performance and Re-
view (JP&R) process in Educational Services; ongoing support for the Job Evalu-
ation Classification (JEC) program; Salary Planning training for managers; the
delivery of “Personnel Basics for Managers” modules, covering such topics as sex-
ual harassment, equal opportunity, corrective action, and discipline training; and
the provision of AIDS education to line managers and employees.

2 Productivity

Improve the productivity of Educational Services’ work force in support
of Digital’s profit goals.

Motivating people so that they work together and give their best requires
skilled and enlightened management. Personnel provides Valuing Differences
experiences to line managers and staffs that raise the level of awareness and un-
derstanding of difference in the workplace and the business connection. The or-
ganization also provides team building and other management staff interactions
that enhance the quality and effectiveness of interpersonal relationships and
overall productivity. Finally, Personnel sponsors employee reward and recogni-
tion programs, so that even in the best work environment the employee can feel
that his or her contribution was especially valued.
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Personnel

The Development of Personnel
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Develop and enhance the capabilities of the Educational Services’ Person-
nel organization to facilitate the employee and productivity programs that
they run.

This program drives the other programs and activities that focus on cus-
tomer service and satisfaction resulting in measurable improvement. It enables
Personnel to develop and execute personalized employee development and sup-
port plans to enhance the skills, knowledge, and experience of its staff. It ensures
the delivery of functional training for the Personnel staff so that high-quality
programs, direction, and counsel are delivered to the organizations they support.
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Finance and Administration
has the responsibility to manage
and monitor the financial and
administrative condition of the
organization, to provide the
framework and structure that
enables operating units to
achieve their goals, and to
ensure that Educational Services
conducts its business in a sound,
ethical manner while main-
taining good financial control.

“We perform an integration role across the management team by pro-
viding information to enable operating management to understand clearly the
trade-off impact of their decisions on our financial condition. We are most suc-
cessful when we can operate as financial partners to operating management
while maintaining effective business controls, balancing profitability and oper-
ational issues, and lending a business logic perspective to the decision-making
process.

“Finance has to balance the short- and long-term impact of corporate
investments while providing a current return that is in the best interest of the
shareholders. With customer revenue of over $220M, and an internal business
activity that is two and one-half times that, we represent a significant segment
of Digital’s business. The most effective way to manage this complex financial
portfolio is to ensure that all operating management has accurate, timely infor-
mation to address the most critical business issues.

“The job of Finance is not to justify or support the decision, but to
evaluate it.”

John McLean
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Educational Services represents both a profit center for Digital and a sig-
nificant financial investment in employee training. We must operate efficiently
and effectively, or we cannot maintain our competitive edge. Educational Ser-
vices” Finance and Administration organization helps us keep that edge, thus
ensuring that financial constraints will not cause us to miss our goal of becoming
the recognized industry leader.

Programs

1 Organizational Development

Improve the efficiency of the organization through the consolidation
of functions with common development, delivery, and overhead
infrastructures.

Integrating and consolidating the activities of the groups within
Educational Services is necessary if Digital is to compete effectively in a
marketplace that demands rapid response and customer-oriented solutions.
Finance and Administration must continue to manage its human resources effec-
tively. We will maintain a resource plan that identifies both current and future
skill requirements for each of its groups, as well as maintaining a sound succes-
sion plan and career development path for all employees. We must examine ways
to improve the efficiency of the organization while continuing to provide high-
quality financial and administrative support to the organization.

2 The Finance and Administration Organization of the *90s
Create an environment of paperless, on-demand management reporting.

The information architecture of Educational Services will enable groups to
interact with one another on-line. The information and analysis necessary to run,
understand, and improve our business — provided by Finance and Administra-
tion — will be available over the network and reside on databases rather than
paper. This creates a responsive and efficient organization, where financial and
analytical information will be easily accessible to financial people and operating
management.
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3 Analytical Decision-Making

Improve the quality of Educational Services decision-making by providing
value-added financial analysis that focuses on complete evaluation of all
alternatives.

Finance and Administration will improve decisions by ensuring proper
analysis and alternatives via financial analysis. Finance and Administration will
work with all groups to ensure that their analytical tools are conceptually sound.
Finance and Administration will be integrated into the business environment,
and will work with management to ensure the establishment of appropriate finan-
cial targets and measures of success on all business segments. Systems will pro-
vide management with reports and data by which they can measure their results
against plans.

f Organization Program Context

Improve the financial planning and control discipline through manage-
ment awareness, through clear and pertinent policies and procedures, and
through a program of compliance testing.

i By conducting regular Internal Controls Seminars for both financial and
operating personnel, Finance and Administration will encourage management
to maintain consistent levels of planning and discipline in the measurement of re-
sources and programs. An annual review and update of Internal Controls Ques-
tionnaires, the conducting of compliance tests on business units, the issuance of
corrective action plans, and follow-up reviews on corrective actions, will encour-
age sound business practices and fiscal responsibilities.

D Information Systems

Leverage the investment in Information Systems (IS) and ensure com-

patibility with Corporate IS directions and strategies which support
Educational Services’ business requirements.

We must ensure the compatibility of Educational Services’ information ar-
chitecture with the overall Digital IS architecture. We will identify and reduce

redundant development costs and efforts where feasible, and provide quality on-
line management reporting systems.

94 Digital Restricted Distribution

D e ——




Finance and Administration

6 Boylston Development

Coordinate the consolidation of various Educational Services sites/
functions to the Corporate Education Center in Boylston.

The Corporate Education Center in Boylston will showcase Digital’s
commitment to employee and customer education and training. It will provide a
state-of-the-art environment that is conducive to the educational experience. The
residential aspect of this facility will produce operating efficiencies while allow-
ing for better cross-functional and immersion-type training. This program will re-
duce operating costs and greatly improve quality. Our goal is to ensure a smooth,
cost-effective transition to Boylston with the least amount of disruption to
business.

7/ Manufacturing and Distribution

Provide the highest-quality course materials to be distributed in the most
cost-effective manner throughout the world.

The Manufacturing and Distribution operations will continue to identify
and implement programs to further improve worldwide customer satisfaction
through attention to quality and reliability. We will continue to focus on inven-
tory management and operate with a “just-in-time” goal. We will continue to
maximize productivity, minimize costs, and be an organization with which it is
easy to do business.
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The Business Fellowship
Program develops and delivers
executive and senior manage-
ment training programs in the
area of strategic application of
information technology. Our
programs will provide the
highest levels of training
excellence, and will position
Digital and Educational
Services as the leading supplier
of comprehensive industry
training and education
solutions.

“Through education, knowledge transfer, and the sharing of technology,
the Digital Business Fellowship Programs will develop and maintain strategic
business relationships with selected existing and potential customers.

“The goal of the program is to enable participants to make more informed
business decisions in the rapidly evolving area of information technology.”

Chet Bowles
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Business Fellowship Program

The Business Fellowship Program for Digital customers was developed and
introduced in FY88. Three major programs were conceived, researched, and de-
veloped. These programs are Networks, Artificial Intelligence, and Executive
Education.

Three additional programs for managers and supervisors are being in-
vestigated for the future: The new Artificial Intelligence Fellowship will be for
managers who supervise knowledge engineers working on Al projects. The new
Network Fellowship will be for individuals who have responsibilities for manag-
ing networks, and the new CIM Fellowship will be for our customers who are in
the planning or implementation phase of a CIM project.

Programs

1  Executive Business Fellowship

The Executive Business Fellowship provides senior executives with the
background needed to better understand technology-related problems and
how to solve them.

This forum stresses peer interaction and the sharing of experiences in using
information technology to accomplish the overall mission of the organization.
The Executive Program was offered once in FY88 to 24 participants. The pro-
gram will be offered five times in FY89.

2 Network Business Fellowship Program

The Network Business Fellowship Program is designed for senior business
managers and key MIS telecommunications professionals who influence
their organization’s use of information technology.

This seminar stresses major networking technology and select communica-
tions technologies that best fit the current and future needs of the organization.
The Networking Fellowship was offered three times in FY88 and will be offered
six times in FY89.

3 Aurtificial Intelligence Fellowship Program

The Artificial Intelligence Fellowship is a six-month program designed for
senior technologists who will provide leadership in applying artificial intel-
ligence to solve mainstream business problems.

This extensive training program combines classroom and laboratory experi-
ences with a prototype-building apprenticeship. Twenty-four people started the
program in FY88. We are planning for 30 people in FY89.

Digital Restricted Distribution 97

T




“Digital’s service organization is one of the largest in the industry; ser-
vices account for more than 33% of corporate revenues and are becoming in-
creasingly important as hardware and software costs decrease.

“Though services are critical to Digital’s success, the media doesn’t yet
appreciate this; therefore, editorial interest is limited, but growing steadily.

“The goal of External Relations is to promote awareness of Digital’s
Educational Services as a leader in training, education, and communication ser-
vices; to position Educational Services as most responsive to customer needs,
an integral component of the total computing solution, and a key differentiator
in the market, enabling customers to gain optimal productivity, maximum up-
time, and a competitive advantage.”

Gael Dussault
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To create the awareness and
visibility that Educational
Services requires to be
recognized as the leader in
industrial training, education,
and communications.
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The External Relations group works with the media, both external and
internal, to create an awareness of, and increase the visibility of, the leadership
activities of Educational Services. These efforts include the establishment of re-
lationships with select training publications, key industry-focused publications,
and strategic publications.

;J“'U;;Hu‘!w:

1 Media Awareness

To assist with the preparation of media information related to Educational
Services’ products and programs, and to manage and review the dissemina-
tion of all media releases.

This program ensures that the right messages are disseminated to the media
regarding Educational Services. Through this program, the External Relations
group is building an image of excellence, innovation, leadership, and success,
both internally and externally, for Educational Services.

2 Media Assessment

To provide assistance to Educational Services’ Vice President and manage-
ment regarding the implications of media activities.

This program enables the External Relations group to keep abreast of Edu-
cational Services’ position in the media. The perceptions of Educational Services
are tracked and noted, and management remains informed as to how their deci-
sions are being taken by the industry watchers.

3 Coordination with Corporate Public Relations

To participate in and support Corporate Public Relations programs and
activities and to integrate corporate messages with Educational Services’
messages.

Because Educational Services is such a crucial part of Digital, it is impor-
tant that the messages we put forth are consistent with and complementary to
those put forth on behalf of the entire corporation through the efforts of the
Corporate Public Relations organization. This program ensures that the messages
are synchronized.

4 College and University Alliance

To promote stronger alliances between Educational Services and the
academic community.

This program links Digital Educational Services to those academic re-
sources in allied fields. Through this program, Educational Services can draw
upon the latest academic developments in the fields of education and educa-
tional technology. We can also establish joint development projects, such as the
NESTOR and ATHENA projects, that will lead to new knowledge for both

Digital and the academic communities.
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Summary

Prosperity depends upon evolution. We observe the signs of change in
Digital’s marketplaces, and we direct our efforts to further developing and en-
hancing the solutions we offer to the customers in those changing markets.

Within Educational Services there are clear signs of evolution. Efforts
are under way to consolidate our Greater Maynard Area operations in the new
Boylston Corporate Education Center, where a state-of-the-art total learning and
living environment is under construction. At the same time, those consolidation
efforts are complemented by efforts among the groups that compose Educational
Services to decentralize their operations. The groups are moving their operations
further into the field, closer to their customers and internal clients, where they
will be better able to service those customer and client needs.

Each of the groups within Educational Services is implementing Personal-
ized Training Programs (PTPs). These programs, facilitated by the decentraliza-
tion activities, enable the groups to better identify, develop, and deliver the most
appropriate solutions to their customers and clients, thus making the process of
designing, developing, and delivering solutions a more precise and effective one.
These efforts to improve that process are supported by ongoing, organization-
wide efforts to develop a comprehensive information architecture.

A further evolution of Educational Services can be seen in our Electronic
Publishing and Electronic Imaging programs. Not only are these designed to sup-
port the corporation’s information and communications strategies, but they will
also enable Educational Services to disseminate the corporation’s messages, docu-
mentation, and other materials directly to the points where individuals can
use them.

Our use of technology to deliver our solutions to customers and clients does
not stop with publishing. Our research and development efforts are exploring
new technologies and exciting new educational environments. We are employing
technology to develop alternative learning formats and media. Our plans for use
of the Digital Video Network, DECwindows, and CDROM; our plans for
network-based course delivery; and our involvement in the European PACE pro-
gram (for just a few examples) all point to an attitude in the delivery of our solu-
tions that emphasizes flexibility and customer satisfaction. Our investments in
educational formats to supplement lecture/labs and seminars —in self-paced in-
struction, in audio and video media — as well as our investments in developing
course materials in languages other than English, enhance Digital’s ability to pro-
vide the right solution to meet the customer’s needs. We are working to improve

our already high quality assurance (QA) ratings, and to improve the QA system
to become a better measure of effectiveness.

In the area of educational solutions themselves, we are increasing our com-
mitment to the Office and Commercial computing markets. As service organiza-
tions make up an increasing proportion of customers, our programs will enable us
to collaborate with them, to provide consulting services, and to develop the ap-
propriate educational and training materials they require.
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Summary

All these organization-wide efforts are aimed at one goal: providing the fin-
est education, training, and communications services to Digital’s customers and
employees. We are coordinating our educational solutions with the corporation’s
hardware and software solutions, thus creating a comprehensive solution that
will be fully integrated and available to meet the needs of the markets we serve.
Within the company whose motto is “One Company, One Strategy, One
Message,” our efforts are thoroughly integrated and complementary.

We are part of a world in which change is rampant. The technologies are
evolving rapidly. Users are growing more sophisticated, more demanding. The
skills an organization will require to succeed <ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>