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At Your Service:

The Customer Service Gang is (back row I-r) Marie Williams, Michelle Lindner, Rebecca Heidt,
Donna Mehnert, (front) Allan Davis, Chuck Zoch, Michael Madewell, and Kay Gilmore. Not Shown
are Kathy Dorsett and Western employees Jill McCorkle and Antoinette Newton.

Holding the Line

Customer Service Takes Over

“Hello, Origin Tech Support.”

At 9:00 am, the sound of ringing phones is the opening salvo of the day
in Customer Service. Now that approximately 100,000 units of U7 and
Underworld are out in the channel, the calls are coming in. “I had a guy call
and say he had a question about our new game, The Stygian Abscess,” CS
rep Michael Madewell says during a brief lull. Allan Davis, another rep, has
his own favorite. “I had a guy complain that he kept getting static on his
screen during Ultima 7, then we found out it was during the intro sequence
where 1t’s supposed to be.”

CS has been manning the phones twelve hours a day and—until re-
cently—six days a week. Six reps answer about 100 calls, between10-30

See "Service” on page 2
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U7/UW
Update

Ultima 7 and Underworld are
still moving well out in the channel.
Inter-Galactic Accounts Manager
Marten Davies and Sales Titan Karl
Kabler have been taking the pulse of
the four major retailers: Electronics
Boutique, Egghead, Software Etc.
and Babbages. Here are some of the
findings through May 4:

Obviously, Underworld got just
over a two-week head start, launch-
ing March 27. Now, the stores have
sold about 64% of their 3.5” inven-
tory and about 45% of their 5.25”
inventory. A two-week snapshot (4-
13 to 5-2) of Underworld’s Customer

See "U7/UW" on page 3

Company
Notes

Security’s back in employees’
hands again. We probably won’t
have a security guard patrolling the
offices any more during off-hours
until closer to the time that Strike
comes out. Data Sentinel Jeff Hill-
house wants to remind everybody to
keep wearing their badges and sign
1n all visitors during work hours with

See "Company” on page 2
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Norma or Antoinette. During off-
hours, use the sign-in sheets and
disposable badges. They, too, will be
available on Norma and Antoinette’s
desk and near the downstairs time
clock in ORIGIN West.

Some of the writing gang
(Mike Sims, Raymond Benson and
Jack Herman) took their show on

the road to Barton Hills School. They
handed out some headbands, toolkits,

pens and posters and showed the
demo videotapes. They also talked
with the kids about writing computer
games. Reports from the scene claim
it was a success. Afterwards, Jack
and Raymond even signed a few
autographs.

For those who missed the
multiple-infliction notice on all the
bulletin boards: Congratulations go
to Paul Lidberg and his wife-to-be,
Cheryl. They’re tying the knot in
Phoenix on May 16th, one week
after Cheryl graduates from Arizona
State University (talk about a change
of life!) They’ll live in Austin—In
fact, Paul would appreciate anybody
who has a job lead for Cheryl. She’s
a communications major.
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Birthday wishes go out this
month to Philip Brogden (May 1),
Karl Dolgener (May 4), Melanie
Greene (May 5), Gilbert Pena
(May 8), Chris Close and Scott
Russo (May 12), Bob Broussard
and Brent Thale (May 13), Andrew
Morris (May 18), Keith Robinett
(May 20), Karl Kabler (May 23)
and Chris Roberts (May 27).

WService

letters and dozens of electronic
bulletin board messages each day.
“The average telephone call lasts
about 10-20 minutes,” according to
Manager and Mother-To-Be Kay
Gilmore, “but when you get into
helping people with their config.sys
files or making a boot disk, you're
talking 30 minutes...at least.”

Remember those movies where
the pilot dies and a passenger takes
the controls of the plane? Then,
somebody one the ground has to get
on a radio and talk them through a
landing. That’s basically what goes
on every day in Customer Service.
“Quality Assurance can't have every
different kind of machine with all the
different types of business software
out there,” Kay notes. “A lot of
times, a customer won't tell you
everything that’s in their config and
they’ll tell you they’re typing in
something when they’re not. So
you’re sitting there trouble-shooting
for an hour and finally, they’ll say,
‘Well, I do have so-and-so.” If we’d
have been able to look at their
system, we’d have known right off
the bat.”

CS reps have to know just
about everything: the technical end
of it, the game hints and even a little
diplomacy. Kay explains, “Custom-
ers call mad. Their game’s not
working and maybe they haven't
been able to get through on the
phone. So the Customer Service
rep’s hearing all about how bad
ORIGIN is, even if it’s something
that’s a simple fix like creating a
boot disk or getting the cutomer to
actually read his manual. Nine times
out of ten, they hang up happy. The
only time they don’t 1s when you
can’t solve their problem, and then
the rep isn’t happy either, because he
or she tried everything possible to
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solve it.”

In addition to the six reps who
work the phones—Michael
Madewell, Michelle Lindner,
Rebecca Heidt, Marie Williams,
Chuck Zoch and Allan Davis—
Customer Service consists of Donna
Mehnert handling all of the returns
and disk-exchange requests 1n the
warehouse and Kathy Dorsett
heading direct consumer sales. In
fact, Kathy’s been getting some of
the overflow of customers who can’t
get through on the help line, so she
started going to the regular CS
meetings to learn some of the
trouble-shooting basics. Kay says, “If
it’s making a boot disk, sending out a
patch or helping somebody read a
map, Kathy can help them with it.
She’s taken the initiative to do that.”

Tony Bratton was one of the

Concluded on next page

Just a Reminder
We’ve been told that

Richard’s profile on “Lifestyles of
the Rich & Famous” is scheduled
to air this weekend. Locally, the
show airs on KVC, the indepen-
dent cable channel 13, Sunday
night at 10 pm. We’ll set the VCR
so the OSI library has a copy.

Oops!

Although we close in on
perfection with every issue of
Point, some things still manage to
slip by. We reported that Bob
Frye, Danny Garrett and Micael
Priest painted the murals at La
Zona Rosa when, 1n fact, they
worked on a now-defunct restau-
rant called Smitty’s. Only one
tabletop at Zona (done by Danny)
deserves inclusiomr with this trio’s
body of work. We apologize for
the erratum.
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EXTENSIONS "AT A GLANCE"

Al Nelson 638v  JFrank Savage 695 Mike Hamson #124/1423
Alan Gardner #129/1415 |Fred Schmidt #114/1408 jMike McShafirey 606
Alex Jen 634  |Galen Svanas #127/1410 INathan Daughty #130/1413
AllanDavis | 328-0282 |Gary Scott Smith 650  JNeno Vugrinec 661
Ana Moreno 668v  |Gilbert Pena 682  |Norma Vargas 659v
Andrew Hofmann 655  JGlen Johnson 686 Pat Shelton #111/1419
Andrew Morrs 635 Heather Barclay #131/1412 |jPaul Isaac 646
Anita Lockamy #119/1407 JHerman Miller 652 Paul Lidberg #130/1413
Antoinette Newton | 328-5490 jJackHetrman 683  |Paul Steed 620
Anthony Nichols ~ 649  |Jake Rodgers 620 Perry Stokes 677
Art DiBianca ~ 695  JJames Nance 658  |Phil Sulak 642
Ben Potter 677  |Jason Templeman 688  |Philip Brogden 636
Beth Miller 662  JJean-Marc Chemula 698 Prem Krishnan 621
Beverly Garland 620  |Jeff Everett 682  JRandy Buck 645
Betty Peltier 657  |Jeff Hillhouse #113/1404 jRaymond Benson 617
Bill Armintrout 660  |Jeff Shelton 697  |Rebecca Heidt ~ 328-0282
Bill Baldwin 684  |Jeff Wilson 648  |Rey Castro 685
Bill lvey #131/1412 }Jennifer Davis #125/1418 |Richard Garriott 666V
Bob Cook 686  JJill McCorkle #122/1451 JRichard Haley 607
Brendan Segraves 637  |Jim Greer 635  |Richard Johnson 634
Brent Thale 696  |Joel Manners 647 Richard Mathers 687
Brian Adams 621 John Onarato 657 Robert Broussard 607
Brian Martin. 672 JJohn Watson 688  |Robert Frye 686
Brian Smith 686  |Kathy Dorsett #122/1451 JRobert Garriott #109/1424
Bruce Adams 621  |Karen Conroe 658v  |Robert Herick 619
Bruce Lemons 620  JKarl Dolgener 687  |Robert Hill 670
Carol Cipolla #120/1403 |Karl Kabler #118/1406 JRodney Dowery 685
Charles Cafrelli 683  |Kay Gilmore #121/1405 JRon Kewin #116/1421
Chris Douglas 620  |Keith Robinett 611  |Roswitha Shoemake 698
Chris Roberts 644v  |Ken Demarest 654  |Russell Byrd 674
Chuck Zock 328-0282 |Kevin Potter 683  |Sam Laskowski #130/1413
Carolyn Cutler 635  |Kirk Winterrowd ~ 682v |Scott Hazel 688
Craig Halverson 687  |Kirsten Vaughan 668  }Scott Russo 663v
Craig Miller #125/1418 |Lisa Smith 624  |Scott Shelton 675
Curtis Wood #110/1409 {Marc Schaefgen 667 |Sharon Miller 669
Dallas Snell 633v_ |Mark Chandler #115/1411 }Shen Hobbs 672
Dana Glover 643 Mark Vittek 673  |Steve Moms 615v
Danny Garriott 687  |Marten Davies #117/1402 |Steve Muchow #131/1412
David Ladyman #126/1417 jMartin Galway 639  |Steve Powers 693
Donald Derouen 670  [Marie Williams 328-0282 |Terry Manderfeld 686
Donna Whitaker #112/1414 {Mary Margaret Ipser 668  |Thomas Blom 640
Denis Loubet 686  [Melanie Green #130/1413 |Tim Hardy 658
Duane Voth 626  |Micael Priest 686  }Todd Hartman 685
Edward Maurer 649  |Michael Madewell 328-0282 | 696
Edwin Herrell 685  [Michael Sims 622v  |{Tony Bratton 641
Ellen Guon 688v  |Michelle Caddel 659v  |Tony Zurovec 625
Eric Brown 610 jMichelle Lindner 328-0282 |Warren Spector 656v
Enca Hanson 668 Mike Chenalt 677 Wayne Baker #128/1422
Whitney Ayres 686
Zack Simpson 651




Ultima 7 team who sat in with CS for
the first time just after the game
shipped. “It was enlightening to see
how the other half lives,” Tony says,
“and to see the repercussions and
waves caused by what we do over
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we can all befncﬁt from some more Crunchin' Numbers

communications between the two

buildings. We know the product Position: Staft Accountant

intimately and know what its sweet Age: 27

points and strong points are. Getting Education; UT Graduate

those to (CS) faster would certainly Time with ORIGIN : 13 months

help them. Talking to them, (the

Development Team) would get more Anybody who has cruised the

feedback on certain design decisions ORIGIN bulletin boards knows about

we made.” Ron “ALL CAPS” Kerwin. He P |
Tony even took a few of the works alongside Mark Chandler in Frishee go]f co sa]]mg, - playmg ‘

more technical calls himself. “I gotto | theaccounting office upstairs at S s
talk to some jerks,” he laughs. ORIGIN West. Before coming here, ~ 1e0nis. Sometimes, he just takes the top

“Theirs is a really tough job. It would | he was a Systems Installer in Dallas (R SHc P ARG OD the X
be tough to do that all day.” and Accounting Manager for a country or some four-wheeling. Ron

Everybody’s welcome to come printing company. .Si,a o8 the aocountanE S o :
by Customer Service upstairs in Ron says office real estate has - €Xas 1S changing. “When the bust hit,
made the job a lot more interesting. all the finance majors and marketing

ORIGIN West and see the running . ldn’t find ;

tote board. It has a complete break- “It’s a much more dynamic work . ey e e al.ld 3 }Ot y
: - environment. Usually, when you're ~ PeOPI€ switched to accounting. It

down of all the Ulama 7 calls and 1s y y like all of the best-Jooking i

updated twice daily. It’s also a good an accountant, }’OU’TGJUSI YO T s T
chance to stick your head in the door desk all day doing number-crunching. m USINESS SChool were account-

and eavesdrop on a few of the CS Ilike having an office between Fred & s s et a_lot % oy
cails or chat with the reps. Some- and Robert, because I can hear BECLA 0 TERy Outiog e goung
times they even have food they what’s going on in other areas of the with aoc;ountulg because 1t's a smart
generously share, so it’s a no-lose company, especially in Marketing. tsescics Shopcine e
situation. Our marketing effort really intrigues What about future messages on
me.”’ the bulletin boards? Watch out for that
Ron doesn’t fit the stereotypical “caps lock _’ key. “1 U‘fﬁd 101:& case
U7/ UW image of an accountant. His love of lctte1:S, but 5 Wasa mustake, " Ron
the outdoors drew him back to admuts. “’It just doesn’t have the same

Service calls looks promising. Far _ _ . £
and away, most people wanted hints Austin. Weekends find him on the npact.

(675). That was followed by prob- rolled out on April 22. So far, about  week period.

lems with low EMS (69), object 8% of that inventory’s been sold. Ken Demarest and Richard
problems (67) and bad Disk 2°s (64).  Turning to CS once again during the  (Garriott) did some phone time,

In all, Customer Service fielded 1026  same period, hint calls have taken the trying to find a common thread in the

Underworld calls during that period.  decisive lead (616). Boot disk lock-up problem. So far, nothing
Ultma 7 actually had two confusion and creation continue to be definitive has surfaced. In case
launch dates: 3.5” hit the shelveson  significant problems (303) as do you’re wondering, when Lord British
April 16. The stores have sold about  mysterious lock-ups (107). Calls himself called customers, all he’d say
35% of that inventory. Then, the about disappearing keys were on the  is, “Hi, this is Richard with ORIGIN

5.25” version—which had been held  decline (36). In all, CS took 1652 Customer Service.” If they’d only
up by a manufacturing problem— Ultima 7 calls during the same two-  known...

(3)




On the Payroll

We’re plus 7, minus 2 on the
payroll list this time around. The
writing department has four of
those new faces. Betty Peltier-
Weber joins the French translation
team. She translated/rewrote novels
for Presses de la Citi 1n Paris and
taught undergraduate French for 5
years at U.T.

Kirsten
Vaughan and Erica
Hanson are aboard
as German transla-
tors. Kirsten
recently worked
for Internet Corporation in Austin,
where she not only translated
English and German, she also
adapted the computer system for
German users. Erica’s been a
private German instructor for the
past 15 months, during three of
which she was an assistant to a
professor at U.T.

Lisa Smith is a new writer on
Serpent Isle who comes from the
paper game biz. She worked with
David Ladyman at Steve Jackson
Games and with Bill Armintrout
at a freelance consortium called
Jovialis. According to their job

applications, none of the new
employees has been convicted of a
felony (within the last 7 years).

The voice 1s different at 5490
now. It belongs to Antoinette
Newton, our new receptionist from
Western. She’s taken over for the
outgoing Christy Wells, who
decided to look at

ventures outside
the entertainment
software industry.
There’s an addi-
tional voice on the
Consumer Sales line. Jill
McCorkle’s helping Kathy
Dorsett handle all those orders
rolling in for games and clue books.
The four lines haven’t stopped
ringing.

Programming Librarian
Tommy Petrovic decided to head
for California in pursuit of educa-
tion and employment. Meanwhile,
Thomas Blom and Jeff Wilson
will handle those duties. On the
programming side, Alex Jen has
joined the Trade Commander/
Privateer team. Originally from
Taiwan, Alex also was an assistant
1n acoustics research at U.T.

Check Out The OSI Library

New items 1n the OSI Library:

Professor Windows (tutorial)
Civilization

Sea Rogue

Global Conquest

Hyperspeed

Phil Brogden pitched in and
donated Hoverforce. Several other
people have donated magazines
and science fiction/fantasy books.

Mary Margaret snuck into the
warehouse late one night and
snagged the collection of ORIGIN
software being stored there. Now,
she’s setting her sights on estab-
lishing a smoother check-out
system and subject sections. If you
have any comments, suggestions—
or best of all, encouraging re-
marks—send them on to her. Any

help 1s greatly ppreciated.
(4)

Help Wanted

Kay Gilmore’s trying to fill
three positions in Customer Service.
She wants two reps with two years of
Customer Service experience, PC
and DOS knowledge, and who enjoy
dealing with the public. Kay also
wants to interview receptionist
applicants with receptionist experi-
ence, good phone voice and person-
ality.

The Serpent Isle team’s looking
for a TDA. Anyone desirous of more
info should get with Mike Sims or
Sharon Miller. And I believe I
speak for Sharon when I say,
“Thanks, and have a great day!”

Industry
Notes

Nintendo of America zapped
Atari in a federal lawsuit decided last
week. Atari brought the $160 million
suit in 1989, claiming NOA'’s video
game licensing program with game
publishers constituted unreasonable
restraints of trade and therefore violated
antitrust laws. After an 11-week trial,
the jury found that Nintendo did not
intend to monopolize the home video
game market and had not caused Atari
any damages. The jury was unable to
reach a unanimous decision as to
whether the licensing program consti-
tutes an unreasonable restraint of trade,
or whether the program was the means
by which Nintendo acquired monopoly
power. The judge is considering
Nintendo’s request to dismiss those
counts.
Is the message “It's okay to kill
Jews hiving in New York City” hidden
in one of the world’s best-selling
software programs? That’s the charge
levelled against Microsoft by the New
York Post 1n its front-page article,



“Program of Hate.” In Windows
3.1’s Wingdings True Type font
(basically, a dingbats set), if you type
1n the letters “NYC,” the resulting
characters are a skull and crossbones,
a Star of David, and a thumbs-up. As
to the charges, gazillionaire Bill
Gates says, "It would be humorous if
1t were not such an ugly thing.
Anyone who has looked at this and
has any good sense can see that this
1s a purely random occurrence.”
Gates claims the Anti-Defamation
League, after reviewing the issue,
released a statement agreeing with
Microsoft’s position.

Pretty soon, photo albums could
be a thing of the past. Kodak plans to

introduce the Photo CD this year.
When you take your film in to be
developed, you’ll be given the
chance to have them transferred to a
write-once disk. Then, with Kodak’s
Photo CD player, you’ll be able to
check out those unforgettable vaca-
tion shots on your TV. And you can
still get high quality prints from the
CD. Kodak predicts Photo CDs with
24 exposures transferred from film
will go for about $16.

Mais, Outi!

The PR Department’s planning
to do a little international sucking-up
next week. On Tuesday, May 12
from 2:00 to 3:00 pm, an ORIGIN
Demonstration SWAT Team will be
converging on the Stouffer Hotel.
That’s where about 20 members of
the French press will be as part of a
Texas business tour. Later, ORIGIN
will co-sponsor a reception where the
journalists will listen to some
French-Tex country music (I didn’t
know 1t existed, either) and slurp
some of that fine Texas wine.

The visit’s being orchestrated
by the Texas Department of Com-
merce and the Austin Chamber of
Commerce. These journalists are not
from trade press, but from big-time
general publications like Le Monde,
Le Point and Capital, to name a few.
We plan to wow them with every-
thing we’re doing to wedge into the
French market with our translation
products. Jean-Marc and our new
French translator, Betty, will be on
hand to convert words like “Kilrathi”
and “furball.”
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What’s This?

You'll notice something radi-
cally different after the next Ultima 7
build. The entire box back will
contain a special flyer inserted
beneath the shrink wrap and over the

standard box back. The flyer will be
a verbatim review by Peter Olafson

in PC Games’ Summer Buying
Guide. This may be the first time this
tactic’s ever been tried. The box will
even use the same screen shot found
in the review.

U7 copies with this back
treatment will probably hit the stores
sometime in June and they’ll stay
there throughout the summer. The
idea is to provide more “purchase-
decision’ info to first-time Ultima
players, beyond the limited screen
shots and copy first available to the
known Ultima fan club.

T

Were Here?

Last week, while many of you
were lying like lizards on the
beaches of Jamaica, the rest of us
(conscientious and fully-produc-
tive) employees decided to have a
“Jamaica Day" at the office, to
throw 1n your face and make you

B insanely jealous that you didn't

decide to stay in Austin and come
to work that day.

For actual Jamaican shots,
turn the page.

(5)
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cenes From
Paradise

From all reports, the Jamaica
trip was a smashing success. It's not
hard to pick out the beachcombers;
they're the ones with the permanent
ink on their forearms and the tempo-
rary skin on their foreheads.

Here are a few pics to remem-
ber the trip. Special thanks to Martin
Galway and Richard G. for the visual

momentos.
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