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To: Ulrich van Friadberg
From: Sam Darling
Re: Joint Development of a Help Desk Tracking Systam

The following is in response ta your fax of 23 November. | am glad to hear that the rest
of your trip was successiul and your return to Switzerland was safe. Both Chris and |
enjoyed having you work with us and appreciate your contribution. | have asked Chris
to send you a letter for your personal file. | thought it mare appropriate that she wrila it
since you spent the majority of the time waorking with her.

Chris and | have been working together to develop our requirernents for the new Help
Desk tracking system. She has hired a Help Desk Analyst that will slarl next week and
his first assignment will be to program the system. [t will be programmed in a relaticnal
database program called Paradox. We chose Paradox because it is our Corporale
standard and installed on our Lan and therefore there are several people within
Corporate that are familiar with the program and can help support it. | do not expact the
programming 1o take more than a month ar so. It depends on whether full fime is
dadicated to It or not.

| have two concems about developing a tracking system for the group. First, it is very
important to us that it be developed in Paradox singe this is a program we can supporl
and maintain. Secondly, is timing. We must have a system in place by tha first quarter il
we are 10 be ready for rofiout in March. Givan the short tirme period, I'm not comiortable
we would be able to develop a comprehansive set of Intematianal requirements and
complete programming in time. Tharafore, Chris and | will be proceeding with our own
davalopment. | would howewver, be very happy to share our program and any related
documentation with any of the other group companies, once it is completed.

If you have any other questions, please let me know.

co: Wal Macauley /dvyvu)

Carla Munari
Chris Haldeman
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DATE: HNowvember 27, 1980

Ulrich von Friedberg
Frotectas S.A.

Goclete de Surveillance

Eue Centrale 15 - C.P. 3535
1003 Lausanne Switzerland

Dear Ulrich:

Ulrich visited the MAX systems development
department during the menth of October 1990. During this
visit, he administered the help desk problem reports that
were raferred to this department. Ulrich improved the
organization of these documents and set up log sheets to aid
in the tracking of these problems, He also researched
varicus problems that were received during this time pericd.

During this time we had various conversations about
a new Help desk problem report database that i= needed by
both the Office Automation department and myself. Ulrich
compiled an initial design document for this system.

I very much appreciated your help during those few
weeks in October. Your support allowed me to speed up the
process of hiring a much needed help desk analyst to take
over these functions from me and to prepare for the roilout
of the MAX system which will take place during 1991.

Thank you again

Christine Holdeman
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