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nis book is the result of a team effort. Although my name goes on
the cover, the efforts and contributions of many people were necessary
to bring this book to you. Let me introduce you:

Roger Stewart: Roger, executive editor, had the wisdom and fore-
sight to recognize the importance of Notes. He also showed good taste
in sclecting me to write this book. Thanks Roger!

Becky Freeman and Dan Foster: Perhaps two of the most patient
and tolerant people on the planet, Becky and Dan were the project
editors for this book. They had to put up with me and all my bad habits.

Dick Hol: Dick provided the technical edit for this book and knows
more about Notes than I'll ever pretend to. His clear and consistent
commentary helped me enormously.

A very important group of people transformed this book from a
rough manuscript to a finely crafted reading experience. If you find this
book clear, understandable, and attractive, the following people
deserve much of the credit: Neweleen Trebnik (managing editor),
Jodi Jensen (copy editor), Danielle Foster (book design and produc-
tion), The Dunlavey Studio (cover design).

Martt Wagner and Bill Gladstone: Matt and Bill are the super-agents
who represent me to publishers, who helped sell this book, and who
run interference when the inevitable snags arise. Thank you, thank
you, thank you, thank you.

Later in this book, you’ll geta behind-the-scenes tour of Lotus Notes
in use at nine different organizations. Special thanks to people at each
of the companies who made this tour possible:
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Cindy Hilyard, Ron Beck, and Peter Hentz of Synetics
Bill McLaughlin, Ruth D’Ambra, and
Jim Hardsog at McGlinchey & Paul

Ralph van Putten at The Royal Bank of Canada

Wayne Fraczkowski at Maryland National Bank

Kathy Connor at Cabletron

Brenda Kelly and John Bartlett at Lotus Development

Meryl Franzman: Meryl is in public relations at McGlinchey &
Paul, the firm that handles Lotus’ PR activities. Meryl gets my most
heartfelt thanks and deserves an award for the effort she’s done in
pulling this project together. She’s been consistently able to make
things happen when no one else came close.

Kunmi Kim: A special thanks goes to Kunmi, Systems Analyst at
The New York Times, for introducing me to Notes.

Denise Amrich: Denise is my assistant. She transcribed the many,
many hours of interview tapes used as the basis for the application
stories throughout the book. If you call the office, please thank her for
the great job.

This project also required use of special equipment and software.
Special thanks to all the people who helped out:

Gail Ostrow at IBM

Trudy Edelson, Perry Demner, and Lauri Figgs at Farallon

Keri Walker at Apple

Catherine Morgan at Miramar Systems

Marilyn and Jerry Gewirtz: My parents also deserve combat pay for
putting up with a different set of my bad habits. They deserve even
greater thanks for understanding the meaning of a book deadline.
They have been repaneling an upstairs room of their home, and every
so often I'd get drafted to drive up to their place to help. But in honor
of my book deadline, they let me off the hook. Are they great parents
or what?

Samantha the Cat: Samantha is my cat and feline best friend. She’s
also my personal alarm clock and principal hardware tester. Because of
Sammy’s dedicated work, we have discovered—and I now share with
you—certain comparative performance characteristics previously un-
known about Macs and PS/2s. Here, for the very first time in print, are
the results: An IBM PS/2 laptop in sleep mode is warmer and more
comfortable than an Apple PowerBook. Sammy preferred sitting on
the closed cover of the PS/2 over the PowerBook. But, making a big
comeback in the cat comfort category is the PowerBook keyboard.
According to Sammy, the PowerBook keyboard—especially when in
use—is far more comfortable to sit on.



If ever there was a case

of clearer evidence than this

of persons acting in concert together,
this case is that case.

William Arabin, 1773-1841

We’ve been living through an economic whirlwind that has had a
profound impact on the face of business throughout America. Hun-
dreds of thousands of jobs have been eliminated (most, permanently).
Companies have been desperate to downsize and to reengineer them-
selves with the hopes of finally getting profit in sync with cost and
demand.

Wise economic pundits and certain presidential candidates have
blamed the 1980s for our current predicament. And while mistakes
were certainly made, the fundamentals of commerce (supply, demand,
price, margin, profit, and so on) haven’t changed much between
then and now. What has changed is the intensity with which we fight
for our share.

Customers still buy goods in record numbers. The difference is that
they want more and more value for their dollars. It’s this combination
of wise purchasing and customer frugality that has changed the
business landscape. To compete, companies can no longer use bigness
as their competitive advantage. They must use effectiveness!

Most organizations don’t set out to be ineffective. But the dynamics
of large groups of people, with each person trying to meet his or her
own responsibilities (while feeling more and more insecure) has
resulted in amazing inefficiencies.

I don’t condemn these organizations. Instead, I suggest that they
didn’t have the tools to make themselves more effective. But that too
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has changed. Lotus Notes, along with this book, can help organizations
become more effective with far less cost and stress than many other
forms of reengineering. That’s because Notes, along with large doses
of personal and managerial discipline, can help eliminate two of the
most costly aspects of doing business today: misunderstandings and
bottlenecks.

By helping you work better with others as a team, and by helping
eliminate the unnecessary bottlenecks that can be so costly in both
dollar figures and in terms of organizational cohesiveness, Lotus Notes
can be a powerful tool for improving effectiveness. This book can help
you understand where and how to apply that tool. The rest, of course,
is up to you.
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If only the left hand knew what the right hand was doing.
Why wasn’t [ informed?
1 think you were left out of the loop.

Put it in a memo.
You should have known about it. I cc:'d you on that report.

Sorry, Lcan't help you. You haven 't filled out the product-request form
and had it signed by your supervisor. After it s signed by ber, you ll need
to get it signed by someone in operations and then have all that
approved by finance. When that’s done, bring it back here and I'll give
you the next form you'll need.

1t's somewhere in my in-box. If I ever get through my in-box, [ might
read 1t. If I ever read it, I might sign it. If I sign it, I might remember
to send it on to my boss for his approval. That's the way things
work here.

0uch. That’s the way things really happen in too many organiza-
tions. So many people have established such incredible bureaucratic
barriers in order to cover themselves that very little actually gets
accomplished.
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But change is in the air. Pink slips, rather than memos, have been
arriving in managers’ in-boxes in record numbers. Large, “stable”
corporations, the heretofore “safe” places of lifetime employment,
have been laying off thousands (sometimes tens and hundreds of
thousands) of employees.

Welcome to the '90s!

You know the story of the recession that arrived in full force with the
Bush administration. Companies that had grown at unprecedented
rates in the '80s were now bloated. Consumer confidence was down,
and people were spending less. Less consumer spending meant that
wise companies reduced their inventories by buying less. So businesses
spent less. Less business spending meant less money was available for
new jobs, investment, and growth. So companies had to tighten their
belts. People had to be “furloughed” and—oh my god!!!—companies
had to become more efficient!

In order to survive, businesses large and small have to fundamentally
change the way they do business. To be profitable, you have to become
focused, eliminate waste, get more done with less, make fewer mis-
takes, and get the right things done in the right order.

Lotus Notes can help your organization become more responsive
and more efficient.

How to Get the Most out of This Book

Before we dive headfirst into a detailed discussion of either Lotus Notes
or business issues, let’s examine how this book is organized.

Lotus Notes is all about people in businesses and organizations
working together more effectively. Because the use of Notes is so
closely tied to business issues, this book is as much a business book as
it is a software book. In order to get the most out of Notes, you have
to know how Notes fits in with your business.

A Business Guide to Lotus Notes

You don’t have to be a user of Notes to get lots out of Lotus Notes 3
Revealed!In fact, the book is ideal for individuals or companies who are
just now considering bringing Notes into their installations.

This book actively intermixes business and management issues with
details about Lotus Notes. It is not meant to replace the Notes
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manuals, nor is it intended to give you a detailed understanding of
every command, function, menu option, and command line.

Lotus Notes 3 Revealed! is not highly technical. There is very little
discussion of networking issues, connecting servers, proper system
installation, how to fine-tune special files, and so on.

Instead, this book is carefully designed to help you understand what
Notes is, what it can and can’t do, and how it fits into your organiza-
tion. Lotus Notes 3 Revealed! can help you understand how to adopt
Notes successfully and how to get the most value from it.

Here are some of the people who should read this book:

Managers considering buying Notes: You'll learn about what
Notes is and how it can make your company more effective.
Employees and managers currently using Notes: If you’re not
the Notes administrator, chances are you don’t have a complete
perspective of all that Notes can do. This book can help you learn
how to get the most value from Notes. If you’re using an outside
consultant to help you with Notes, this book will guide you in
getting the most out of that relationship and make sure that you
get your money’s worth.

Notes application developers: If you are building Notes appli-
cations, this book will help you learn more about how to manage
that process and also how to meet the needs of your users.
Internal Notes champions: If you are currently trying to make
a case to your management that Notes is the way to go, this book
can provide you with valuable ammunition. Buy some copiesand
give them to everyone who needs to be convinced.

Notes salespeople: Likewise, if you are trying to sell Notes into
an organization, this book can help you explain where Notes fits
in and why it’s different from every other software product
around. Buy copies to give to all your customers and prospects.
You'll be a hero, you'’ll sell more Notes, and my publisher will be
very happy.

Network administrators: You probably spend your time worry-
ing about servers, network connections, .INI files, and putting
out lots of fires. Losus Notes 3 Revealed! can help you understand
the issues your users are concerned about and can give you some
ideas on how to use Notes to make your job easier.

This book is divided into four parts: Using Lotus Notes, Notes
Applications, Managing with Lotus Notes, and Notes Application
Stories.
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Part I: Using Lotus Notes

Part I, beginning with this chapter, will help you understand what
Notes is and what it can do. Notes is relatively easy to use, and it has
a wide range of capabilities: from keeping track of information, to
document management, to keeping people in different locations
connected and up to date.

The first chapter in this part talks about communication; the next
chapter provides a hands-on tour of the Notes program.

Part li: Notes Applications

The basic Notes product is a tool kit for building business solu-
tions, which are called Notes Databases and Notes Applications. Part 11
helps you understand what applications are, how they are built,
how to manage the development process, and how to roll out new
applications.

Part Ill: Managing with
Lotus Notes

In Part 111, you will learn more about how Notes fits into your
organization and how it can help you solve some of your most difficult
business problems. Notes can help people in your organization be
more responsive (to customers, to problems, to opportunities, to each
other, etc.), and this part will show you how.

Part IV: Notes Application Stories

Because Notes is a product with a great deal of depth, it can be used in
many different ways, to solve many different problems. In Part IV,
nine organizations take you through their doors for a behind-the-
scenes look at how they have integrated Notes into their operations.
Even if you read nothing else, you should join me on my visits into
these fascinating companies.

Now that you have a taste of what you can expect from this book,
welcome to one of the first computer books that mixes business with
technology. Read it carefully; you could be opening the door to
reduced costs, better responsiveness, happier customers, and more job
security.

As I mentioned earlier, this book is intended to give you the
flavor of Notes, rather than overwhelm you with technical detail.
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Lotus Notes 3 Revealed! isn’t as much a “how to” book as it is a “what,
when, and why” book. So read and enjoy; and don’t be concerned if
you don’t understand every little detail of how Notes works.

A Customer Service Parable

Businesses not only have to be more efficient internally, they also must
be more effective selling and servicing customers. For the next few
pages, let’s view the world from your customers’ eyes.

Imagine you are a buyer for Megacorp Widget Systems Corpora-
tion. For this month’s production, you need to buy two dozen
reversible widget subassemblies—a relatively common product in
your industry. At $5,000 a subassembly, two dozen will cost Megacorp
a whopping $120,000.

Here are some things to consider before you choose your supplier:

* You are spending a relatively large amount of money, so you
expect your vendor to be reasonably accommodating.

* Inorder to eliminate the expense of unused inventory, Megacorp
has initiated a just-in-time (JIT) manufacturing process. This
means that you expect delivery of materials at a precise time so
that your own production line doesn’t get tied up. Therefore,
you need delivery of widgets as soon as possible after vendor’s
receipt of order (ARO).

* You know that some vendors promise delivery but are not always
reliable. And sometimes, the parts you get aren’t up to your
required standards.

* Some of your vendors also practice just-in-time manufacturing,
so they either need to have some warning for when you will need
product, or they need to factor your lead time into theirs.

* Profits at Megacorp have been rather tight. Rumor has it that
there is going to be another round of layoffs. Fortunately, the
sales department has just landed a big order, but it has to be
shipped to the customer by a specific date or the whole deal is off.

You regularly buy these subassemblies from two suppliers:
WidgetWorld International and the smaller Widgets-R-Us.

The guys at WidgetWorld are really great people. They take you out
tolunchall the time andstop by with really cool gifts. But Widget World
is inconsistent on delivery. Normally, because they’re so much fun,
you give them the benefit of the doubt. But this time, if the subassem-
blies don’t come in when they’re supposed to, Megacorp is going to
lose that big deal, and you could be one of the first to lose your job.
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Today you have a meeting with the WidgetWorld salesman. Imme-
diately after that meeting, the saleswoman from Widgets-R-Us will
arrive. Tough break for her. The WidgetWorld guy is taking you out
to a fancy lunch and, if he can reassure you about delivery, he will get
the order.

You: (Sucking down a shrimp cocktail)... “I've got to admit
that I'm quite concerned about delivery. Your price is competi-
tive, but you’re not always that reliable. Have you spoken to your
production people about this order?”

WidgetWorld: “Well, the guys in production are real busy
these days. It’s been tough getting through to them. But they
know you'rea good customer, so I'm sure they’ll be able to get the
order here on time.”

You: (Munchingon a piece of lobster)... “That doesn’t sound
like a rock-solid guarantee. Can you be sure the units will be
available? What happens if you have any glitches?”
WidgetWorld: “I'm sure there won’t be a problem. You have
my word on it.”

Returning to the office, you feel warm and friendly toward the guys
from WidgetWorld. Lunch was so good! It would have been even
better if the WidgetWorld guy could have given you some guarantee,
but everything will probably work out fine.

As you walk into the lobby, you shake hands and bid farewell to the
WidgetWorld salesman. Waiting for you is the woman from Widgets-
R-Us. Still flush from the pleasant lunch, you’re not really in the mood
to meet with her, but it wouldn’t do to cut corners on such an
important deal. Sigh. You'll have to hear her out.

You: (Not munching on anything)... “I'll tell you the same
thing I told the fellow from WidgetWorld. Both of your prices are
competitive. What can you tell me about delivery?”
Widgets-R-Us:  “We’ll have what you need on time.”
You: “That’s what WidgetWorld told me. What guarantees
can you offer?”
Widgets-R-Us:  “I can’t offer you any formal guarantees, but I
can show you some pretty good evidence that suggests we’re on
top of this.”

(She pulls a laptop computer out of her briefcase and proceeds
to turn it on. Next she connects it to a phone line.)

(Pointing to her screen)... Here’s the production schedule for
next month. As you can see we’re pretty near capacity.



