
! 
THE BOSTON GLOBE. THURSDAY, AUGUST 14, 1997 

Hello? • • . Hello? 
Some computer firms' Web sites 
can be a dead end when you seek 
tech help / Simson L Garfinkel 

E
VER ,SINCE THE IN­
ternet went big time, 
computer companies 
have been ming it to 
provide support for 

their customers. But sone do it 
better than others. 

Some companies use the 
World Wide Web as little more 
thao a means to publish an elec­
tronic brochure, hiding behind the 
Web the way they hide behind 
their clogged toll-free numbers. 
Others use the Internet to provide 
tecb!1ical support that is tru1y use­
ful. 

A few weeks ago I bad prob­
lems using my Dayna Macintosh 
PCMCIA Ethernet card with a 
PC loptop. I had encolirr.,ered this 
problem in November, wben I 
bought the card. At the Urne, 
Dayna's telephone tech support 
said they were working on a new 
driver - a little software program 
designed specifically to operate a 
piece of hardware - that should fix 
the problem. So I was overjoyed 
when I clicked into Dayna's site at 
www.daynacom and saw that the 
new driver was ready for down­
load. 

Well, as is 'requently the case 
with computers, the new driver 
didnt work either. So I sent e­
mail describing my problem to the 
tech support address lisled on the 
Website. No response. A few da", 

later, I sent another e-mail to the 
Web site, this time identifying my­
self as a newspaper columnist. 
This got a response, albeit a not 
very useful one. They told me to 
download the new driver from the 
Web site. After a few more e-mail 
exchanges, in which I waited 
about a day for each reply, 
Dayna's tech support said I should 
call them. I spoke to a frie'ldly 
tech S1Ipport representath'e who 
told me to return the prodoct. 

What's wrong here, of course, 
is that in my first e-mail message 
to Dayna, I said there was some­
thing wrong with the card and it 
should be replaced. In fact, when I 
spoke with the tech support guy, 
all I did was reread my e-mail 
messages to him. Instead of cut­
ting Dayna's tech support costs, 
the Internet actoally increased 
them - the company had tAl deal 

. with all of my questions m;iltiple 
times, first bye-mail, then by 
phone. 

Things were a little belter at 
Compaq Computer but not 
by much. I'm re\iewing ll{;oml0a0 
Armada 1510 laptop for 
later this month, and the touchp'l<i" 
has been driving me crazy. So 
went to the Compaq Web site to 
see whether it bad an updated 
driverforthe toochpad. Not 
knowing where to look, I L"ied the 
search feature. Nothing came up. 
So I se'~"It e-rn:'ltil to r.omT~u 's; h"..h 

• •• 
support. Within a day, they sent 
me a uote te1iing me where 10 
look. I clicked in tAl the page. but 
there was 1).0 driver for Wmdows 
NT. So I sent another e-mai. 
Once agaill, I had an answer the 
next day: fFor Windows 96 you 
can down/oad the Alps glidepoint 
driver that we use for the Armada 
4100. DoIvnload SP205O.EXE 
from our Web site, We don't have 
such a utility for NT." 

I've lIlso had problems with a 
Logitech mouse, which brole re­
cently. trsing a spare mouse. I 
checkad the Logitech Web site to 

find out how to return the motse 
for repain;. I searched for an hour 
but couldn't find a single te1e­
phone number or address. I guess 
Logitecb ooesn't want their cus­
tomers to bother them. 

Many companies, it seems, 
don't see their Web site as an inte­
grated part of their public image. 
For Dayna, Compaq, and Logi­
tech, there is a complete 
discrepancy between what ha~,­
pens on line and what happen, by 
telephone. Unfortunately, while it 
may be easier for a company to 
build a stand-alone Web site, the 
Internet will ulthnately be more 
valuable to these conpanies ifit is 
integrated in their other oper­
ations. 

For an example of a company 
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that's doing a good job v-itb tech 
SU3port on the Internet, click over 
to Cisco Systems (www.cisco.con). 
Cisco makes the route.'"S that run 
80 percent 0' the Internet's hack­
bone - as well as the router that 
provides my connection to the If.­
ternet. Ciscc charges me roughly 
$400 a year for a technieal support 
an1 ser;ice contract. In return, I 
get a username and password. 

A few days ago, I needed a 
piece of obsrure technical infor­
mation abolL my Cisc." router. So 
I clicked into the Web site, typed 
a tsername and password, and . 
fJled out a tech support request. I 
typed in a description of my pro1>­
lem and asked to get aresponse 
bye-mail (I could haVE gotten it 
by phone). The Web site gave me 
a trouble ticket for my problem. 

Within an hour, I received ar. 
e-mail re8po:lSe.Then.using the 
tr1)Uble ticket to identify myself, I 
could go bac~ to the Web site if I 
wanted more information. When I 
wanted to talk to somebody by 
phone, I called up Cisco's toll-me 
number and gave my ticket num­
ber, and they were able to read all 
relevant prenous notes on the 
Web site - saving everybody time. 

This is not a matter of simply 
getting what you pay lor. The 
pr.ee of technical support is fac­
tored into the cost of C-ompaq's 
systems and Dayna's ethernet 
cards. "'nat's really guing on he:-e 
is that Cisco has built an integrat­
ed tech support system in which 
telephone ""d Internet are both 
used by the same suPJ"rt team. 
That's good """'ice. 

TfJP.l!noWgy ..mter Sirmwn L. Gar­
.finlrel 00Jrt bereadwd at plugged­
in@simsrm.'!tet. 


