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DISCLAIMER 

This document was prepared as an account of work sponsored by the United States 
Government. While this document is believed to contain correct information, neither the 
United States Government nor any agency thereof, nor the Regents of the University of 
California, nor any of their employees, makes any warranty, express or implied, or 
assumes any legal responsibility for the accuracy, completeness, or usefulness of any 
information, apparatus, product, or process disclosed, or represents that its use would not 
infringe privately owned rights. Reference herein to any specific commercial product, 
process, or service by its trade name, trademark, manufacturer, or otherwise, does not 
necessarily constitute or imply its endorsement, recommendation, or favoring by the 
United States Government or any agency thereof, or the Regents of the University of 
California. The views and opinions of authors expressed herein do not necessarily state or 
reflect those of the United States Government or any agency thereof or the Regents of the 
University of California. 
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,Lawre"~ Berkel~~ N,:,tio",;;l L~bo~a'tor-y ~ Berk~ley, C;A. . 94720 . . . .. 

. . Jl'>dex: U'J;iL: ·http:! 1:\.-vww.lbl.govi Ic;SDiCoQA.-NU . 
Thi; is~ueo http:/ lw':vw.lbl.9~v/ ICSDI coQA~Ni.Jfro9,-2~.ht..;r · . 
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·.'We are r:aisirig the bai-!" The metaphor ~ames :f~o.:m track and field, spe~ifically .•· 
the high jt.in:tp andpc;ile vault events: ltrrieans, of cou~e, that we are establish
ing higher performance targets. Why are we. doing t;his'? What does it m~anfor 
~00 .·· . . 

The an~ert<;> both questions is, ·in a ~ord; . survi~aLOur customers, the. ·• . . ... . 
scienflfic p_rograins, are under significant pressure to reduce costS without · · 

.· sacrificing qual icy~· Unless w_e re~pond in kincj they won't be able to afford us. · .. 
We must increase the· value o( our .seivices and -make using therri, easier, faster, 
an:dless costly for the customer.· 'This will requireall of us to improve our ·· 
perform ante in all -the· ways it 'affects our customers. . . . . . . . 

To a·c~o~plish this, we mt.ist ~ontin1,1ally raise our e~p¢ctations· for ourselves 
and each other; Performan~e levels·.that were-accep:table last_year may_notbe: 

. acceptabte:this year; those thC!tare accej:>table :now 'inay'not beacceptable · . 

.next year; and so it will go: into the foreseeable futu~~-_With each year, we . 
expect all employees to. know more and dOmore:(ahd do it better <md faster) .·. 
than they did in the previous year, while making oi.ir custome~specially our . .· . 
h) ore .demanding sustomers~feel valued; comfortable~ and welcome: . ' . 

· . · Success in t;his wili f~rnish two side-benefits. FirstiYt there's the psycho~· · 
· logical boost that coi:nes from knowing we're doihg a better j'ob; .·· 

. .. . secondly, 'we'll be Worklrlg i11 a more cohgenialatmoSphere, 
---":":::::::: where our custom,ers regard us as partners nlthei- thim . . . 

. adversaries.. . ' . . . . . ' 

·.. :. To meet these .ev~r-rising e?Cpectatioris,each employee.IT;uSt:: . 
.take responsibilitY for his or her perforinan.ce and. development;_ for 

. .. knowing how e~pectatiohs have .changed and are ch.anging, and for : . 
finding ways to improve peiformance accordingly; To ·assiSt iri this' pr9Cess 

the, Division _has indud~d an ~pliCit allocation in each c;:Jepartment burden 
· to furyd traihln~r · · · • · __ :. · . · . · 
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Your s~pervisors ~nd the.Division Office are eager tO help you understand 
. . .our expectations and find Ways to meet them .. Ourjo~nd our·desi,re---:-,is to .. 
. ·· . . heip you succeed, for. it i_s only through your SIJCCess t~at, ICSD will ~ucceed .. .. 

CJ "0 
-' -< 
0.---
10 ·Stu Loken . '.• ., 

Directo~ int~rm~tion, ~nd Computin$1 Sciehces, Division~ 
. lSI 

($e'nd your questions and comments to scloken®lbl.gov)· . ·.·. 
~· .· ~ . . . . . . . . . . . ,. . . . . 
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by Anthony Rowley , · . . by Da~e: ste~ens : : by Jim Mi(ter · 

.· ICSD operates a 'number of customer :. T. . h~ Liiboratory will ;shmtiy'an · . ·o:· .o yo~ ll·~v~ c(hotlistas : . : .. · ' . 

. · service hotiines, as. does the Lab. in . . . . . rJQlJI')Ce (I prog'ram of ~~~pot . . . l~hg as yourarm? Then you may . 
' i . • general. :ihese h,otlln_es are riotalways Awards// for quality servi~e. th~se 'are . . want to , inve~tigateone of Mark' . . 

. :;· ..... .·. as customer~friendlyas~me woyld . certifkates worth _$SO {AFTER tax~s) . : .· Durst's freeware finds: It's· called URL~~ .· . 
JiktLSonw of l:JS m·ight pave had · . . . that may Qe given by supervisorsqn . . minder and billed as //your own · . 

.. ,, .. 

. :• good experienc'es ''«ith su~hservices; .·. '·• the ~pot f,or eff<?rts that are unusually :Personal W.~b r~bot.:' Y~u,;r:egister'' ·. 
·but most of us have endured bad . . . praiseworthy. Tt)eymay also taketh~ · ... ·all:theHITP, FTP, and. GOPHER re- ·., 

. . expel i¢ntes .. we :w~ul~ : like to ens~~e .· · forQi of. lunch :"on th~ .tabor(l.tory:~~ . · · . ·sources that yoG wan.tto keep tabs on; . 

. . ;that our cu.stomers have only go,od· . The ide~ is tq provide instant ret6gni- ·· .. ·· arid URL~minder lob\<s at them for you ... 
. experiences: You can help us ·.get a· . tionfor,good servke. Tl:ii$ prog~am·' . . at least once a wee'k. When anything : . 
. . perspe.dive .bn the prot,>lem by', . . wascreatecibythe Human Resourc~s • at'those addre~ses ch~r9es.+'-tex~; · ·.--
answe~ing any or aH of thE= following Departm'ent iri response to a s~·gges- graphics; format, linking~URL-minder 

· queStions. (You can send e~mail to. · · tion from the ICSD COQA corritJ1ittee. . · sends you e'-ma:iL Unfortunately, URk~ > · · 
. C::OQA@tbl.g6v or laQ mail to. A. .. . . ·· · · · mind~r .will ~at do sublinkS. You must .. . 
. Rowfey, .c/o ICS(?; MS 50B~2239 :) .·· ' •.. . . tell it.every single ·addressyou want 
· The answerS' .need riot be ·limited ·to . ·'<:ll:ecked. Maybe .one· of the URLs you · 
·. yolir experiences wlt.h the ; . •. . ·.. .· should. tell it 'to diec~ is its'own- . 
labora:tor)l-s hotlines. . . . . s· ' . . 

. . .http: i !w\.;M .' riet!tlih¢i: com; 80/ 
·1: -·call yo~;~ iemember.:any good · ·· · · · · · · · · . . . . . · • . . URL·rn~nd~r /URL-nunder'.ht!ml 

. experiences on .a hotline? What rnade 
' them goo~ experiences? .. . . . . 

· :: 2> · can yo~- re~ember .any b~d 
·• ~xperiences ori a hotline·? What made .~ . 

. ·.them bad experiences? . . . . .· . . 

· · . 3: wh~t do yo·~ ~~pect when 
you cafl .a hotl.in~? · · · · 

. 4. · When doe~ a hcitlihe do more 
·. ham;a than good?. . . 

. .... . -. *- **' 

· . . .. 

.· ... . 

.. : ~so ybu'll. know when' the,Yupgra.de · .. · 
· the'.prod.uct. . · . · · 

. .• A not~ ofc~Otion; URL-mlnder's . . ~- . 
developer, NetMirid~. apparently has ·. ·. 

. . . fdeas about going commerda.l, . .. 
f1NANCEFORUM pr:e'sumably after rehdeJirig a large . 

.. A· . . . ·· . f . . . .. . k .. . . . nu~berofWebsurters dependent on 
. ·. s pa.rto ~ur att~f11pt .to m.a e . : . . the free product; lt'the necessary 

· ... · . .. I~$[) ea~rer. to .deal wrth, . we. ha~e. ·• deinaqd fails tb materialize! yo.u may ' . 
establ.'shed a workrng ~rou~to • · ·.. be left with nothing to show f()r your ·· · 

· . · . · · . . ·· . · . . . examrne our budget, frnancral report-" effdrts but a laboriously conipiled'list , 
· . . ·. · .. :·in our .l~st issue. \Ne asked. how the .· . ing> and recharge. operations ... If you . 'of l,liuninded· URlS: · · · •. · < . · .. · . 

. Fmg should be. distributed. The main h~ve observations on our current · · · · · · · 
criticism (jf our webbed ve~sio'n was . '. . prattices;. or thoughts on how we ceil) .. ., 

.. . ' ~ 

·that w_e pidn't provide the 9ire~t · improve, please contact one of the 
· , access lJRL We~ve fixed: this: We .. are gro .. u.· p_meillbers. : ... •. ··: · ...• .. · :. ·: 

: .. . '< . . ' ·' 

··also adding a form o.n t,he in.dex page 
that y0ucan. use to reque:st that your · · ~v Magnuson; x6?99( . .· ' . . 

. riame be added to or deleted from . ; . . . esmagnusori@ll;ll.gov.. 
' the subs~ription lis,t 'tor t~e paper ... ·. ·· Nora Ostrofe; xl-776, . · 

. . versi.on. , ' · ·. . , · · ncoSt:r'ofe®:l.bl.gov 
. .. Anthony says: 'When you are . .. ·.·.·.··· ·- Lissa Ptin~e, x5734, : · :· 
• des.igning a system.for t!Se by people; : .· . . mcprince@Jbl ~gov .·· . 
remember;that to err on purpose is . Ciridy Rogers, x5S34~ . · . . · ·· 
humari" Heigh~ho! . ·· · · · . ·, ... • cmroge~@b(gov ·· 
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