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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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· . , ... uwe are raising the bar!'' The metaph,or comes from trac;k~nd field, specifically 

·' 

. the high Jump and pole V(!Uit events. It_ meims, of course, · that we are establish- : 
ing higher performance targets; Why are we ooing this? What does it rn~an for 

' ICSO?' . . . 

Thean.swerto. both qu~stionsls; In a word, survivaf. ·Our.customers, .the 
scientific progr"cu:ns, are under significant pressure torecfute costs without. . . .· 
satrifi~ing quality: Unless ·we respond ln kind they won't be abl~ tQ afford us. ' 
we: must .increase the value. of our .services arid make usin'g them easier, faste·r, 
and .less costly tor the customE;r. This wHI require ail of us to iinprov~ our · 
peifbrinance :in al.hheways it affects our customers . . ·· · ·. · · · · · ' · · 

. .. ·. 'To acco.mplish this, we n1~st co~tinually raise our expectations for ourselyes •.·· 
arid each Q~her: Perform~nce levels that were acceptabl~ last yearniay hot be . 
. acceptable this 'year; those that. are . acceptable· now may not be· acceptable 
nexfyear., and' so it will go intO, the fore~ee~bie fut!,Jre. With each year, we ' ·. 
expect all employees .t_o know mqre and do more '(and do itbetterandfaster): 
than they did i.n tlie previous year, Whil~ making· our custome~sp~cialiy our 
niore demanding tu'storriers-feel valued, comfortable, and w~kome; '• . 

. . s~ccess in this.wiiLfurnish ~o sid~beoefit:S. Firstly, .there's th~ psycho-
, logical poost t:hatcomes from knowing We're qoing abetter:'job; .. · 

. :Sec6hdlyt'yje'll be working ina more congenial atmosphere; . : . 
----"-'::~ where o.Ur custome~s regard . us .as partners-rc;tther than . 

adversaries. · · · · · · 
' . . . . . . .. 

. .. To meet ~hese ever-rising expectations, each employee must . 
take'res'ponsibility ·for his orherpeiformance and development, for · 

. . . knowing how -expectations ha~e ih~nged ang are changing; and for 
· ·finding y.tays to improve perfotmance.accordingly. To assist in this pr~Kess 

.. the Division has inchided an explicit allocation in each department burqen 
to fundtrain~rig : · · ... ·. · · 

Your:· supervisors ~nd t~e Division.Office are eager to help you underst~nd 
our, expectations and .find ways to meet them. Our jo~nd our d~sir~is to·. 
help you succeed; for it·. is or1ly through your success thaUCSD will suc~eed . . · 

Stu Loken 

., ,·· 

' [JJ _, 
Cl. 
(Q 

.' '· ' .. ·Director,: lriformation:and Computing SCiences bivislon . . . '' , . ·:- . . . . , . . . . 
c.n 
~ 

(Send your questions and comnierits to scloken@lbLgoy) . . . . . . . . . .. : . 
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THE LOG · .• ' . 

~by Anthohy Rowley . . · . ~ . . . . .. . 

ICSD operates anumber_of <::ustomer' .· 
service _ h6tlines, - a~does. the Lab in 

. general. These hotlines are riot always · .. 
ascustomer~friendly as one-would · .· . . 
like. Some of us rhig.ht'l:lavei had · .-· . · 
good experienc~s-with su~h "services, . 
but most of us have eridur.ed bad .• . 

. experien~es. 'we would like 'to ensure 
thatour ciistomers hav~ ·onlygood 
experi~n~es. You can help us get a . 

. perspeCtive qn the problem by · · 
. an~ering any or a!l of the following 
questions. (Yo~ ~an send e-maii to · 

•. <;:QQA@Ibl.gov.or Lab mail. to A: : 
.·_ .Rbwley, c/o ICSD

1 
MS S_QB-2239) 

. The an.swers ·rieed not be limited to · · · 
. · ,your experiences with the 

· Labor~tory's h{)tlines . . ·- ·• _ _ _ 

. . ~--· 

-: .. _ , ·: •., •. ' · ....... . 
" 

:s_POTAWARl)S bUT 'oN TilE. WEB · 

--by pave Stevens ·· ·· , ' by }imMiller · 

. -T· he labora~9ry will sho~ly ar . . ·-· o· o ~yo~ · ha~e ahotlistas - _ · . · 
: · · nounce a program of "Spot . : · . lof1~:fas your~rm? Then you may ._ 
AWard.s'' for quality ser:Vi<e; These are . W!'lht· to investigate one-of Mark . 
certificates worth_ $5Q ·(AFTER taxes) _· : -· , bui-st's freeware finds. It's c~lled URL-

. that maY b_e given by supervisors .on .-·minder and billed as "your own · 
the spot tor effo'rts·that are unusually · •· . personal Wehrobot." Yo~ ,;register'' .·_· -
praiseworthy. -They may alsq take the . air the HTTP; FTP; and GOPHER re- . ·· . . . 
form of iunch ''on thelaboratory.·" . sources that.yot:(.wa_ntto ~~ep ta_bs on; 

~ .The' idea is to provide .instant recogni" . and URL~rilinder looks at them for you 
tion to~ good service~ This program . . _·. at least once a we~k; Wben ~m}'th.ing . · · · 
was.createdbythe.Human ·Resources ;.at tho.se addres~es change~text, ~ .. 

· Department -In re.sp6nse to .a sugges~ · 'graphiq, format, · finking-.:-URL-minder 
tiori;from ~he ICSD COQA committee.' ·sends you e-n:ia1J. Unfortunately~ 'URL~ ·· . 

minder wt~l not do sublinks.You must 
teltitevery single aqdress you \f\i~ht .· 

~ checked. Maybe one of.the UR.Lsyou ; .. 
should tell it to check-is its own-

L ~. · C~n: youre.memb~r· any good . . · · st _.· http. ://~_.hetmind. com: 80/ . 
. URL-minder ,iu~L ::_~inder -~ html 

experiences .on a hotline?Wha'tinade . ... · 
them990d experi~n<es? · . . ·.· -':"'SO you;ifkflOW. when the)iiupgrade 

. . ·• 

_ . 2. - Can you remember any bad. thepro_duct. · . . . . . . 
·. :. . ·. experien¢es Ori ~ ho~iine? Wh(3t made. . A not~ ~f cautiori:JJRL~minqer's •. 

·· them pad experiences? . . . . . . . . ···- · .. · developer, NetMind, appare~tly·has 

__ -·3. -- _What-do yqu ex_· p_et_i:' when . _ .· . - ideas about going cmnmercial, . 
- FINAN··· CE-F .. _0--·R·_-· UM. · .·' · .. · · . · -~--p· re_ si.Jmably• afte_ · r_ re_. nderjng _a large_ .. · ._ . you call a:hotline? · · · · · 
. ; . . . _· .· ·. •" . . . . • . . . . . . .. . ·.number ofwebsurters.dependent_ on 
.. . 4. :. <When dOes a hotlihedo-. more .. _·· A· . s _partof puratte(Jlpt.to make.. . the'free 'product. If th~ l')ecessary 
harm thari goqd? : . _·· . . ,· . rsso easr~r to .deal wrJh; we have . . demand fails to materialize! Y()U may 

* • * . . · estab~rshed ~ workrng ~rol:J~to <, . · ·be lett with nothing to show for your . *·. * ..• 
. . . . . ' . .• ' .· ." . .~x~mrne our budget, frn~ncral ·repq~-· . efforts but a. .la_boriously compiled l.ist : . 

. - . · 111 our last issue we asked how the_, ·_ .. .• rng, and r~charge_ operatrons. If you .- of uhminded URLs~ · . . 
· Frog sho~ld be}:listributed. The TT)ain . 'h<we observations on our current . . . .. ·:., ,• ' 

. critiCism of our webbed version was practices, dr 'thoughts or1: how we can ... · .. 
·. that we didn't proVlde th~ direct . . ·. tniprove; please c()rltatt one oftfH~ . · 

.. . · ~cce.Ss URL:: We've.fi>;'edthis. We ar.e. _ group members: _ _ _ · -, . · · 
· .. also adding a form on the index page ·;.· .· . 
. that ydu.can use to request th~t)iour ·. ~vMagnuson, x6296, 
.. nal)le be added to or.deletedfrprri' · • . · . ·· • -.- · · --... · esmagnusdn@lbl.goy 

· __ •. :th~ s'Ub~cription list.for t~e paper ··. ·Nora Ostrofe, x7776, . · ' . 
· . . ncostrofe@ibl:gov ·version: .. 

. · .. An~hdny says: ''Wh.en you_are . . 
_ de~ig~ing ·a . system for use by.people,·. 

• rememberthat"to err on purpose is . 
- humari."Heigh~ho! ·· · · 

.' -.: . 
:.·: · 

· Lissa Prince, x57;3{ . 
·· .. ' .• mcp~ince®lbtgov 

_ . ~indy Rogers, x553·4, ·. -· .· .. ·•- · · 
· · · cmroge~(g)bl.gov 
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