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~ computer I am embarrassed on behalf g .
of our entire industry.
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Expectations are rising
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Just got the new 1Pad. This amazing
device has already revolutionized the
way I use a calculator.
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Kano model

From Wikipedia, the free encyclopedia

classifies customer preferenceq

s Aftractive

s One-Dimensional
s Must-Be
Indifferent

+ FHeverse

These categories have been tr
refer to the original articles writ

Attractive Quality These attri
attributes that are not normally
these types of quality attribute
English using various different

Kano.

One-dimensional Quality Th
that are spoken of and one's wi
mare milk for the same price w
it will lead to dissatisfaction.

Must-be Quality These attribu
would be package of milk that |
increased customer satisfactio
to tell the company about the

Indifferent Quality These attrib

nr rnetnmar diccaticfartinn

Read Edit View history |Searc

> P e O k-
3 Other bookmarks

F e

Mew features & Login/create account

Q

The Kano model is a theory of product development and customer satisfaction developed in the 80's by Professor Moriaki Kano which
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Recognize

Remembe
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Remember

Software is a service industry.

. 4

l

Our customers are whole people. Software does not live in a vacuur#.

Rethink our process

Design software from the outside in.
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I'm considering writing an Epic Poem
on the suckage of Customer Service in
America in the style of the lliad.
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InstallAware

Top 10 Features
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Migrate from InstallShield

Compare with Other Install Tools
Which Edition is Right for You?

Downloads
Support

Solutions In Action
Scripting

Web Deployment

User Interface

Windows Installer

Store
Buy Products
Resellers

Information Center
Press Room
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Product Reviews
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Contact Support

Download Mow % Buy Mow

Complimentary Support For Everyone

InstallAware strives to provide complimentary support to all members of the Install Aware community - for all of our products, induding all editions of ——
InstallAware, Setup Squeezer, and WikAware. You do not need to purchase an InstallAware product to receive support.

Three Support Tiers

Three support tiers are available - Gl Support, Sasic Support, and Thia/ Supoort - as listed in order of decreasing priority in the InstallAware support
gueue. Only dients who have purchased an InstallAware product are entited to Sasc Support. Clients may also select the Gold' Supporf option at the
time of their purchase for highest priority access to expert InstallAware support engineers. All of the considerations on this page apply egually
to all available tiers of support, including Geld Support.

[Support is a Privilege, Not a Right

hile InstallAware support often goes above and over the call of duty to provide knowledgable, timely assistance to all our potential and current dients,
epted both when
nstalling a product trial or a purchased version, your purchase comes with NO SUPPORT RIGHTS whatsoever, Your ac to any and all InstallAware

pport resources, induding but not limited to peer forums, community center, email based support, and phone support may be revoked at any time, with
or without reason,

pport is not your right - even if you are a paid user of InstallAware. As explictly stated in the InstallAware ELLA which must be

What Support Cannot Do For You

InstallAware support is NOT a how-to resource. Our products ship with extensive online documentation - just press F1 anywhere in the
InstallAware IDE to receive context sensitive help. In addition to online documentation, we have an extensive collection of publications - induding
printable whitepapers, product guides, comparative reviews, and even community made tutorials. These extensive resources already answer more than
half of the support inquiries we receive on a daily basis. Your support inguiries may be ignored, and your access to support eventually banned, if vou
continuously send us questions which are already answered in these documents.,

Do not send your installation projects to InstallAware as we are unable to build and debug each individual installation project. Each project requires
many files, databases, websites, and other custom resources which must be replicated by Install Aware support just to get your installer to build and run,

save test and debug. As much as we would like to bring this level of complimentary service to each and every customer, it is neither practical, nor .
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Support is a Privilege, Not a Right & nstallAware

for Windows Installer

While InstallAware support often goes above and over the call of
duty to provideknowledgable timely assistance to all our
potential and current clientssupport is not your righteven if

you are a paid user éfstallAware.

As explicitly stated in thimstallAware EULA which must be
accepted both when installing a product trial or a purchased
version,your purchase comes witHO SUPPORT
RIGHT&hatsoever.

Your access to any and kistallAware support resources,
Including but not limited tgeer forums community

center emailbased support, anghonesupport may be revoked
at any time, with or without reason.

http://www.installaware.com/supporicontactsupport.htm

#prdcll #d4s David Alpert @avidalpert
http://blog.spinthemoose.com



http://www.installaware.com/forum/
http://www.installaware.com/support/
http://www.installaware.com/support/
http://www.installaware.com/contact-us.htm
http://www.installaware.com/contact-us.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm
http://www.installaware.com/support-contact-support.htm

*§ Computer World - ...
€ C | % http papers?nid=849&dat=19701216&id=hbYK » | | u* % # % » O~ F-

&d Netvibes (1 personal (J Pres (0 UX (0 UXeg (O git (O moose (J Tools ([ Weather (J Emailers » (O Other bookmarks
Web |mages Videos Maps News Shopping Gmail more v

://news.google.com/news

Google news

[ Search Archive ] [ Search the Web ] "d“frﬁe’;m: Ises'd‘
Archiv ch He p

l Computer World - Dec 16, 1970 Browse this newspaper »

@ [l £ Page

Software Industry’s Gmnb Hourt

@ Link to article

16 of 19

By Phyllis Huggins

CW West Coast Bureau

CANOGA PARK, Calif, - The software
market has not developed as predicted
because of the immaturity of the user,
according to Dr. Walter Bauer, president
of Informatics, Inc.

“Management can read figures and see
that a Cobol package will run faster on an
IBM 370 than on a 360, but when it
comes to understanding the savings of a
particular software package, there are
simply not enough actual users with the
sophistication to evaluate a new product
or concept,” he said.

Another thing hindering the software
industry's growth is the economy. ““‘Data
centers right now just don't have any
budget for expansion or improvements.
Fven thonwsh we can chow them that a

By Immature User, Says Baver

mers and have documentation ffustrating
that for most business problems it runs
six times as fast as standard methods,
they still hold back in putting out the
$35,000.

The software industry is acquiring a
voice to speak out on problems of impor-
tance to its good health, Bauer said, One
such case is the recent adoption by the
Assoc. of Independent Software com-
panies of a position statement calling for
awareness by government that having
manufacturers act as the software comr
pany. and systems house for contracts
cannot help but lead to biased efforts as
their main interest is in selling hardware.

They also felt that this leads to unfair
business practices as the manufacturers
can underbid independent firms and
mdkc up thc proﬁt with the hardware.

wmw menmmnmnnnt ~f tha sion

= Related articles

No related articles found fo

article

Sponsored Links

Marketing Your Book

Effective Marketing Campaigns.
Sign up Get Free Book Marketing
Guide.

www_Authorhive.com

Perfect Fit Software
Integrated Accounting,
Production, Importing, Analysis,
Customization
www_perfectfit_net

Industry Reports
Current stats and analysis on

700 industries. Get one now for $129!

www._FirstResearch.com/Reports b
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Support Center
Knowledge Base
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Online Tutorials and Screencasts
Community

Community and Blogs
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D¥-Squad
Licensing Questions
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Support - Your Extended Team

omers unrivaled technical assistance when
implementing Developer Express technologies. We are committed to total customer satisfaction after purchase and wiill
stop at nothing to ensure that your experience using our products is profitable for you, your organization, and by
extension — your customers.

"Just a quick note to say how absolutely impressed I have been with your support. I posed a couple of
support questions and had them answered within 2¢hours (I'm from Australia so there is a major time
difference), not only that but I had a follow up message checking if everything was ok with the answers
provided...From what I've seen, your company is very customer SERVICE aware which is so hard to find |
these days, keep up the great work we all appreciate it very much as it makes our jobs so much easier

and less stressful." E.V.

Again, our goal and commitment to you is simple: Deliver top-notch support and immediate solutions to your technical
problems. Since we have customers throughout the globe, we will do our best to respond to requests 24 hours a day. In
fact, our support staff works staggered shifts for just this purpose.

Support Options

There are 2 support channels to contact our support team, you can leave us a message via our Online Support Center
https://wwww.devexpress.com/Support/Center or email us directly support@devexpress.com. Both feed into the same
FIFO (first in - first out) queue, and while the size of that queue can change from day to day, the average time for an item
to go from the back to the front of the queue is a little under one business day. If you have an active DXperience Universal
or Enterprise subscription you can also mark urgent items in the Support Center for priority handling, which will promote
them to the front of the FIFO queue.

The Support Center has some additional advantages over email, you can mark incidents for public consumption, and you =+

i | 3
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The goal of the Developer Express Support Team is to
provide our customersnrivaled technical assistance
when implementing Developer Express technologies.

We are committed to total customer satisfaction

after purchase and will stop at nothing to ensure that
your experience using our products is profitable for
you, your organization, and by extensigogour
customers.

http://www.devexpress.com/Support/index.xml
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Help & Support

1

Account | Projects Feople Diashboard To-do lists Milestones Mezzages Files | Time tracking General

can’t find what you're
looking for?

Need help with Basecamp? We're here to help. . .
ry searching the Help

zection or browse the Top

Basecamp FAQS.

Search Basecamp Help

If wvou can't find the answer
here, try visiting our
Basecamp Answers site.

You can also submit a

support request via email.
we'll get back to vou within

TOP BASECAMP FAGQS

+ |5 Basecamp reliable secure. and confidential? 1s our data safe? Where is the data hosted? a few hours.
+ How do | update or change our credit card?
= Change lo

| « How can | change the account owner on my account? g g

« How do | cancel my account” View a list of recent changes

to Basecamp. Includes new

+ Canl|change my Basecamp URL? features, updates, bug fixes,

'l and tech notes.

+ Can | download all my files at once?

+ [Does Basecamp integrate with Highrise or Backpack?

W + Do you have special pricing for non-profits. universities. or ofher groups in need?

1 GENERAL FAQS, SECURITY. BACKUP, EXPORT. ETC.




Recognize




Users are dumb
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66

The operating moral premise of information
design should be that our readers alert and
caring they may be busy, eager to get on with It,
but they are not stupid.

29

EdwardTufte, Envisioning Information. Cheshire, CT: Graphics Press, 1990
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44
It IS not a question of whether users

are capableof overcoming complexity and
learning an advanced user Interface. It Is a
guestion of whether they areailling to do so.

[Our users] are just like anybody else: they just
want to get their work done. They have neither
the desirenor thetime to learn the

idiosyncrasies of individual websites. 09

(emphasis mine)

NielsenJakolsbAr@iUsers Stupid?Alertbox February 4, 2001. Retrieved June 3, 2010.
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66

When people have problems using a design,
It's not because they are stupid.

It's because the&lesign Is too difficult
%9

(emphasis mine)

NielsenJakolsbAr@iUsers Stupid?Alertbox February 4, 2001. Retrieved June 3, 2010.
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All these experiences
are relevant

your customer
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All these experiences
Create expectations

82dzNJ Odzadi2YSNXRa SE

#prdcll #d4s David Alp_ert @avidalpert
http://blog.spinthemoose.com



All these experiences
Create expectations

Your product,
service, web site,
or application.
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