


Editor:
 
Brad Whitworth
 

Art director:
 
Annette Yatovitz
 

Associate editors:
 
Betty Gerard
 
Joanne Engelhardt
 

Circulation:
 
Kathleen Go~arty
 

MEASURE
 
"Man is the measure of all things .. 
-Prowgoras (circa 481-411 B .C .) 

Measure is published six times 
a year for employees and associ­
ates of Hewlett-Packard Company. 
Produced by Corporate Publlc Re­
lations, Internal Communication 
Department , Gordon Brow n . 
manager, Address corn'spon · 
dence to Measure, Hewlett -Pack­
ard Company 20BR. PO Box 1030 I , 
Palo Alto, California. ~4303-0H90 

USA. Report change of address 10 
your local personnel department. 

Material in this issue may be re­
printed with written permission 
Member. International Associa­
tion of Business Communicators 
and Industrial Commurucat ion 
Council. 

Hewlett -Packard Cornpu nv d e ­
signs and manufactures cornput­
ers. electronic tesl equipment. 
handheld calculators , electrornc 
co m pon e n ts , medical electroruc 
eq u ipm en t and instrumentation 
for chemical analysts . Manufac ­
turing facilities are located in 23 
U,S , cities in eight states and in 10 
cutes in nme countries in the rest 
of the world HI' sales and service 
offices can be found in more than 
80 U.S, cities and (including dis­
trtbutorshtps l in approxtrnately 
200 cities in 70 countries around 
the world , 

ON THE COVER 
Part q{ HP's success through the 
years can be traced to the steady 
stream oj talented engineering 
and computer science graduates 
that come to the compa ny straight 
Jrom the campus ,StajfwriterLane 
Webster looks at a number q{ in­
novative programs designed to 
continue that importanljlow. 
Cover photo by Jim Karageorge. 

UPFRONT
 
HP marks 10years in logic 
analysis at Colorado Springs. 

W
e live todav III ,I d t II. I rid : 
computers rou u- uur I 'It p h one 
calls. uuc-roprorr-s r. h Ip 

tune in ou r favortte radio stations and 
terrntnals crop up 011 our desk:;, and 
workstut ions Ii kr mushrooms on a 
damp forest floor 

Not all that IUll~a~o it was different 
We lived in all analoi; world th e n , When 
your te lev isr o n set b lew a lube, yo u just 
prayed that i( wasn't the pn-ru rr- i ube . 
The others were easy ello\l~h to u-st all 
that stranl!e·lookllll! ruach inc at the 
loeal hardwares tor« 

The Bi~ Switch {,l'f(ainly d idnt hap ­
pen overntuht But as rhe \ ',I{'UUIll lube 
gave wav to inlegraled circuits, the 
;leed foi appropriate tes t and measure ­
mem equipmcu t grew, So did a I1t'W 

market for Hewh-t t -Packurd 
No longer could the t rus ty os ("I 110' 

scope gi\,c elet-trorucs l'lIglnfTrs a clear 
picture of what was happenlIlt>: msrd« 
their projects The digital world de­
manded a T1l'\\ tool : t IH' logIC analvzer, 
Hut capt urtnu "word nc)\\'- Ialltht: Os 
and 1s of t he bi nurv world I wi t hill all 
oper.u nu, system was st III ('ollsidcrt'd 
more dirt tcult I han \'it'\\"I1l1! wav eform-, 
Oil all oscillosr -ope . 

Since HP"s Colorado Sprinl!;S )) 1\' 1­

sion was horur io tilt" cornpanv's ex ­
perts on ' SC oP ( '~ , t hevlou« a llv ~(lt I he 
nod to s tart work on th e new project 
Their first effor t (admit u-d lv an mter ­
mediate Sll'p) was a digit,ll wave for m 
dtsplavr -ondu iotu-r ThIS 1001 won 
enough acclaim at other HI' divisions 
las we ll as 1B\1 operat ions 111 San Jose 
California, and I'oughkl'f'psie ~('w 

York) 10 start a logic secl ion within the 
Colorado Sprmus Division . 

B~' Ju l~.. 197 :~ Ihere were 5 :~ people 
workin~ in the section , And the firsl 
product -s-t he rso 1:\ purallel-rnode 
logtc state analvzer-c-made its debut 

The new rnachtne was a pluu-m unu 
that sat below the host drv lston s 160 
1H2 mainframe oscilloscopes Its intro ­
duction was considered ncwsworthv 
enough to ra te a cover srorv in the trade 
publication EDN . ' 

O[1e of the first big customers for the 
product was Rayt heon , The company 

bouuh t J7 units and used th em to de ­
\ e top a t hen -soph is t iea led wo rldwid e 
a ir ltn« u-rn u nal ne-twork, 

T hrough 1111' years a n umber or evo­
luuon urv products fo llowed (16005, 
160 7,\, Hi l l A . 16] OA , 161 5:\. 16 -l0 /\ 
a n d t h« l 6 10B I In 1 ~79lhe operal i on 

hn rh e marke t w ith the HI' 6-1000 lolo( ic 
d evel opme-nt sys tem And i n Ma~ o f ' 
1'11-12 LOI,( i (' Sys tems ga illPd full di\ i ­
s rona l sl a t LI S W I I h j n I fl'. 

In a s lIlgle d ecade the logH' sec tion o f 
5:3 people h ad exploded to a d ins ion of 
GHO a n d had m ade a la s t nu; m a rk In a 
rel at in'ly yo u ng market M 

The 1sand Os on the ?-inch screen ot the 
i601A giw designers a glimpse at the Inner 
workings of Integrated cireuits and answer 
such sticky questions as "Where did the 
program branch to?" and "Which loop are 
we stuck In? n The 1601Aentered the market 
iO yean ago, 
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HPentered
 
the Latin American
 
manufacturing arena in 1975
 
with a new factory in Carnpinas.
 
Brazil. to assemble medical instru­

ments and handheld calculators.
 

Within the last three years the company has 
ooened m r ae ili in 1I AI rt 

uadiU. 1 r t Ri I . ra . xi o. 
Th b hI t H ' '" r ~ in 

01pUt r ps , u ill 1 jz 
high-volulne production of computer 
terminals while Guadalajara assembles a 
limned line ofHP business computers and 
peripherals. The product lines are as 
different as the reasons why HP established 
the two operations. 

On the next four pages Measure examines HP's 
newest Latin American manufacturtng plants. 



Mllagros Gonzalez assembles keyboards tor HP's lineup of 262X terminals In Aguadllla, 

En Ia Isla (out on the island) means 
anywhere beyond Son Juan's metropolitan 
area, IncludIng mounlaln villages, 

h en Ch rts to p h er Co lu m ­
bus s e t foot lTl Puert [)Ri co 

\'(lya~e 

in 1493duringhls s econd 
to Am e rica he 

probably never envis to ned the Car ib ­
b ean isl and a s a ll Irue-r nat ional t radtnu 
a rea . But t oda v. Hewlett-Pa ckard (urns 
oul Ihousurids o f r-omputer te rm in al s 
each year Jusl mil t's from t he s p ot 
w here the lt altan-bor n explorer landed 

The t ra ris lormat io n o f l lu: Pu i-rt 0 Hi ­
l"a n lT o n om y from aur icult ure to m an ­
llfac lllrin,l( b by n o means r omplei e 
rhn lfi h c island S n et income co mes 
Irorn m anut art urtnu , while agri culture 
and i ourrsm a re responstbk- ior m OSI of 
t he o the r h al fl. Trucks h eaped w ith 
sut.!ar ca ne st tll rrawl a lo riu n a r row. 
Iwo-I:UH' roads en rou u- \() m ill s t h at 
p roduce SUl(ar for the island 's m os t 
fa ll10us prodi u t rum . 

Btu slartinC: In I~42, tIlt' island 
launc-hed a prouram ot ecnnorrur de-vel­
opmeru . Pucr to Rk:o. <I self- uovcrned 
c-ommonwealth oft he- 1 S . has m an­
al(ed loallracl400ollhe LOp 1.000 US 
firms 10 the t ropical tsla nd. and has 
me reused ihe standard ofhvlnu 10one 
otrhe hlght'sl in .111 of Lann ,\I11('ri("(1. 
111ll1e last 15 vears Puerto Rico has 
earned a reputat ion for 1he product ion 
of phur maceut ical . cnmpu u -r. dcc­
troruc and other h l!!h·lech products . 

Unlike t heir marnland counterparts. 
ceria in manufact uruu; opera I ions III 
Puer to Rtco pa! no Iederal iaxes other 
rhan social serurttv and customs 
Under certain condiuons. corporate in ­
comr- t ax rates set bv t he Puerto Hican 
~overnnll'nl art' lower than mainland 
rates-c-an attracuve proposition for 
companies that are looking for new 
rnanufacturma si I es 

-- ts salc ro say (hal tax inccnt tves 
were JI 11 arv n ' ison HI' came to 
Puent f h .- • vs Rav Cook­

• ingh. III I \ op 'ru l ions ~eneral 

manauer, "BUll here are lot s of other 
important reasons : t he availabilitv and 
qualttv ofih« local work terce . t he 
nearbv Un iversrtv of Puerto Rico 's enL?;l­
nceri'lg school and t hc SlltTI'SSeS 01 
oitu-r compu rer manu fal"lllrtTS already 
all the island.' 

The full lu-ne fit s ott he tax tmeru lves 
are only realized if all opt-rut ion is at 
least as product ivc as those operaunu 
in other local ions " W e \ T been success­
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ful meeting or exceeding many HP stan­
dards for productivity and quality. " 
says Ray. "HP has established a solid 
base which can continue to provide 
jobs for Puerto Ricans . This fulfills the 
objective of the tax incentives: provid­
ing employment through investment by 
private enterprise." 

HP started its operation early in 1980 
in a leased industrial building which 
had previously housed both a com­
puter assembler and a pantyhose man­
ufacturer. Only a handful of people 
helped ship the first 2621A terminal in 
April of that year. By the end of this fis­
cal year. HP will have 400 people on its 
payroll. Plans are being drawn for the 
operation's first permanent facility, to 
be built on 70 acres ofland a few miles 
from the current leased building. 

HP's Puerto Rican operation has 
used a repetitive manufacturing pro­
cess from the start . One production 
line is used to manufacture more than 
one product. Materials flow from the 
stock room, through production and 
then to shipping for cus tomer delivery. 
There are no side trips back to the 
stock room. minimizing idle periods 
known as "work in process. " 

li lt til s pro ' s ; W~\.. 
be en .Ih ll, to dec reas e tn ­

v1.'n to ryanrl ( improve the 
cfU('1 m:,. ~ r 11t"0J 111011, " 

says Harry Heflin. the operation's 
former production manager. "In fact, 
we've cut the availability time in half 
since we opened up shop ." 

One of the keys to these successes 
has been a package of cornpu tel' pro­
grams which supports high-volume, 
repetitive manufacturing. Puerto Rico 
was one of the first HP manufacturing 
fac ilities to use Materials ManagemenU 
3000 to help control inventory. That 
product is now sold to HP customers 
worldwide. The information systems 
staffat HP-PR has finished work on a 
production-tracking and a cost-ac­
counting system that work with MMJ 
3000 and may be the forerunners of 
future HP products. 

Because the operation is 1,100 miles 
from the U.S. mainland. air transport 
is the only way to ship products and 
raw materials quickly, HP relies upon 
a special air freight service run by the 
company that makes Wrangler jeans. 
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The blue-jeans planes use the run­
ways of a deactivated U.S . Air Force 
base just minutes from the HP plant. 
An HP truck meets the plane to speed 
up the process. The cost for this special 
service is less than halfthat charged by 
traditional air cargo companies flying 
in and out of the international airport 
in San Juan, according to HP's Mike 
Martinez. traffic manager. 

Another local resource for the HP 
operation is the University of Puerto 
Rico's campus in Mayaguez. About 30 
HP employees are graduates of the engi­
neering school. including Lucy Crespo, 

production section manager. 
"We have a very good group of people 

for such a young organization," says 
the Aguadilla native . "Wit h new em­
ployees. a n ew buildlng and new prod­
ucts coming our way. the future sure 
looks brtght. - M 
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HP's Juanita Rodriguez de Martoskl poses tor a soles brochure with the computer 
manufactured at HP's Guadalajara operation, 
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MEXIC?
 

Every shipment Irom HP's Meltlean operation 
carries thIs label 01origin. 

h e re ason we r-stabl ts hcd 
d co m purer manu far-ru r tn u 

l an l i ty ill G u a dalajara \\'as ~to survtve In the Mexi can 
marke tpl a ce . "sa ~'s J os e " I'e p e" (j rapa . 
man auer orHI' \ year-old pl ant i ll the 
co u n t ry s setoud laruest city. The gm· 
ernrn ent ckdd ed to develop a co m p u te r 
mdustrv orlis own in t ln- count rv, a n d 
liS fIrst >\ I t' P wa-, to es rabh sh Im port 
n-stru lion ... . · 

:-'lat1l1 ,11 Dial. general m anager 0 1 
Hl"s \!exican sales ort.!anl zalloll h ead­
qu ur ter ed ill Mexr co C uv, describes 
the si tuation m ore direc t!v " [ r \\' 1:' 

cll cln I have G uudu lajara , we'd b e o u t 
ofb u s tnes-, ­

Ill-fort:' I ~ K I the ~ OnTJ1[nl:'n l based 
co m p u te r Impor ts on ,,<lles lor pnor 
years . To day s uch unpor t s an' u cd tn 
pres en t a n d Iuun t' m a nu lac tu r ina 
p lans In s hor r, I ryOU dont manutur­
l u re 111 Mexuo. don I cxpert 10 se ll i ll 

:'>lexito . 
"W u h the pl nru m Ouadal aj a ra \IT 

C,lIl 01 h'r custo m er s bel te r deh verv o n 
a n Ill' co m pu rcr c-b u rh In \!('xJ( 'o to 
\J(>Xi (',lll st u nd .rrdx ,mel r u n n n n; :'>!t'XI' 
('a ll S011W,lH · .'"says \!anuel :'>1l'all ' 
wh i!c. m unv nl ll l" s CO I1l PI' li l{) r~ h a ve 
been s low 10 e"labll>,11 t lu-Ir own m a ri u­
faC (lJ fl ll~ Lt( i lu ics . .n id <orne ha n' .m­
II( IUIH e cl plan o.; 10 It'an' ! h e rn a Ike! 

The \!t'XIC ,1I1 mark« I look ed prollll S ' 

I ilL: 10 evervor«- In t he late 1~l 7 () s a s rrs­
uu; world O Il pr ices tueled the r.ou n t rvs 
t· ( nnomy, 

~§~~ 11c dls ('O\ '( 'r~ (ll hlH!,eo rl re -
SI:'I\TS In I ~ l 7l) h acl t rans ­

Io ruu-d t h e tou n t rv from a ll ~u n d e rd evelo ped tou rrst spot 
10 d m aj or wo rld Oi l power BUI a t ie r 
s everal \TarS 01boom \!l'XI CO'S 72 11 11 1· 
li on nll l.l'nS are now IdclIl g t lu- Ir wors t 
('co nom ic CflS IS si ne!' World Wa r II 

There s a st al!..~efln l2, t>HU h il lron for­
l'i .l\n d eb t. mtl.u ion ru nn m u a t n early 
100 p e rcen t. I II to 15 perCl:'lIllllWm ­
ployme-m a n d '+ 0 percent u nde rc m ploy­
rnent (\\'i ll ll1g workers \\ 110 a("("l:'pl m ar­
,~ i n a l. unxkrllcd . par t -t imrwork l. 

Hl" s o p t-ra t ion in Guadalaj ara cer· 
tainly ca ll ( solve a ll the co u n try s prob­
le-rns singlehandedl\', BUI the co m pu n-r 
produ ct s u rnanufactures a re b eing 
u sed b\ Mextcan industries to bolster 
declin ing producuvu v. Some oft he op­
erat ion's products are exported LO o th er 

:-'1 EASURE 



Latin American countries and Canada. 
And HP's commitment to local hiri ng 
means a small dent is being made in 
the unemployment problem (more than 
5 .000 people submitted applications 
for the operation 's first 36 openings). 

A converted electrtc-rnotor plant in 
southwestern Guadalajara has been 
HP's home for the past year, (The com­
pany purchased 104 acres of farm land 
in June [Q build a permanent facility in 
the future .) 

Inside the 40,OOO-square-foot start­
up factltty, HP 3000 computers (models 
40 and 44) go through final assembly 
and test. Starling in September, HP's 
Greeley. Colorado. operation is trans­
ferring a line of floppy disc drives 
to Guadalajara. 

It It ll~h the polished Ii no-
I urn n fir ' mu l e)len offices 

"" 5mrblc t ~·p ',11HP manu­
1itt. I UlII II!.fl . ti ttl e s every­

where in the world , there is an impor­
tant difference. "Because we 're a 
relatively new operation, we get to use 
many of the newest manufacturing 
techniques. That should make our pro­
ductivity one of the highest In the com­
pany." says Pepe, "It' s one of the advan­
tages ofstarting from scratch." 

An example is the operation 's com ­
mitment to low-inventory production 
lines with materials being delivered 
just in time. The operalion is also look­
ing at a number of Mexican companies 
as POSSible lower-cost sources for such 
items as power supplies, wiring and 
cables. and sheet metal for compu ter 
cabinetry. 

Pep I" is pleased with the people who 
have helped the year-old operation get 
off the ground. "We were looking for 
people who not only knew the jobs, bu t 
who also had flextbihty, leadership a nd 
initiative-people who could grow with 
the operation . Our software center 
shipped its first product just 10 weeks 
after we hired our first person in that 
area. Our production engineering peo­
ple have made two significant sugges­
tions on the HP 3000 that have reduced 
costs and improved quality-and that 
was during their first three months 
with HP." ­

HP is working with the three local 
universities to increase the supply of 
engineers who'll be able to make such 
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contributions in the future. "It's going 
to take a cultural change [Q make engt­
neeringa more sought-after field in 
Mexico," says Wade Clowes. production 
manager for HP in Guadalajara . 

"En gin eer ing is perceived as a step­
ping stone into a management career. 
not as a place to stay and contnbute. 
While Mexico has excellent untversttles. 
there's been more emphasis on audio 
and analog studies than on digital in 
schools. It may take some time to de­
velop a lot of high-quality digital engi­
neers who are primarily interested in 

engineering careers... 
Time seems to be an ally ofHP in 

Mexico. The sales organization got its 
start in the country in 1966 with sales 
of a couple hundred thousand dollars. 
That figure today is about 100 nrnes 
larger. "Ou r growth has come in cycles. " 
explains Pepe. "but the long-term trend 
is solid. The additional business we've 
generated since the start-up ofGuada­
lajara has paid for the land, the build­
ing and all our equipment Not bad for 
our first year." M 
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Preparing tomorrow's talent:
 
HP teams up with education
 

Thr' rna m val ue of dt'CI rom e dn i('t's is 
not tou n d Jll 1he s iluon, p last i( , s lwt>t 
m rt a l or o t lu-r m.u e rm ls tl1atl.(o in to 
th em :\0 1' is 11 111 {h l' c a p u a l a nd oper­
a t u u; l' :\pt'l1St'S ot the rn .u 1III w s us ed [ 0 

m a n u turt u r« t lu -rn . It 's found i ns u-a d 
I n Ih t· wa\ h uman minds cJ(,S I ,~ 1l a n d 
hu lid iu -w p ro d uc ts t>~- .ipplvmu k n owl­
ed ~I ' a l c-u multu e-d t li ro u u h years 0 1 

l ea r ll lll~ _ 

\\'lwr(' dm's [hat k-a ru u u; orr-u r" O n 
i hc job. lTl p a r! B UI fa r m ort' 01 11 
['o ll i es I II St h o o l In a n i-r a 0 1rap i d ly 
ch un uu u; 1('( h n olo uv; n o one ru n spt' ­

t'ia l ll. c 1111 1'(' h l1 l(' ,11 d b C l p l l t1 l'S w u h out 
ll r ..;t le, l r n i l1!.(h ow UJ li-urn bv rn a s rc rm a 
l h l' I IIIHl ,IIlH ' 11 1a! s ol ronunu n tca u on . 
rn .u h . Sl 1t' 1l (I' a n d t ' l1 l!,i l ll' t' rl l1 !.!, I n 

s c hool, The f;O m e-m be rs (I t Ill{' For t Col­
l 111S u- am 111 ;11 rO Il I I ~u ll ' d IIll' 'b rain s" 
lor I lu- H f' ~ H100 I llI ll lnl u -r had I ,ooo 
\I'drS ull'(ll ll .1l 11111 a 1110 11l2, them . 

'I' l l( ' 1l10 S1 n u p oruuu ia l to rs i ll '>lIS ­

ld i II 11ll2, I Ill' l'1t-1' 1r on u :--, md u-st ry's 
!.',rll\\ til .l IT prod u c t - 0 1 i lu - t' cl 1.K cll tonal 
- v... « ·111- IU '\\ I t '( I' U H Oi.i n r! n l' W n ·"'l' a l'l'll . 

i\ l'lt ll(, l { d l1 lw p rod n rr -d wu h ou : (, O [J ­

...1(\I 'I .t b ll · I11H .....l m rn t ... 111 LI( i l l rn -» . 

cq\llp llll ' ll l .m d qu alu , I l '; H lu -r», 
T il t' t roubl« IS t h .n 1(' ( t lIlo lo L(\ I'" 

l h all ~It) l!, :-i ll l aS I t h at 1110:-. 1 <rhoob- .m cl 
uu rvers. n u-s e.m t kve p p al l' I. l'!l t o 

I !It' 11' O W Il rt'sllU rl I · ... , 111 ('\ t ' :\ j HT i l'I1 t' t' 

cx t n ' l1l t'l} :-i lo\\' tlro\\' l ll l lliu nd ill ~ lo r 
IIt'W t'qU lpllWll 1 a n d l l ',l l lwr ";,Ila rit'>; it 
n ot (Jl ll l' i ~ l ll cu rb:« K.., m borh Dis t-ou r ­
d l!,l' d p ro k :-. ... or-, ;1J1d ..,r!l ool l t', Il'll(' r:-. art­

• <l lJ a Il d o ll l ll ~ I ' ( h l l u u on tor l)(, l I t' r -pal ­

I ll l!,.!l lh s m u ulu- t r v 

\. ' lld tT r lu:«: ( OI H1rlI O!l ... . 11lll H T S IlII 'S 

m u-: rt d u c:e 1111' \),1>;11 r l'S t 'd f< h s« i m ­
po r i .u u Iu r I t't' l l l)l) lo l2, l( <I I dt'\'dopllWII t 

T ll('\ n u rs t 1' 1I1w r l llll i l t i ll ' m nn lx-r m 

stl ll"k Ilh t h e-v rr h u . t n -. II I IIl\\lT t h e 
quuh 1\ III ('dll{ .u iun , lrn u a r v a nd ~l't' ­

I H l d ; I !"'';( 1l,,"ls u n abh- t o prr-p.uv s t 11­

d" I11s 1Il1l'( h rn : .11.IITd S r-luutu.u « li lt' 
{'Illll( {' 01 a lt '( 'll ll ll ,II I ,1IT I'r bl'fo rt· s t u ­
d t' 11 1s t ' \('11 know wh .u un r rs , 

Co rn b u u - tll e :>l" ( IT l lt b w t t h I ill' l2,rO\ \ ­

1ll l2, (w l' d l o r t l' t'l 1l1 Ll ,111\- { Om pI' I I 'm jl t'o­

pk II I il lllll :-lrlt' :- Il k l ' l'l c l l I O Il I(''' ,1lHI 

I hl' lTI "I.>; l l ll Ill ' s l ll t o fo ( Il " r1w U,S is 

n o t t lu -rl ll ly u a t ru n t h .u c [l ll t r n l1b Ih l" 

s n u uuu u . \ L l ll~ Eu rop i-un . Asum a nd 
L a ! 111 :\111" 1 W.lll l u u n t r u -... a h ll 1'(' 1o~ ­

11 1/ (' 111.11 I IH ' l r d (l Il H"s l l t m ark ets . co m ­
pl ' I i t 1\t' Il l'SS i Jl wo r ld III.I r KI ' 1s a nd n a -

During his frequent recru iting trips to Iowa State University, HP'swayne Grow (leH) helped 
interest Ph.D. candidate TomTurner in HP's new program lor developing electrical 
engineering and computer science professors. 
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t iu na l d e fense a ll .14r e <! t ly d epe n d Oil lIlt' 
t (~dlllOlO,l( il 'al capact tv they a c ll in '(' 
Ihrough IIH'ir cduca t ionul i n st It ll' Io n s . 

'T Ilt' reason we r e i nvolved i n givi ng 
10 cdu vnt io n is the ll rg enl ll(Td for 
,H'hi n'I'IJIl'1I1 ill m at h . sc je lHT a nd engi ­
ner-rt llg ," says Emery J<ogl 'r~ , ('XI'l'lI Ii\~(' 
d irec -to r o f Ih e Ikwlt: t t -Pa vka rd C o ru ­
p,1I I:: Fuuud:II iOJI , lJ Id {'h OI irrnun o f tI ll' 
Grants Revrew Boa rd , Helped l iv I ; !.'( i ll ­
r e n li ves clt-sigJled 10 ellcourage In d u s ­
t r~' ginng , I IP i n I HK:3 wi ll co n t rt b u u - to 
ed u ca l i o n c'q ll i p llH'l11 an d ('a sh w u r l h 
S2 :Sm ilhn u -c-doul ilr- tl w .n n o u n t last 
ve ur a n d s ix l im es Ilie n m o u u t tlnl'l ' 
vc a rs ago, C Oll 1ri bu tio ns 1() cclucu I io n 
a('( '01 I11 1for tlO p ercent o f I-/ I"s lo lal 
plu lu ru h ropy, 

S t ill. t lu- ,L', i v i n g l ol a l is s m a ll ('0 11 1­
pared 10 t hc vas t n ccds o l a U.S , ed l l ­
ca l ron al s vs tcr u th ..1 m u s t reva mp i Is 
p I ()ce sse ~ to prepa re p eop le- fo r a ll ill ­
Iorrn u Iio n -based - lIl s lcad o r a ll i ndus­
Iri a l- s ocit : l)'. OIl\' l'o mp,my call on ly 
do s o IIIlIch . That 's why J-/ I"s 
('duca tiona l re la t io n :'> !; rogl arn x a I'(' 
dcs iu ru -d [0 pioneer n ew Io rms of 
cdu r-auonul xu p por «, No ne p rovid es 10­
tul a nS \\' ITS 10 uiven problems. b UI euch 

"'­__~ll,., :"-"- ~iIIIiIIIt... 

Logic Systems Division's Frank Urban shows 
an electrical engineering professor how to 
use an HP logic development system that HP 
will donate for his teaching and research, 

i s m ea nt to su mu l.u« si mi la r ,l.( iv i n,l', by 
o th e rs ill i nclus t rv 

III' u s es Ill b a ,;proad l III O Il(' ort!w 
('(' is i s a n 'as of ('d u ea IiOll : ( ')I " i II l'tTi)I " 
Iacu lrv dcvelopnu-u t. Mn rr [ i~a Il2 , (J()O 
V<lca llt' j(':,> r-u r re-n tly l ','( IS I 0 11 l l S.l'llgi ­
I 1t' C~ r j Ile. fa n I! t ics . T h iS s lJ() 1'(;\(.((' III n -at­
ens bo t h t il l: q u .itu v a nd I he s ; lpplv o l 
n ew n'Sl'd r d l ,lJId n r w IT IT ll it S t h aI till' 

l'I ect ron ic s i ru lu s t r v n eeds 10 eOl l t Inuc 
its grow( h • 

Us in ga model Ihal Hl ' devcloped w it h 
the Anu.rtcu n Elc c tron i<' ~ I\ ~~() ('l ; l ll () n 

I;\EI\) , i h c co mpunv has co m m i t ted St , 
ru illiou OV('f livv YI'a rs 10 d evel op !) ,j n ew 
profes sors ,U 22 n ll i\'(Ts i t ie~ HI ' s ('­
l(,('t ('d lh l' sc hools \)a ~ecl upo n lh c-ir 
q ua lttv, the nu mhc rn lPl i. D g m duat l 's 
i ll 1'!eCll'lca l(,llg i Jl('c l'l n g and r-om p u tc r 
SCll'lWt' .u id (1)(' s c h oo l's 0 1q;o Il 1,1.( I d a -

e l i oll s lJipw i llJ tl l( : ('Ol llp'llly.l l a l f o [lhc: 
::: cas h s u p po r t lo r (',wh Ph .D. s lu clr-n t IS 
.. p rovided as a g ra n t. ' l il t' rr-m u tn rk -r ts 
f Iu rr u slu«! a~ a loa n wh irh i s c"an l'l' I('d 

as th e reci p ie nt co mplet es three yca rs 
0 1c iI' ct rica l l' n g l1H:er i ng o r rom pun-r 
SCI(' ] I( 'c' lcad l i ng a t a ll ,ltT ITd iU'd un i ­
\'(' 1s i ly. I II ) '~ p roe;t,II 11 11)( ' !tI<!t'S ; ' 
SSO.OO(l e\l ll ip u \(' n l "d ow n " 10 li lt' u ru­
\'('rs ity d cpa r tnu -ru Ih alhr';;! h l rcs 11](' 
11('W pro fes s o r, 

" l n s tvnd o f s olc lv rec r ui l in~ top cn gi­
I l(' lTS a n cl .SC i l' 11t is l ~ w it h d octo r a l (It- ­
g rt 'es . III ' is 1rv i!I,t; t o k (,I 'P so 11 \(' 0 1 (1)(" 
bes l o f tlum o n campus to tr-a rh l il t, 
IWXl .I.(C' I)('I" l t io n o f e n e.i llt' ('l'S." S<lVS 
.Jac k Cml ll _In ,lIl ,l c;t'r 0 1(,th lt'a l io'nal re­
1,!Iio lls <lil t! l <ll'lI lt\: prog rill lls nd n u rus-

LOOKIIIG HIGH AND LOW 
Every fall and spring, more than 
1.000 HP recruiters crisscross the 
United States in search ofthe most 
capable college graduates avallable. 
On each trip. many recruiters spend 
a full work week at a Single school. 
One day is for travel. two for meeting 
with faculty. and two for conducting 
interviews-up to 12 per day. 

"Interviewing is exhausting. but 
it's a kind of art form." says Wayne 
Grove. product assurance manager 
for the Personal Office Computer 
Division and campus manager for 
Iowa State University. 

He places Interviews in three cate­
gories. First are the "hlgh-end" in­
terviews. These are the "redhots or 
superstars." highly recommended 
by professors and highly sought 
after by every company coming on 
campus. "With these you don't 
bother: assessing their capabilities; 
ypujust trYto find out what criteria 

they wlll use to make their decision." 
Then there are the "low-end" in­

terviews which usually turn into 
counseling sessions, "Many of them 
just don't have a window into our 
world in industry so I try to leave 
them better off than they were before 
they interviewed." he explains. 
These can be the most satisfying. he 
says. In one case, the student went 
out with tears in his eyes saying that 
no one had ever taken time to tell 
him about other jobs to seek, 

The "mid-range" interviews are 
the toughest. "These are the spar­
ring matches where you try to deter­
mine which ventures are worth pur­
suing. ,.says Wayne. Sometimes he 
asks students about their favortte 
class projects and requests that they 
draw a sketch of a device during 
the interview, 

Interviews of all kinds wlll be fewer 
next year. Recently the corporate em­
ployment staffsent out the word 

that the recruiting program must 
become more efficient. Last year HP 
recrutted at 246 schools, but hired 
no one from 145 of them, Nearly 80 
percent of the new hires came from 
only 114 schools. The ratio of inter­
views to hires has climbed from 12­
to-one in 1981 to 32-to-onein 1983 , 
The second key performance mea­
sure. the ratio of plant visits to new 
hires. has also climbed-about 33 
percent. The cost per recruit has 
risen from $955 in 1981 to$2.700 
in 1983, Plans call for watching re­
sults at campuses and perhaps dis­
continuing some less successful 
recruiting programs. 

Lest it be feared that the interview 
ratios reflect poorly on HP. the rate of 
acceptances from hiring offers is a 
hefty 71 percent. one of the best In 
industry. Says corporate employ­
ment manager Debra Engel: "We're 
still very popular and attractive. just 
not as efficient as we'd like ." 
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Preparing tomorrow's talent 

Megha Shyam, an HPR&Denglneet', teaches the Iundamentals ot very large scale Integrated 
circuit design to both students and protflSOf'$ at Oregon stat. UnlYvrslty. Megha has 
arranged to process his students' experimental wafers at the Corvallis ic facility. 

trator, HP's initial commitment has 
helped motivate 25 other companies to 
support 35 Ph.D. students at 23 uru­
verstttes through the AEAs educational 
foundation. 

Working this summer at HP Labs 
were two of the Ph,D. students in HP's 
program, Jim Hull of the Universttv of 
Wisconsin and Tom Turner of Iowa' 
State University. "I was strongly in­
clined to teach if! could make the fi­
nancing work." says Tom. who spent 
six years as an engineer in the aero­
space industry. "HP's program made 
the ftnancing work ." 

The faculty development program 
meshes with another educational part ­
nership program: continuing educa­
tion . Without leaving the workplace. 
engineers can take courses via micro­
wave I1nks or mailed Videotapes. Over a 
three-year period. they can earn mas­
ter's degrees In electrical engineering or 
computer science. These programs 
keep engineers abreast of the latest sci­
entific research produced by university 
faculty which can be applied to invent' 

new products in industry 
The idea of continuing education was 

initiated at Stanford University in the 
1950s by Frederick Terman, the profes­
sor who encouraged Bill Hewlet t and 
Dave Packard to go into business To­
day. the revenue from Stanford's coop­
erative program with industry keeps 
four additional professors on the engi­
neering school faculty. Helped by HP's 
backing. continuing education pro­
grams are in place at Chico State Unl­
verst ty, the Untversitv of California at 
Davis and at Berkele~', the Universttv of 
Idaho. Washington State University' 
and Colorado State Uruversitv. 

Thts fall about 500 HP en~ineers are 
taking continuing educat ton courses 
In the U.S. Going to school and work­
ing Iull-tirne is no easy balancing act. 
"Earning one of these degrees is a lot of 
hard work." says Terry Gildea. manager 
of technical training 

Terry is now working on a proposed 
national technological university. HP 
has provtded 850.000 to get the effort 
off the ground. The program would en­

able t'n .l!ineers at remote locations to 
earn fully accredued degrees by taking 
live and videotaped cours es vta satelli te 
from a number ofuruverstttes 

Linked to both till" conumuna edu­
cation and faculty development pro­
I.(rams. liP's equrprnent -utvtnn program 
COlIl tnues 10 be 1he prirnary focus for 
l'c1ul'at tonal support to un iversrt leg and 
schools 

"We ~i\'e equtprneru because it's 
something we do \\'('11. " savs Ernerv 
Rogers " lts much easier to put a ch('ck 
in the mall. but we can provide much 
more value and ('51 ablish rloser rela ­
t ionshrps by gi\·ingequipmenl. " 

Both the Logic Svsterns Dl vtsion and 
tile Computer Croups l wi t h HP Labs ) 
reuularly sponsor programs that bring 
professors [0 divisions for symposia on 
the liP 64000 logi Cdeveloprne n I system 
or the HP9R:36A wor kstat ion. respec­
tively, After the seminars. the profes­
sors out line proposals for using HP 
equipment for leaching or research If a 
proposal is accepted . the school re ­
ceives equipment worth more than 
8100.000 

tn no way are philanthropic research 
partnerships expected to produce im­
mediate mnovat ions of direct commer­
cial value to HP. Says Jane Evans. man­
ager of computer systems grants: "Our 
goal is to put equipment in the hands 
of knowledgeable people who are work­
in~ on the same set of problems that we 
and other companies are We expect the 
results of the urnversttv's research to 
be available to evervbodv," 

In the less comm"on cases when 
equipment ~ifls are made for direct . 
collaborative research with university 
departments . thev are not classed as 
philanthropy and- are funded instead 
with HP operating funds 

At one time the only place to find an 
HP product on campus was in a science 
or engmeertng lab . But now. as com­
puter applications have expanded. HP 
computer contributions have appeared 
in other areas. For example. more than 
500 students and Iacultv at Purdue 
Untvers itv's Krannert Graduate School 
of Management use an HP 3000 in 
courses on management and finance. 

Such ~rants meet HP's primary ob­
jective in educational giving: to provide 
capital equipment for teaching and re-

MEASURE 10 



!"; I'a r c ll , n o t IH 'n'S S d l'l l \, 10 i l l<h we sa les. 
The co mpan y I l<l ~ llO iJl I(' IT S l ill 111(' 
p r ,1('11('I'-- (" Olll ll lllll i ll s o u u : ci rek ,,- o ! 
!!.1\' lll ,I.! OJle iso lal( 'd picee o ! C(jl l ipll H' 1l 1 

so Ill al s(' !Joo!s 1111 1;; [ pu rch usr- lda led 
elf II ipmvn I I () ,l\e l Iltc s~ 's Ic 1JI lip ;II H ,t 

n u u unu . " W(' don I ,~ l\' \ ' . 111 uu tnruohlk -. 
tl I lu-v' l l b uy l il t' {, I I~ i 11l' ''' 1111' (' S • Ja 11(' 

EI 'i1llS. "We lJcnd OI'IT lJil('kw;lrds to ,l.!. I\' \' 
;1 (' (l lJl p kl t: wOl I, i l l~ -vs tcni ." 

Su p plymg a s in!!,II' u ll i\T rs i l l' wit h 
I II(' n ,l.!.1l 1eqr up mc- u t 1;lke s 1IJ,II 1V tll ' I 'III ­

11lIletTS. lIl l'1w li llg (w id e ll ,l.!.inel'rS, ,.,I-S­
u -rus c ng ill\'l' rs, CU,., IOIl H' r e llgil H'ers , 
suppor t I( ';lll I S, c a m pllS ma lla,l.!.c r s , IT ­
cru tu -rs . H&D ('ngIIIlTr,., . a l u rn m a nd 
s enior lllal1 .U.!.('IIICIl L For I Ius reason . 
l 'O!lI11I t' c r s III I IH' Pad l ic: N orL hwcs I and 
Co lo ra d o ha ve organi zcd r qu lpmcn t 
( 0 1j{ ri bUI iOllS ('0 111 111 i u ('( 'S 10 prepa rr - a 
r e~ iolla l pa('k<l~(, or reques ts . The)' 
111\'11 approach ('orpont le ,~rou ps a n d 
ck p a rt Ill\' II I ,.,1'0)' ('( \I I i pIIWII I . 

"We pllrposely k e t'p ou r ,~ i v i ll,l.!. p ro­
g ra m dl'('('[)i rali z('( l 10 ellable ('mp l ovIT~ 

10 lakl' ill i, ial iw a m i pride ill assist in g 
se!Jou ls lh e v ea r l' a ll ol ll '-' says HOJ.!,e ]'s . 
T il t m o s t de c t' lJlrali zt ~c1 erillca lioll SlI p ­
port prol!, r a lli u l a ll is I It t' l' l lI p lo,vee t>;i fl 

_1...- • 
OUI OJ ~HI CLOSET 
lrilate 19821nWashlngton. D.C., 
U.S. senators held hearings. deliber­
ated and finally discarded a bill to 
provide tax Incentives to electronics 
companies for computer eqUipment 
contributions to high schools. 

The California legislature had no 
such hesitation. It passed a law in 
September 1982 that allowed a 
credit against state corporate In­
come tax of up to 25 percent of the 
fair-market value of computers do­
nated to elementaryand secondary 
schools. 

One California-based personal 
computer company broke out of the 
blocks with a plan to give a single 
computer to every California elemen­
tary and secondary school. all 
10.000 of them, HP. an equipment 
giver to education for more than 20 
years. took a measured approach. 

"Wehad seen individual comput­
ers we'd granted lie around in school 

p r: ,g ra l11 . E I11 p loy('I ' " ('lI ll l I Ib u I (' :2 :> pn­
('(' lll o fl l i c It s l p ri('\' o f a n I l l ' p rod u ct 
I llal i l n -v don.u e 10 a school I I rum k ill ­
d lT ,~a rWI I l it ro III.!.II ('ollt ,,!.!:(' ) ,1I 111l lI ) COll ­
Inh ll il' s 1111' IT ,s l . [T I H' l'I ll ll p a n V \\' 111 
;l lso ma t c h ('III p lov('I "::;('a,:; 11 d OlJ,1I10 11;; 
ro u n tvc r s tu cs ctol l.n Io r clo l lu r.t 

111 I I ll' ('(1111 I II!.!. vca r. I lion ' ('m (Jl1 a ~I " 

w ill 1)('p larcd O il chvi s ron ed uca t tonal 
I dil l iOll s prog l-a u is , 0 1H : or I h e h r o.u l­
1' ,.,1 p ro g nllll s i,., r u n by 1H'1 s o u ru -l m a ll ­
age r I ) ,1\' (' Pri ncl lvl lk - , II t heRose vi l tc. 
Caliro r ll ia s it«. Ho s( ,\'iIll : Net work-, D iv i­
s io n ,!4c ller<l l lll a ll <l,t;(' r 1\1S('l' ly l '0Il1 111is · 
s io ll ed D ,{\'{' 10 nlHI w ay s (0 help loc al 
-« l iu o lx. I l« Ill S I ('Oll l <l ('( ec\ .id n u u ­
ls t r.u or« an d [('<I(' IIlTS !n I III s c h oo ls and 
m vtu -cl t lu-m to <I 101I lilt 10 it!e ll l i ry k ey 
<I n 'a s w hen' HI' IlIi t; II I COl1 l r i b ul e. T h e n 
ll(' fou nd s ix 11I' I'Il t(ill e( T s who a~n'('d 

10 s c rv « as "campus 1lI;ll1a ,!.;l' rs for 
n earbv sc h ools , Wo r k ing wi th th em , Ire 
a rra nged d Oll al i Ol t s o j HI' Hfl p er:-,o n a l 
l'OIIlIH l l lTS to Irigh s("lJoo),., a ll d I II' H;=' s 
to ju n io r III I-': h schools . 

l 'r in divJlk a lso It i n "d <J lo(' a l teae hl' r 
10 devdop a ('omput (T Ii I eracy ('U IT ICII ­
III III , proclulT d a ll alldio-v isllal pres t:lI ­
« I I iOIl O il I('c h ll icalca rl'c rs ;1lI<1 Ol-t;,l ­

closets before." says Jerry Fisher. 
public affairs manager for the Porta­
ble Computer Division. "When 
teachers would hear we were coming 
to visit their classes. they'd bring 
out the machines and dust them off, 
but we knew they really weren't 
using them for curriculum 
development ... 

This time around, HP decided to 
eqUip entire classrooms at 14 se· 
lected high schools. 

Each school received 10 HP 86 per­
sonal computer systems worth a to­
tal of851.000. In addition to 10 
computers and 10 monitors and 
printers, HP gave each school two 
graphics plotters. 12 disc drives and 
a selection of educational software. 
Total value of the grants: 8714,000. 

Schools were selected on one of 
three criteria: proximity to an HP 
facility in California; a significant 
number of minority students; or an 
existing computer curriculum. 

lli / ,('d a Si ll ' lour prour am 1'01 gl (HIPS oj 
{e;ldlt:r s a ri d s l u d cnts. " O m - Ih il l t; w« 
It HUH ! IS l luu VOl I c. m ,t; e l ]luIit'd iltlold ­
II I a l i(HI p r og r <lm s lull - t i111<', " su vs D<tv«. 

Wln le n u t ad\'ot ';l l ill !.!, 11J1' I's la b lls h ­
1l1l'1l1 o f " l'tll l -l i n\(' posu to u , J a c k G ro u t 
SI'I'S I I ll' 1)('(' (( 11)1 an ('(!lw:II io u "dl <J lI l­
pi(H) " al (' ;II ' l l s il l' " SOIl H'OI I('sll ll l lld 

Ita w' lll (' IT;,ponslb ll l l,l ' to p lan ,lI ld 
I )\'(' r s l' (' e(l! ic.u iona l O U I H ' d ell II) make 
s i I (' pro !.!,l a IllS l\IITI ,'-;p tT i! [(, d jv i!-,jOi l 
O!>II'l'1i v{' s a n d \ 1s t· vmp loyr« II II 1( ' a nd 
<:IIIIG l I IO ! I d o lla r s a s ('( TI 'l: l ive Iv a s 
p os s i!ik-, ,. s a,vs .Ia c k 

:\ k (l(l\d('d~l' - lIl l('lIs i\ 'I ' iu d us trv ca n ­
no t a !ln rcllO le t il s ma in SUpp lJIT, 111( ' 
(' (I u ca tlon a l ~ystc ll i. lang ui s h w iI!J low 
prod u ct i v i ' ~·. I II' ('dul'al io l ld l prll,l\ r al ll S 
f il l' fa c u l lv dr-ve -lopm cn t , ('0 II I i III I i ll g ("11­
ucn tlo n . cq u tp n u-ru ,l( iv i lll( . rt 's( 'arc!t 
p ;1 r t Iic rsh i ps and Oil Ire a ch I() loc u l 
s choo ls prov ide a roru intl\ llIl Ill'Sl lP ­
p or i for sc hools a n d uu tvers u i t's , T Il<' 
{a sk i s Iaq.!('. Bll lihe payo U ("IJIJJ('S 
Wl lt' l l p eop le {' [J I l T lilt' work for cc wi l h 
lhe knowlt'c!g r: a ll d t!el t... lllilJati oll to 
d esi gll ,m el ,i'p ply ell '(' l mil k p rod t l ei S 10 
a w iele range orael ivit it's Ih al a c!V<l n('(: 
h Ullla 1I wt:l fa II' . M 

HP asllgned representatives to 
each school to insure smooth instal­
lation and to prOVide teachers with 
technical and training skills, 

These advisers adopted the atti­
tude that teachers are the experts in 
building foundational skills and that 
computel's are Simply there to assist 
thts effort. "Acomputer to a teacher 
is like a microwave oven to a chef; 
they're just tools to be used by peo­
ple ," says Gary Gubitz, corporate 
training specialist. HP helped the 
teachers get started, but let them 
take the lead in developing curricu­
lum guides and writing software for 
classes in math, computer science, 
economics, business and language. 

HP's pilot program in California 
will run through the next school 
year. Depending on its results and 
any future legislation passed by 
Congress or state legislatures, the 
program may expand to secondary 
schools in more communities. 
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Oursuccess as a business is 
ultimately connected to how 
well we satisfy customers: ,­

An HI' r-m p lo ver - n '( ( '11 11 ~ 'pt 1<J [ lt"d .I I o n t ru c t o r 10 

.L(t" 1 s ome work dO Jl C.t l ho nu, fit- \~ ·.t~I1 ' 1 Il l. h u t , I 

rnes sauc m u clu n e lO OK 1Ill' 11l!o r lll. 1I 10 11 ~lIl d 

promised <1 q U WK ca ll ba ck . 1>.1\ .... l.u r-r, wu h 1111 

r e s po lis e l'or t h c Olll ll l ~ I Ill' ('( 11illll.\ , . ,. II I t r! . I!l.ll l i 
Same I csul r. ,\ 1 I h h pou I 1 I II I' "lIl pllJ \ (T .., , H 111l H k 

]w c allW fixed : Fo ru et u ' F lJ r ( '\l T : lll fu rcl 
SOIll l'Ol H' (' I~e ­

!lre d kdown « in r "' p Ol ll lt II L: 10 t lu: 11l ' (' t l,.. "I 

cus to rn e rs ca ll b e c1;\ lIl a L:l ll !..:. . 11H\n 1: 11 d l ~ , I " I ro t i ­

t o a \)us m ess O [ ~d Jl i 1.<1 l 111Jl It ~ ('( 's fa r bl". U I III 
u n u n s we rcd p h o n e 1. 111 ; l lt IH\';1 n r-rv . I ~ pn ( " : .I 

( 'ompally ..,Op Cr ;1110 11s i , I jl l l l ['11 11011 h n l, I II II ... 

C\ 1 ~ 1 ()Il1(' rs a nd .1 11 i 11nW ' Jl t , . Il Il : 11l :1r .I I II! i u lr-... 
for go od or bad 
Th cs c('lll'~ S h OW l 1 011 II]!' i u-x t 1,'\\' jI .t!.:( ..... m .r, 

";( '(,IIl 10 \) (' unn -lau-d I II ()fll' dJl~' 1 1 1 .r. I 'X I "p l ; IJ ~" 
Ihdr HI' IKJ('kgroI IIH I. I't ' l " II I,l l l w ill ~ l d \ t · . 1 

( 'O Ill Ill O ll Inn I S i Jl 111 (' IlJn ' £.:1 I'l l : I It I: sol i I" ): I I I ~ 

Cli s lo l1lt' rS 

S o m c oft lu-m rvprr-s c-nt ...P(" 1.11 , I Il T \ '" 

d t' si~ J 1<'d t o remi u d p c upk u r I ( · rl. ti ll .t i ll l \l d,~ " 

i l u u urv Iu n d .nm- ru a l t n L:ood I II ) n J ~I I I " I I" 1\ 1111 

( ' lI S ( O I1l C'l'S 1 "' ( 't' .J o h lll O ll l l ~ ... rue......; ! !..:. , · p, J~ 2. '; ) 
01 h ('r..; d v.i l \\'11 h SOll ll " Ill'" 111\ pn ' !! 1',11; ,,, I ll . I I 

n 'preSt 'l ll 111<' I () 1l 1 1l11 1 1 1l ~ k i lld ... () r. I ,. : ) ; I " I I1l U I I ~ 

w« art' m a k i i u; . l "; . l (, () l ll p r~J1Y J( I I e-.... IH III ..... l w :{l [l lr 

d l;l I J !2.I Il ~ 1H't'Cb III ( ' Il[ I ; 1...1,. 1111 1::- . u u l I I ' .lPP' II 1. , 

I1t'\\ c us tome rs m ru -w murk ct s 

-'-..
"•

'I(l Il l '! tI pl u u u " .111 " 11101 I " lH' r . l l ll r ... ( . 111' , . 111'" \\ 'T I II ' 'v , 111'" oj· 

I lt ' ''J I .t I (· ...t [ U p\olI l ll l l \ I ' ll l ... ol r : ...I H. l l ...' 110' 1'",,1. 111 '11 · 

t.:l l l '~ ' I :'II .!! k SI. d l l l ol }.. (· ln 11In ] . 11 plll )I1 " dU I \ ' IIl; Il l ' 1, 1'1 ... · 
lJ , l lll , C ,dl )rWl1 ld ,>l III" H\l. l lh, ' olfl l .HI ... \ ! '· I II ll · II III· ... t u u t l u 

111.1 k I -, "t I r ,. Il l" ( .1I :, r '.\'il l", '"ll I II .1r II'''' III "'''111''''1;'' I I I I ll ' I I, II I I 
( I l l f ~I "!I'Il[ lli l " l. ll ! I · Il ~ I I Il" 'I'''I Il I , II ' · II I' .h n, I I ll' J III lI "'l l)l1 . 

T( _' <1::- Ul: I<.<.I1"" I.", I l ol ( Ii I I·,·! t' 111 1.1I. h,. ,,' · l l i l l!...up c r d « : (' ll · 

orrl u t.uor .'\n; ilH I \ sk" y' ll lak, "; 111 1I I • .11 " 11: 11 111111 1 . "\I II~ 

~. ,,-,d .u lx.1 111. Il.: _ " I I il' r " " l id f II ' \ \,I' ,' ('! ,'l lt " . IJl d k II ' .1\ ' "'tl:..:" 

1:2 :'11-: .\ :-; [ i<1-: 



~ 

i..... _ 
Now open or planned in do zens of sales offices in key mar­
kets. personal com puter cen te rs offer demonstrations an d 
di s cus s ions to prospective custome rs on a wide range of HP 
pers onal computers. periphera ls a n d software. Computer 
dealers , wh o refer m any of th eir customers for demos . a re 
enthus iastic . Appoin tm ents are advisab le: ca ll toll free. 
Shown h er e is the the Bri sbane center. sou th of San Fran ­
c isco. California . which ope ned in Ap r il. 

Products that addres s mlernational as well as U.S . market s 
r igh t from th e start a re on e fa rSighted way of s a tis fying 
worldwide customers . Loveland 's HP 3065 board-te st svs tern 
meets th e c rit e ria . It got a solid launching in June. complete 
with lit erature in a number ofJa nguages thaI app ea ls to the 
busines s as well as technical interests of cus tome rs , 

HP m ed ica l div isi on s learned long ago to look well beyond the 
next bench when developmg new produ cts . AI Waltham Divi ­
s ion. a panel of professiona l nurs es meets each month 10 
provide user in s ights that h ave s tro ngly' in fluenced desi gn 
concep ts and in struction mat erials . A cltnical tnter n shtp 
program with Bos ton University Med ical Cen te r gives HP 
enginee rs clos e exposu re to prod uct s in a working 
en viro n men t. 
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Because a downed computer has some of the same conse­
quences as a fire. the HP computer service organizat ion in 
Pinewood (U.K.) developed a new central dispatching system 
for field repairs-and dubbed it "Fireman .,Sure enough. it 
has spread like wildfire to other parts of the HP world . in­
cluding this office in Atlanta. Georgia When customers call. 
dispatchers have on-the- spot access to installation data and 
"beep" the local HP customer engineer to set up the repair 
assignment. 

Staying close to customers was one of the points made by 
Tom Peters in hIS book In Search otExcellence. a best seller 
that studies the styles or successful companies. including 
HP. Here he makes the point again during a videotaplna that 
will be pan of an HP training program on satisfving our cus­
torners . The first module of tSausfvt ng our customers" was 
released by Corporate Training in August . M 
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The HP 41Chandheld computers aboard the space
 
shuttle flights are the best known HP products
 

in the program, but hundreds of others are involved...
 
from pre-launch to landing,
 

For Hewlett-Pack ard people wa tching 
the drama of the space s hut tle a loft. l ts 
been a thrill to know that HP 4 1C hand­
h eld compu te rs have been on board 
eac h of the eigh t flIghts s ince 1981 . 

Less well known. h owever. are th e 
maj or ro les played by hundreds of 
ot he r HP products of a ll types beh ind 
the scenes in the U.S . s pace p rogram 
run by the Nat ional Aerona u ti cs a nd 
S pace Admin istration (NASA). 

lake the mechanica l arm that's 
stored in th e s h u ttle 's cargo bay un lil 
its 50-foot reach is ne eded for a s pecial 
task in s pace. On the s econd Chal­
lenger flight this past J une, ast ro nau ts 
S aliy Rid e an d John Fabian m aneu­
ver ed the arm by r emote co ntro l to re­
lease a sate llite into space . then rep eat­
ed ly grab a nd retrieve it. They proved 
that the gangling boom with its wr ist 
assem bly a nd grasping mechanism 
cou ld be u s ed in the future for recovery 
of sa tellites that need repair. 
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The s m oo th ness of the a r m 's opera­
non wa s not just good lu ck , however. In 
a room above the Missi on Co nt ro l Cen­
ter a t Lyndon B. J ohnson Space Center 
in Houston. Texas . every pos sible m ove­
ment of the arm is calcu la te d in ad­
vance by NASA's Remote Manipulator 
System (RMS) si m u latio n . Originally 
des igned for an HP 9825. the n up­
gra ded to the 9835 and 9845. the srrnu ­
la tion program n ow runs on a n HP 
9000 while con tinuing to use Ih e same 
BASIC language. Att ac he d 10 the con­
troller is an HP 1350A graph ics tra nsla­
to r w ith three HP 1311 B ca thode ray 
tube di splays tha t s how a three-dimen ­
s ional m odel of the shuttle viewed s t ­
mul taneousIy fro m the fran t , the side 
and above . 

The RMS SImu lation envis ions th e 
exa c t placement o f th e payl oad In th e 
bay an d helps determine the order in 
which to get items in and out of the bay 
with proper clearance. It ca n "look" into 

the bay from the vantage point of a ny of 
the closed-circuit TV ca mera loca tions 
in th e four cor ne rs or two others on the 
arm 's wrist a n d elbow, 

Expla ins NASA's Dave Hom an . wh o 
desi gn ed the si m ula tion software , " It 
h as the same con trol a lgor it h ms as th e 
s h u ttle 's on -boa rd co m pu te r. By u sing 
spec ial Iunctron keys we ca n imi ta te 
the sh u t tle's h and contro ller for tr ans ­
la t iona l movement (u p a nd down. for ­
ward an d back . right a n d left) and rota­
tional m ovemenl (p it ch . yaw. a nd ro ll)." 
T he prelimin a ry ca lcu lat ions in Hous­
to n are cri tic a l since the on-board sys­
te m h as no allowa nce for col lis ion . 

(An HP 9835-bas ed RMS strnu la hon 
is kept downs tairs in MIssion Control 
as a backup tool to rew ork procedures 
in real -lime dunng flight if neces s ary.) 

To ca lcu late control of the sh u t tle it ­
s elf. another s im ulati on in the same 
room employs an HP 9825 desktop , HP 
graph ics tr anslator and two CRTs WIth 
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a TRW s oft ware package , lt has be en 
us ed b efore ea c h fli.gh t to s im u la te the 
position a n d veloci ty of the s h u t tie a n d 
it s distance fro m su ch target s as sa te), 
lites o r as t ro na u ts floatin,g in s pace. 

These days [liASA aerospa ce enl.!IIH'l'r 
Eric M ltchell is s trn u la u nu a dorkmu 
ex ercise th at will b e d ori e on 11 igll t I :~ . 

Uslnga ba ckpa ck m aneuvermu u nu , 
the as tronau ts will [lv to a sate lli te a n d 
lock on to it with a d oc k i 111.( probe so the 
s h u t tle can move in. 

"We're pl aYIJl.gwit h lives here .' E rir 
says . " l f you want to roll in o r m ove to 

the r ight. the syste m 5 110\\'S h ow you 
h ave to do lt , The as tro na u ts re lv O il 

t h is sys tern . lt mav be srnall bu t I t 
p a cks a wall op " 

l ts n o t unus u al for one of th e a s t ro o 
n au ts to dro p by to wa tch the s unu la ­
tion systems in operanon Bot h are 
u nder t he wi n ,gof the !\l iss ion Pla nni ng 
An a lysis Division. wh ich h as respnn s i­
b ility fo r developing n i~ llt t rujec tor ie-s. 
gUIdan ce a n d power consumpt io n from 
la unch to landing 

Wit h th e cu r ren t increased em ph as », 
on the U,S s pace p rogra m. l':,\SA IS 

n ow sen d ing lip a fliglH a m onth a n d 
MP:\ D rv rsron Ch ie f Ron Berry IS be~i n ­
ning to cr a n k lip for double that n ur n ­
ber soon , 

" Wed desi gned ou r co m pute r ca p n­
biltty on the ass u m p tio n that 111 ~IH~ 

would b ecome less and less co m p lex 
a n d we co u ld phase ou t hi~hl y s k illed 
eng ineers ," h e says, " In stend . th e 
nl ~hts a re Slaying co m p lex a n d W(' ('o n ­
t mue to need eng ineers a n d com p lex 
plann ing to ols' Between :2.0 mill ion 
a n c! IOO million numbers an: ~ en rr att'd 

for eac h flight . 
His di vis ion h a s ordered seven HI' 

9 0 0 0s to experi men t w i th Ira lls !er r m fl 
m ainfra me com pu te r progra m s to d is ­
tributed desktops on t' n!.(ilH' l' rs desks 
to increa s e p rod u ctivity. HP 's H ou s ton 
South office IS s u pporti ng co nverxi un 
of the so ftwa r e 

The [Ii:\SA d i\·isi on is a lso explor in g 
the id ea of p u tl in ,gn a\'lgat lOnal so !t ­
ware o n th e s h u tt le that woulelell mi · 
n at e i ts dependence on Mis si on Collt ro l 
d u ring des crn l. Co m mun il'a l ions sa l ­
ellites a re n ow goi n g in to orb it a n d the 
ta eans {n m' i,ga t ion se nsors l a lrea dy on 
board the s hu tt le appear ca pab le of re · 
ce iving s tro n g Sign a ls . An HI' 9000 will 

lake raw da ta 1IOJll t elrmrt rv c1 urmg 
and .urer tll !!IJ I a n d (I S St' s ~ Il OW \\'<'1 11 he 
I<lCans work 

In addition [o .Johnson [11[( ·t· other 
:\,-\SA ill~lallat l on~ 1T1 ,1l1<l~t' a spt·(·(s o f 
t Ill' space shut lit' prnuram : I he taunch 
veluclc at the Marsh al! Spelle Fhuh: 
Cc nt e r III Hum svrlle. Al,llJ,lllla : t rar k 
inC:and co rn m u ru ca u on -. S\'Sn-nI.., .u 
<";t')(lclard Spat (' FlIgl11 Cl'lllt'f lt1 (;rtTII ' 
bdl . Marvland, .md launch Llnlltlt·.., al 
Krn IH'dy'S p ,1(t ' Cenur 111 Ftor rda . 

All ofHP's rompu uuion.rl rquipuu-nt 
lS wic lelv use-d t h rollL!.IHH II \ :\S..\ tor 
both lH.i~llll's~alld It:C'I111i( ,II 'q.J p IW,I' 
uons -c-somet true-, III dr.unnt n "'Jlll,I , 
ti o n s . ln I ~J7 ~l, till' HI' IOOO ,~\·slt·Il).1l 

.Joh nso n \\",I S press(·(j mr o s en We 0 11 

one- h ou r 's not ice 10 prt'cl ll r ex ncuv 
where pans 01 ,1dl"llntegra l inl! Sk ~ lab 
would hit i n i h « Au stra l ian c!t's erl 

In rhc finn!! room .I I }\1·11I1\ ·(I: ' ;lrt· two 
HI' 10CJO~ \\ luch ruom tor <li lt! ,.,{Ort' Ill , 

fo r m a t ion from a <ophtsr n " It'd b ro ad­
band bus Illd! s u p p o r h a ll l\"» t,,,, o f 
COllllllUll1cat ions a t lil t' 1h e la u nch 
fac ility HI' s let hl1l ca l (·OllljJlltt·r .... stTn' 
as a clial(no~l ic 1001Jf prohlems ([('\ t'/op . 
Slnt't: the \"arIOlI ;' COllljH.UtTS hooked on 
tht' band Illusl operalt' wltl1nulllllt'r · 
rupt 1()[1 dunng tll!!h t. 

An HP 1OOU ['OlTlpult'hlltkcl 

drafting S~ 'stl'lIl h .IS Iu..,t bt'( 'Jl In~tdlled 

b:' a ;-JASi\ COlllractor in HOIlSlOn for 
custOIll c!esl.l(n or It'st eCjlllpmt'nl and 

Dr. Norman Thagard tries on the spcce suit which the astronau1s use lor aclivlty outside 
their veh icle.An HPLED display on the chest pack gives readings on the suit. 

s m ull mech.uurul. ele ctrtcal and a rc h i­
In tura l pieces that fly on t he-xhu all' 
011(' or the first projects for wh ic h it 
\\'111 be used is pat kaC:inl! Ior a Swrss­
el(,~lgned «xpcrtmcn t 10 incubate 
\ arruus r ul tures 

:\t Goddard . l:~ II I' 1000 system s 
work IO!.(t't hn III a l1i!-lh -speed data n e t­
wo rk t h.u makes ccr ta tu the shuu k­
[JId 1111 .u n.." ('O1l 1l1l\ 1111(at 1(Jlb con ta c t 
wu h L:rtlllnd s tuuons ,I{ a ll u m r-s . 

l IP S I n st ru me-n t s, lIes Iorce has been 
selli n,£.; {(J i he spat e pro~ralll since th e 
I~l50s before :'-i,\SA WdS forma lly ere­
,lInl :\ ..\ S ..\ <li lt! i to; (on tructor-, use in ­
stu men ts Irom vi rt uu llv everv Ill' ellvi ­
;; lon tl) d( '\'t'!up test and SUPP Oll i he 
so plu s i waled clcc I roll it' equrpm ent 
usr-d in all :\AS..\ jJro~rams 

Some o ft hoxe u rst ru mem apphca­
I io n ~ are part it IIlally rlnse t o the 
rx ri I t'lllt'nt o r s hut I k fllg h t: 

Iks k top-con t rolled data acqu isrt ion 
S\ slt'JllS at vlarshul l rncasure tilt' var­
ious 5l ra in <; Ih al space boosters mllst 
endure \\,hell lL!niled lor laullch The 
cO~I I: [)(Josters a n' rt'con' red and re· 
III rhlshed for liSt' aga in 

lllihe fi n a l slagt' Oft'OllllldO\\ 'n bt', 
lon' flll.~ll1 . four HI' spt'(,lrllrll anal.\'I ­
(' r" are US('d al Kennedy t(1 rlH',ISllre 
al l l ilt, rn'qUf'/H'W" and In'f'ls of tl1<' 
radiOS aboard lhe Shllillr. 

HP OSCi lloscopes . log ic anal~'zers , 

Jllicroproeessor c!e\'t'lop men t svstems, 
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During tllght, the remote manipulator system 's arm reaches over to grab a payload (left) tor 
deployment into space.View Istrom cabin's aft window, looking into wide-open bay. 

data analyzers. volLmeters. frequency 
counters and other ~eneral test equip­
ment are used to maintain and support 
systems in Mission Control-the nerve 
center during flights . 

There are HP cesium frequency stan­
dards and microwave synthesizers in 
12 tracking stations around the world 
to provide p recise time and frequency 
in for m a t ion for the correlation ofdata 
du ring flight. 

Other HP instruments are used in 
the exacting pre-launch testing. At 
Johnson, HP 's data 10Mmg systems 
and dynamic signal analyzers serve in 
structural analysis conducted at the 
vibration and acoustic test facility. 
High-power SCR power supplies from 
HP provide the power for a full-sized 
mockup of the shuttle used for simula­
tion and testing of the electrical sys­
tems. (During actual flight the shuttle 
must depend on expensive batteries.) 
Marshall uses an HP data acquistuon 
system to test the cooling system for 
a space telescope which will fly on 
Spacelab II in 1985. 

Hewlett-Packard's other product 
groups are a lso represented : 
• An HP 12-digit red LED display is 
used in the chest pack built into the 
upper portion of the space suit. It gives 
readings on oxygen p ressure and levels, 
battery voltage, water temperature and 
gas pressure in the suit and is part of a 

September-October 1983 

warning system that includes audible 
alarms. (Before flight. an HP 3054DL 
d a ta acqu isition system tests the suit's 
ba t tertes a n d an HP waveform recor d er 
checks ou t its electrical systems.) 
• HP's a nalytical equiprnent h as been 
u s ed for years by Joh nson's Cru ise Sys­
tems Divis ion to check the tox icity of 
gases given ou t by plas ti CS an d other 
m ateri als u n de r the special conditions 
encou n te re d in space, Today an HP gas 
ch ro ma tograp h does the testing. in­
cludtng rout ln e checks run in th e 
chamber for any Freon 2 1 refr igerant 
that mi ght have escaped. 
• Spacelab IV, sc heduled for 19 85. will 
inclu de two HP 77 0 20 ultrasound in ­
stru ments . Requ iring only m ino r mod­
tfrca uons. HP's off-the-s helf equipment 
wi ll be us ed to measure cardiac images 
of person nel on board. According to 
Ray Sc hwarz of the contractor. Man age­
ment and Technical Services Company 
in Houston, HP's companywide envi ­
ronmental test standards "typically ex­
ceed Spacelab requ irements ." 

As one of HP's lon g-t im e customers 
pu ts it, "At NASA we tend to push all of 
our equipme nt to th e edge of its capa­
b ili ty. We're always ask ing our vendors . 
Wh en a re you goi ng to deve lop such ­
and-such? Why don't you have it n ow? " 
Fo r all of Hewle tt -Packa r d 's product 
g ro ups, tha t's been a challenge to 
deliver the goods. M 

Betore flight, every move of the great arm 
Is simulated at the Johnson Space center 
using HPequipment. Here Air Force 1st Lt. 
Gall Ramsey enters data on an HP9000 
attached to ploHer and graphics translator 
with three cathode ray displays. Shesees 
the arm's motion trom three viewpoints. 

Two ploHed drawings show the samevlew­
looking out the att window-in ditterent 
scale. Here an astronaut stands in a cherry­
picker device that the RMSwill manipulate 
on a tuture tIIght. 
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Running an HP sales office smoothly takes a 
person with nerves ofsteel and the patience 
ofJob. As the u.s. sales force grows in the1980s. 
branch business managers find themselves
 

"My job IS that of a ~eneralist. I have to 
know a HUll' about a lot and lots about 
a little." savs Garv McFarland rather 
modestlv. Garv i; branch business 
manager in HP's 51. Louis. Missouri. 
sales office. 

Today Gary may be working with the 
office's credit specialist and a sales rep­
resenrattve to solve a credit problem 
with a potential customer. 

Tomorrow he may be planning next 
year's office space requirements with 
the district computer sales manager. 

Gary is one of 58 branch business 
managers iHBMs) throughout HP"s 
four U 5 sales regions . The BBM is the 
person who keeps the business side of 
an HP sales office running smoothly. 
(The dtscipltne managers and their 
staffs have responsibility for the perfor­
mance of the sales and support forces I 

Branch business is big business A 
large HP branch office staff might fill a 
bundtng of 100.000 square feet. employ 
more than 300 people Iorie -t hrrd of 
them in administrative Iuncttonsl and 
sell more than S 100 million worth ofHP 
equipment each year. 

The 88M plays an increasingly im­
portant role as the company methodi ­
cally decentralizes many functions per­
formed at sales region headquarters. 
consolidates some activities done at 
most branch offices and places an even 
greater emphasis on cus tamer 
satisfaction . 

"HP's plans for the next three to five 
years call for very rapid growth in all 
four U 5. sales regions." says Carl 
Cottrell. corporate marketing opera­
tions manager. "Just as the corporate 
office in Palo Alto is looking for ways to 
move some of its activities to the re­
gions. our regions . too. are looking for 
ways to decentralize their functions .. 

Improved communication and sys­
tems technology has also moved some 
funcuons-i-dtspatchtng support engi ­
neers to customer sites. for example­
to larger branch offices that can cover a 
wide geographic territory. "With today's 
toll-free telephone numbers and call­
forwardmg features. customers' ser­
vice requests can be handled speedily 
and efficiently at a central facility." says 
Carl. "Interactive computer systems 
with remote terminals ensure prompt 
customer-engineer responses to cus-
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tamer calls , The added benefit is that 
most of th e paperwork, if not a ll. ca n be 
elim ina ted. We're beginnmg to tak e full 
adva n tage of the fact th at an office lo­
ca ted 500 mil es away is now 500 mill i­
se conds away." 

Carl sees the branch office playing 
the pivotal role in a total field adminis­
tr ative s t ra tegy, "We want to strengthen 
the branch office as the ta cti cal operat­
ing unit for ad m in is tra tion . A s tro ng 
ad m in is tra tive team is vital to th e s uc ­
cess ofour sales an d support effort , 
Our goal is to provid e ad m inis tra tive 
s ervices with th e hi ghest poss ible 
degree of sk ill. pr ofessional ism a nd 
moti vation - a ll focu sed on satisfying 
our cus tome rs ." 

It's the branch business manager's 
job to make s u re all that happens 
smoothly. When a support person in 
the office ca lls in sick, th e 88M and hi s 
s ta ff people must find a backup person 
to cove r for the vacancy. The need for 
su ch flexihilitv means the re's a keen 
emphas rs on fin d ing th e th e'ri ght peo­
ple in the hirin g process and providing 
ade quate tr a ining and cross-tra tru ng , 

"Let's face it , If th e sa les reps ca n 't 
se ll, no one h as a job ." says Ton y Parish . 
BBM in Atlanta, Georg ia, "And if they 
don't have th e people tosupport them: 
and a place to do it-desks, telephones 
and all the rest - they ca n' t be 
productive.-, 

Everything a 88M does is geared to­
wards Improving the efftciency of the 
branch operation ; Are custome rs' tele­
phone calls being answered promptly? 
Are people followtng th rou gh on th ose 
calls ? Are orders being process ed as ef­
fic iently as they can be? Are cus tomers 
paying their bills in a timely fash ion? 
In s hor t. is everyt h in g being done right 
the first time? 

In addition to office efficiency, the 
88M makes s ure that HP's s tandards of 
con trol and business conduc t a re fol­
lowed . It's a tough job because of th e 
volume of transactions and th e rnevua­
ble "excep tio n" which requires special 
at tention . 

About two -thi rds of the peop le who 
work on th e administ rative s ide of the 
branch office deal wi th s uc h tssues on 
a dail y basis . They're th e pros on 
quot es . order s. ac kno wledgeme n ts. 
change orders . Invoi ces. collectio ns. 
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A group of branch business managers watch Corporate PartsCenter's Bill Durbin pull parts 
oU the shell during their tour ot the facility. 

support agreem ents and th e detail 
work that m ake a branch hum. 

"The BBM is th e capta in of th e busi­
nes s s h ip. " says Ca rl. "It's his or her job 
to make sure everything h appens as i t's 
supposed to ." 

The captains h ave been gathering in 
Palo Alto. Ca liforn ia . Corp ora te Train ­
ing has been staging week -lon g , field­
bus iness managem ent seminars for 
two yea rs . It's a foru m where 8BMs ca n 
learn mor e about their role a nd share 
experiences with th eir cou n te rpar ts 
from other offices , 

The s eminars lake BBMs through a 
wide range of subjects : information 
systems. planning and con t ro l. con­

trac ts . sales finance. in ternational or­
ders, cred it and collecti ons . internal 
audinng. legal and personnel issues . 
and marketing directions . Participants 
tour the nearby Corp ora te Parts Cen ter, 
corpora te marketing group and an in­
strument diVision to learn how their 
acti on s in th e field affect the peopl e 
who a re usually just a voice at the other 
en d of the phone. 

"The tou r was g rea t." says Tom Kac­
prowicz. BBM for HP's branch in Roll­
ing Meadows . Illin ois, "For some BI:3Ms . 
it was the first time to vis it a manufac­
turing facility. It helps to understand 
so me of their problems. You leave with 
a good Idea of what you r counterpart at 
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HP's president reflects 
on the importance 
of satisfying customers. 

I
n thi s issue of Measure and through 
a ll the company 's com m u nications 
chan nels . you an' he a ring a lot about 

the to p ic of cu s tomer satisfac tion , 
I h ear a lot abou t th e- top ic . too. Cus­

tomers a rt' no t one b it bashful abou t 
writing to the- president of the com pa ny 
with the-ir complime n ts-c-o r their 
com pla in ts , 

From my view. it look s like we 're 
dOing m ost things flght - m os( of th e 
time, But there a re some things we just 
d on 't do as well as we s ho uld . and in [0­

day's com pct rt tve m ar ket. we have 10 do 
better. 

From the let te rs I receive and fro m 
my discussions with HP people , it ap­
pear s th at cus tome r sausfactton has 
two different as pec ts to it The first l n ­
volves basi c co rn rnon -rou r tesy Issues 
The other aspec t I'll label as syste m ic 
issues . for lack of a better word , 

Let m e talk abou t common cou r tesy 
first. This really boil s down to laking a 
personal in terest in the customer (t 

m eans Iist cning to wha l (he custo me r 
h as {O say and dOing s im ple th in ~s like 
ret urn in ,l.( ph one ca lls or pi cking up a 
p hone that's ringin g off the h ook. even 
if it 's no t you rs . It a lso me-ans nonortn u 
t he co m nut rn en ts you've made . even if 
it requires takina a n extra s tep or two 

Those ofvo u who are n't ou t in the 
field probably wonder whether a ny of 
thes e thoughts have anything 10 do 
with you , You m ay not th ink ofyourself 
as dealing with cu s tome rs . Bu t you do 

(I' you're in a dtvi slon or at the corpo ­
rate or grou p level. you s hou ld remind 
yo u rse lf wh o your custome rs a re , You r 
customers are other HP people. es pe­
cially peopl e in th e field , They're ou t 
the re r ep r esent in g a ll of us . We need to 
help th em be success ful. That m eans 
having e- m pathy for the kinds of time 
pressures and information need s they 
may have, 

Co m m on cou r tesy should ap ply to 
everyone a l HP, We ar e all each othe r's 
customers . We won't be success fu l out­
s ide HP-in th e market -unless we 
function smoot hly in ternally. Remem­
ber. there is on ly one HP 

The second aspect of cus tomer s a ns­
facuon involves is sues that com mo n 
co u r tesy alone can 't fix. Someti mes 
there are broader, organ iza tional is­
s u es that prevent us from doing the 
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U.S. President Ronatd Reagan gives HP'schief executive a pair ot cufflinks at the White House. 
John Young was in Washington, D.C, to announce the other members of the Commission on 
Industrial COmpetitiveness which he will chair. 

best job possible. 
M aybe the phone syste m is se t u p 

so that calls ca n go unansw e-red. Some ­
times a new product is launc-hed in a 
way that re ally makes things difficult 
for oth er HP people along the line Inad­
eq u a te documentatton and support for 
a produ ct a re a n exa mple of another 
syste m ic problem that ca n leave us 
with some unsatisfi ed customers . 
Maybe you ca n list ot hers. 

In other words. sometimes the prob­
lem doesn 't lit' with one- person , but 
with a sys tem ic [S SlIl' that we need to 
add res s . [ want to ass u re you that HP 
managern ent ts tac kling s ome of those 
is sues. and there has be en good proa­
res s in a number of areas . This issue of 
.'l-l ea su re de scr ibes some of the effor ts 
mad e throughout Ihe-company. 

Now here is wh ere Wt' need your help: 
Sorne t tmes , when peopl e sec a cus­
to m er sa lis faction problem th a t is sys­
te-mic in n ature. it's easy to s h rug off 
th at problem . It's te rnp u ru; to s ay that 
th e respons tbllity doesn't lie with you 
personally, bu t with th e way your job or 
department is s truc tu red 

Ifyou s e-e- a s it ua ti on where HP ca n 't 
be fully responsive to a customer's 
needs, please don't shrug off the prob­
lem Tell your m anager if you think the 
way your job is s truc tu re d m ak es it dif­
ficult for HP to se-rve the custom er's 
n eeds-or eac h othe-r's ne ed s. for that 
mailer. [f you th ink we ca n organ ize a 
department o r program more effec­
tively. let us know. Tha t's how improve­
m ents get m ad e, 

Satisfying the cus tom er is ihe num­
ber ant" reason we're in business , Our 

goal is to build long-term r elationships 
with cu s to mers, Thes e a re key to ou r 
grow th an d the s uccess of ou r en tire 
organ izat ion, 

A long-term relationship is like a 
chain , It is for ged out of the linkage of a 
lot of individu al. day-to-day interac­
tions , That m eans th at each of us ca n 
make or break th at cha in fo r ever yon e 
else at Hr. I'd like you to keep thai ~oal 
i ll m ind- crea ting long-te rm relation­
ships with customers- as you ap­
proach the dail y detail s of your Job . 

I will cer ta in ly ap prec ia te you r help in 
thi s a re a. [ kn ow I'll con t in ue [0 he-ar 
from custom ers-and from vou-on 
how well we're doing, Ilook fOJ\l,Iard to 
the day when a li i hear are rave reviews. 
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Recaps the newsworthy 
events. changes and 
achievements within HP 
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STOCK SPLIT 
The HP board of directors declared 
a two-for-one split of the company's 
common stock on July 21. effecuve 
on shares outstanding on August 1. 
II increased the former 126.5 million 
shares outstanding to approximately 
253 million. The board also approved a 
20 percen I Increase of I he dividend 
from 71/2 cents per share on the old 
shares to 4 1/2 cents per share on the 
split shares. 

THIRD-QUARTER FY83 
Hewlett-Packard Company reported a 
13 percent decline in net earmngs on a 
6 percent increase in sales for the 1983 
fiscal year's third quarter ended July 
31. Orders booked during the quarter 
were at the highest level in HP's history 
-an increase of25 percent over the 
same period a year ago. 

Sales totaled S 1.15 billion. compared 
wi th S 1.09 billion for the correspond­
ing quarter ofFY82. Net earnings 
amounted t089l million. equal t035 
cents per share on approximately 254 
million shares ofcommon stock out­
standing (compared with net earnings 
ofS 105 million or 42 cents per share on 
approximately 249 million shares dur­
Ing the same quarter in FY82) . Both 
quarters are restated retroactively to 
reflect the stock Split (above). 

Incoming orders for the quarter were 
S 1.27 billion. up 25 percent over orders 
during the third quarter ofF'Y82. 
Domestic orders were 8770 million. up 
39 percent. and International orders 
were 8501 mllllon. up 7 percent from 
the year-ago quarter. 

MILESTONES 
HP and Genentech. Inc. on July 22 an­
nounced formation of ajotnt-venture 
company: HPGenenchem.ll will de­
velop instrumentation and computer 

systems for research and process con­
trol tn the bioeng III 
be majorltyowne e 
new venture thro 
Products Group. ty"l n ~~)(:llt.f;U J si­
dent of the new firm . Its operations will 
be centered at Cenentech's si te in 
South San Francisco .. Washington's 
Governor John Spellman attended 
groundbreaking ceremonies June 30 
for the future permanent facility of the 
Lake Stevens Instrument Division. . 
Greelev Division moved to us new far il­
itv in Greelev, Colorado. in Mav.. . HP 
has exercised an option 10 purchase 70 
acres in ~uadilla. Puerto Rico. as a 
permanent sue for the Puerto Rico Op­
erauon. . .. french region headquarters 
relocated July 18to a newlv con­
structed Iactltty in Evrv. 

NEW HATS 
Hal Edmondson was elected vice presi­
dent of manufacruring in May. . . Don 
Curtis is the new general rnanager of 
the Disc Mernorv Division... Walt 
Johnson is the new manager of Fabri­
catton Operalions at the Loveland In­
strument Division . . . . Larry Langdon 
becomes manager of Corporate Dis­
tribution. addtng worldwide responsi­
bility for traffic to his similar role for 
customs and licensing. He contlnues to 
head Corporate tax.. . . In the MedIcal 
Products Group. Gil Merme becomes 
operations manager for the newly cre­
ated Hospital In for matton Systems Op­
eratlon. reporting to Group GM Ben 
Holmes. John Post is now operations 
manager for the Medical Systems Oper­
aUon within the Waltham Division . 

COMMISSION 
HP President John Young has been 
named chairman of a newl created 
President's Commission on Industrial 
Competitiveness. announced by the 

While House on June 28. It will be 

n 
creastria the long-term competitiveness 
of U.S industries at home and abroad 
with part icular ernphasts on high 
technology." 

NEW PRODUCTS 
The low-priced (S 1.895 U.S .1 HP 7475A 
graphics plot ter from the San Diego Di­
vision has a six-pen carousel and plots 
at lllgh speed. It produces high-quality 
lines with resolution as Ilne as 0 .001 
inch (0 .025 rnrn) . From Colorado 
Springs Division comes the HP 13-l7A 
Hp·JB display which can scroll through 
data in several directions. With an ex­
tensive memory storing up to 64 sepa­
rate pictures for rapid display. At the 
push of a button or a program com­
mand. it will produce a hardcopy rec­
ord. Two new space-saving optocou­
piers from the Optoelectronics Division 
(the HCPL-4100 transmitter and HCPL­
4200 receiver) are designed spectftcally 
for the 20-mA current-loop systems 
that are used as communications links 
In computer and industrial-control 
equipment. The dtvisron has also intro­
duced a super-bright 0.3-inch (7.6 rnrnl 
seven-segment LED display that re­
quires up to 25 percent less current. ... 
VHP Instrument Division's HP 4062A 
semiconductor parametric test system 
Is used during the manufacture of 
semiconductor wafers to extract ac and 
dc parameters from wafer test patterns. 
The Information can also be fed back to 
stabihze wafer processes and improve 
IC yields and quality. 




