November 1989
Volume 5 Number 11

y e A SPECIAL
: J -~ DELIVERY

Electronic mail matures
at Peat Marwick Thorne

A

s

ey
e S

WdrkgrOup Software:
- Sharing the Wealth

A

 ThelayoftheLAN

Jim Carroll

Senior Manager, Information Technology Group
Peat Marwick Thorne




PHOTOGRAPHY BY RONKATZ

CONTENTS

Publisher
PaulPlesman
AssociatePublisher
George Soltys

Editor

Gordon A. Campbell
ManagingEditor
Ted Wakefield
AssociateEditor
EdBishop
ContributingEditors

Cathy Hilborn, Martin Slofstra,

PaulBarker
EditorialAssistant
AnneBreau

National Sales Manager
David Uguccioni
DistrictSalesManagers
RickYoshida
SalesAssociate

Leslie Davis

ArtDirector

JoeBehan

Associate ArtDirector
WalterX Caniparoli
ProductionSupervisor
Barbara Luscombe Semple
TrafficCo-ordinator
DeborahBoykin
Circulation

Roni Nisbet

VOLUME 5 NUMBER 11

l DEPARTMENTS

4 Editor’'sNote
What's Inside/Letter

6 Preview
Companion Disk “Turbocharges” Word

9 Briefcase
486s, Virus, Nortel

45 Producis
Heath/Zenith, Compuserve, NBI

50 Hands-on
Don’t Leave Home Without It

53 The Shortlist

Conferences, Seminars

54 The CompleatManager
Office Entomology

B THECONNECTED OFFICE

14 SpecialDelivery
E-mail comes of age at Peat Marwick Thorne. by Ed Bishop

23 Sharingthe Wealth

Experts and users say “Groupware” software still has obstacles to overcome. by Grant Buckler

29 ThelLayofthe LAN
Aguide to choosing a local area network that fits your office. by Gerry Blackwell

B FEATUREARTICLE

36 State oftheUnion
Labor leaders want a say in the way office technology is implemented. by Gordon Brockhouse

Foreign Representatives: Taiwan Bright International Co. Ltd. 7F, No. 321, Fu-Hsin South Road, Sec. 2, Taipei, Taiwan, R.0.C. Tel: (02)7557901-5
Telex: 20317TABRIGHT Fax: (02)7557900. B.K. International Won Chang Bldg,, 3rd Floor, 26-3, Yoido-dong, Youngdungpo-ku, Seoul 150, Korea
Tel: 785-6665 Telex: k32487BIZCOR Fax: (02)784-1915.

ISSN0832-9028 Copyright ©1989 by Plesman Publications Ltd. Reproduction of material appearing in OA is strictly forbidden without written
permission. Send all requests to Paul Plesman, Plesman Publications Ltd. OA is published monthly by Plesman Publications Ltd. President Paul
Plesman Chairman of the Board Ron Evans. Indexed in the Canadian Business Index and available on-line in the Canadian Business & Cur-
rentAffairs database.

Free to qualified individuals. Non-qualified: Canada $75, U.S.A. $110, Foreign $150.

Postmaster send form 33-86-186. Plesman Publications Ltd., 2005 Sheppard Avenue East, 4th Floor, Willowdale, ON M2J 5B1- (416)497-9562

Fax:(416)497-9427
ccab |

Second Class Mail Registration Number 6980

OA NOVEMBER 1989 3




JIM CARROLL EXPECTS E-MAIL TO HELP WITH HIS FIRM’S RECENT MERGER.




SPECIAL REPORT

J.\1 DELIVERY

For Peat Marwick Thorne, electronic mail allows users across
the country to pass on vital messages and pool resources —and

avoid the vagaries of Canada Post.

by Ed Bishop

Canadian postal strike. But he can afford to

be complacent. While most companies de-
pend on Canada’s notoriously unreliable ctown
corporation to deliver vital information, Carroll
has found a way to sever the umbilical cord. For
five years he’s co-ordinated the internal elec-
tronic mail messaging service used by Canadian
accounting firm Thorne Ernst and Whinney.
Now, neither snow nor rain nor gloom of night -
nor Canada Post itself - can stop the mail from
getting through.

Success did not come overnight, however.
When Carroll first helped introduce e-mail at
Thorne in 1984, people were suspicious of the
technology. “E-mail involves computers and
software,” says Carroll. “(People think) it's the
work of the devil.” Even today, he can’t say he’s
won everybody over. But with 625 employees
from about 55 offices across Canada using the e-
mail messaging network, he knows he’s on the
right track. Now, following a recent merger with
Peat Marwick that’s made Peat Marwick Thorne
Canada’s largest accounting firm, the number of
network users is about to go through the roof.

The Washington-based Electronic Mail Asso-
ciation defines e-mail as “the non-interactive
communication of text, data, image or voice
messages between a sender and designated re-
cipients by systems utilizing telecommunica-
tions links.” In its simplest form, e-mail lets
computer users send messages to one another

Jim Carroll just smiles at the thought of a

over phone lines without having to lick a stamp
or punch a telephone pad. A user in Moncton,
N.B., can send 2 memo to a colleague in Van-
couver without leaving his terminal, regardless
of the time of day. To receive the message, the
co-worker in Vancouver just accesses his elec-
tronic mailbox. Theoretically, all this can take
place in 2 matter of minutes.

At Thorne, e-mail has come a long way since
the early days of 1984. In fact, just prior to the
merger with Peat Marwick, Carroll was re-
sponsible for a messaging network that extended
around the globe, linking offices in Britain,
Europe, Australia and the U.S. “At our peak
before the merger, we had 1,800 e-mail users in
22 countries throughout the world,” he says. But
now Thorne’s international offices run their own
e-mail systemns.

Still, in Canada alone the firm operates two

* Wang VS 100 minicomputers that automatically

send and receive messages. In addition, a fleet of
2,000 IBM compatible and Apple Canada Inc.
Macintosh microcomputers access the network
daily. Mobile staff equipped with Toshiba of
Canada Ltd. laptops also use the system regularly
from the field. In all, the company spends about
$30,000 2 month on its e-mail network. And that
figure merely accounts for the 4,000 to 6,000
pages worth of messages sent during an average
month. It doesn’t include the salaries of Carroll
and five others who run the e-mail department.
With volume like this, it's no wonder the
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firm’s e-mail application is viewed as ground
breaking. “We’ve been told by the vendors we
deal with we're leading edge,” he says.
“(They tell us) we've been operating and
doing something that other companies will
only be hitting years from now.”

But e-mail went over rough ground before
it finally took flight at Thorne. Carroll says
electronic mail got started because the
national office needed to pass vital informa-
tion along to the 55 regional offices as
quickly as possible. If the federal government
suddenly passed a new tax law, for example,
any delay in getting the message out to each
accountant located across Canada could re-
sultin lost revenue.

cal and difficult to operate, the firm stopped
using it. People began relying on the fax ma-
chine to get their messages through. By pro-
viding the needed connectivity, iNet promised
to eliminate that concern.

With Thorne’s system, users enter a mes-
sage from their terminal and send it via
modem to an appropriate mailbox stored in a
Tandem Computer Corp. non-stop processor
owned by the phone company. Because
there’s virtually no limit to the number of
mailboxes available on the mainframe, one
message can be sent to many users simul-
taneously using a pre-set mailing list. Re-
cipients access their mailboxes by connecting
via modem to the mainframe. Nothing could
besimpler.

Or so Carroll thought. Unfortunately, ex-

mailboxes because they weren't expecting
messages. And people weren’t sending mes-
sages because no one was checking their
mail.

To break the vicious circle, Carroll’s group
had to do two things. First, they had to “bang
people on the head to get them to read their
mailboxes.” But before doing that, they had |
to make sending messages on the network as
easy as sending a fax or picking up the
phone. The iNet system from Telecom
Canada simply couldn’t deliver that — even
after extensive training,

“In the beginning, people did have to
learn how to use e-mail,” says Carroll. “And
it was very frustrating for them. We had self-
study programs, we provided seminars — a
number of different methods. But because it

“In the old days, we’d have to have
somebody stuff 55 envelopes and put
them in the mail,” says Carroll. “We
had the need to get information out
quickly and efficiently to all those 55
offices, and traditional methods just
weren't working.” E-mail seemed the
only logical alternative.

So Carroll and fellow e-mail advo-
cates Don Jewell, senior manager of
the micro lab, and Calgary partner
Bill Detlessen developed a plan for a
coast to coast network. But first they
had to sell senior management on the-

L
When Carroll brought e-mail to
Thorne, people were suspicious.
‘E-mail involves computers and

software,” he says. ‘(People think) it’s

the work of the devil.’

still wasn’t as simple as putting some-
thing into a fax machine, a lot of
people rebelled against it.”

So Carroll and his group went to
work. After looking around, they
called in Teal Communications, a
software developer in Vancouver. Car-
roll wanted to customize a software
package that would eliminate the dif-
ficulty of accessing the network. The
arrangement worked. Teamed with
Carroll's department, Teal came up
with a “front-end” package designed
to automate the sending and receiv-

idea ~ which Carroll says wasn’t too
difficult. He recalls convincing John Palmer,
Thorne’s executive partner at the time, of the
need for e-mail by showing him what such
links could do. Palmer was sold immediately.
“So (e-mail) was established really as an ex-
ecutive mandate,” says Carroll.

Having won the necessary backing, Car-
roll’s group set up an e-mail network using
iNet 2000, a public messaging service pro-
vided by the member companies of Telecom
Canada. Carroll says the group chose a public
carrier for the internal system (which they re-
christened EWiNet) because it gave them
freedom to use a variety of computer equip-
ment.

With private e-mail networks, users are re-
stricted to using the same microcomputers
and software. E-mail that runs on a Mac or
an AppleTalk LAN simply won't talk to an
IBM micro or DOS-based network — at least
not without a “gateway” based on the X.400
protocol, an international standard for elec-
tronic messaging. Carroll says Thorne was
one of the first non-technical organizations
in Canada to use X.400. But it was so techni-

cept for the national directors who regularly
communicated with the regional offices, the
rest of the firm didn’t find it simple. Before
long, Carroll and his group found themselves
facing a wall of resistance. Not only had they
failed to demonstrate a need for e-mail, the
mechanics involved in sending and receiving
messages proved too technical, even without
X.400.

For one thing, users had to access the sys-
tem by following a complicated set of on-line
procedures. Carroll says his group was so
wrapped up in the technology, they forgot
about the user who had to enter the meaning-
less commands. “In the early days our focus
was on the technology,” he says. “The best
software, the best (microcomputers). We
thought we could just push it out there.
That’s how we got ourselves into trouble. We
just dropped it on everyone and said, ‘Here it
is. You can do all these wonderful things.’ We
didn’t solve individual needs or problems.”

That led to what Carroll calls a chicken-
and-egg scenario. The technology hadn't
caught on, so people weren’t reading their

ing of messages. (The package was so
good, Telecom Canada just released their
own version in October — four years after
Thorne pioneered the system.)

Instead of making the user access the Tel-
ecom mainframe directly, Teal designed the
program to work transparently from each mi-
crocomputer. By selecting commands from a
menu, users now direct the software to go into
the iNet system, retrieve the contents of the
mailbox and save all messages to the micro
for later viewing. The user sees none of this
taking place and never has to deal with com-
plicated on-line commands. The program
even hangs up the phone automatically.

The software provides other benefits as
well. Because the system is so easy to use, Car-
roll says they reduced the time it takes to
learn e-mail from days or weeks to a matter
of hours. Users can even learn from fellow
workers, rather than from an e-mail special-
ist. That made a tremendous difference.

For Jennifer Wilkie, the program’s sim-
plicity made her job easier. As manager of the
firm's national accounting and auditing
group, she uses the system regularly to send

18 OANOVEMBER 1989




SPECIAL DELIVERY

messages across the country and to conduct
information searches. She also checks her
mail box three or four times a day. When she
came to the firm only two months ago, she’d
had very little exposure to microcomputers —
and none whatsoever to e-mail. She admits
she was a little uncomfortable at first. “T was
skeptical because (e-mail) was a new ex-
perience. I was skeptical of its capability.” But
after spending an hour learning the software
program, she found the adjustment a lot eas-
ier than expected. “I still haven’t learned the
full capabilities,” she admits. But she believes
her job will become even easier when she
does.

But Carroll says other factors also helped

archy. I can sit here and send a message to
anybody in the firm — it could be at any level.
I can’t do that with a paper memo. (E-mail)
leads to more informality through the net-
work. More informality to communications.
It sounds silly, but it tends to make people
warmer in their communications with each
other - because of the decrease in formality.”

But more importantly, e-mail lets the
company pool its resources and share vital in-
formation quickly. Say an accountant in
Halifax encounters an unusual taxation
problem that would take hours of research to
solve. “What we find happening through (e-
mail) now,” Carroll says, “is that the ac-
countant will summarize the tax problem
and send it out to the tax mailing list on the
network so the 55 or 100 tax specialists across

However, Carroll feels something more
permanent needs to be done for e-mail to
succeed. Like creating a network that links
the many LAN sites scattered throughout the
firm. “In terms of making e-mail work,” he
says, “(interconnectivity) is critical. If we
don’t solve that LAN problem, we’ll stumble-
and fallin e-mail.”

Carroll says there are two ways to proceed.
The firm can link up each LAN site in a
chain, so that messages would be passed from
one network to another, relay style. Or each
site can be linked indirectly through a com-
mon carrier, which means users can reach
one another without having to pass the mes-
sage along the network.

Carroll is already sold on the second
method. Public carriers such as Telecom

e-mail gain company-wide accep-
tance. Like the use of local area net-
works (LANs) throughout the firm.
Thorne now has close to 50 LANs set
up in various offices across Canada.
Most are equipped with internal e-mail
packages that let users exchange infor-
mation within the office. No one has to
sell them on the benefits of e-mail — it’s
something they use on a daily basis,
Carroll says. He believes this ex-
perience with LANs will strengthen
Thorne’s national e-mail network.
“The person in Moncton may not

Public e-mail vendors like Dialcom
and the members of Telecom Canada
have failed to recognize the growing

need for businesses to link their LAN

sites into one network.

members or Dialcom already have an
established network with links
throughout the country. And the
potential for connecting with other |-
international e-mail networks is pre-
sent right from the start. Not so with
the daisy chain system.

Still, Carroll is not completely
happy with public e-mail carriers. He
says companies like those in Telecom
Canada haven’t recognized the grow-
ing need to link individual LAN sites.
But for now, they’re the only game in |
town. So Carroll expects to set up

have the need to communicate with
everpone in the firm, but he does have the
need to communicate with everyone in his of-
fice. So the arrival of the LAN in that office
will suddenly give him the need for e-mail.
That will bring everyone else into the e-mail
world. What we have to do, and where our ef-
forts are going to concentrate in the years to
come, will be to link all those individual elec-
tronic mail networks into a big firm-wide net-
work.”

The benefits of having a network that
everyone can access are obvious to Carroll.
For one thing, people are more inclined to
share information, regardless of where
they're located. And that can help make the
firm more cohesive. “We're 55 offices (scat-
tered) across the country in various regions
andso on,” says Carroll. “When you’re on the
network, people aren’t regions, they’re mail-
boxes. It doesn’t matter where they are. So
that opens up the communications.”

Overall, that's had a positive impact on
the culture of the organization, especially in
the way people relate to each other. “E-mail
does tend to break down the traditional hier-

the country get that question. Maybe one out
of these 100 people had that situation before
and can tell Halifax what they did. Well, our
business is professional services, and sud-
denly (e-mail has) brought to us a means
whereby we can more easily tap the combined
knowledge of the firm.”

In the near future, tapping that combined
expertise may prove somewhat difficult. Sud-
denly, with the addition of Peat Marwick, the
firm has almost doubled in size. Before Car-
roll can ensure the enlarged network will
work, there are a few problems he has to iron
out. For one thing, Peat Marwick runs its own
Mac-based e-mail system. And no one from
that firm is hooked up to Thorne’s network.

Carroll says connecting the two networks
is important to the success of the merger. For-
tunately, EWiNet (soon to be renamed PMT-
Link) gives the firm a short-term means of
creating one large e-mail system. Because
Telecom Canada solves the Mac versus IBM
connectivity problem at its end, neither net-
work needs to be modified in order to pass
messagesalong,

PMT-Link using one of the public
vendors. In the meantime, the firm will have
to wait to enjoy the full benefits of the merger
— like instant access to the accumulated ex-
pertise of some 4,900 employees.

“I think e-mail will be a vehicle in the
years to come for what I would call our ‘pro-
fessional experiences’ network,” says Carroll.
If someone does work that is truly precedent-
setting, “we want somehow to make that ex-
pertise and knowledge available to the rest of
the firm. I think e-mail will begin to be a ve-
hicle or the pipeline to start accumulating |
thatinformation.”

With two networks instead of one to deal
with, Carroll has his work cut out for him.
But now that e-mail has gained acceptance
throughout the firm, the hardest part of his
job is over. If nothing else, Carroll has shown
the people at Peat Marwick Thorne that some
messaging services do run smoothly. Now if
only he could convince Canada Post to adopt
his system.

Ed Bishop is Associate Editor of OA Ma-
gazine. :
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