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terminals where pEc has expertize’”

Another one of the big three mini-
computer makers, Hewlett-Packard
Co_ alao iz leoking into Wi Paol C. Ely,
Jr., who hepds B¢’z Computer Group,
says that he iz not likely to make a
large ommitment to WP in the next

twa years. But he adds that it s “an-
likely, too, that we won't go to We."

AP will announce in August a new
version of its Model 2640 compater dis-
play terminal that, Ely says, “is like &
WP anit without a typewriter™ Bat it
will be sold strictly as a compater ter-

\

The paths to
the paperless office

Beating the 'paper nightmare' and boosting
productivity are the main goals

A7

-

Over the next decade, most corporate
affices will still be geared to the moves
mant of information on picess of pa-
per. Office automation will bring im-
provemenis in produectivity throogh
the vze of aotomatie typewriters and
other stand-alone eguipment that
crank out paper faster. Home inter-
offiee information will meve elecbron-
ically, but what the manager reads and
files will be printed on paper.

But dunng thiz pericd, a relatively
smiall but fast-growing group of com-
panies will have moved into the offiee
of-the-futere environment. The leap
forward will be led by the “paper
maxers” —those companies that are in-
volved primarily in geperating, modi-
fving, or moving paper. These ploneers

will have hooked together word-pro-
cessing equipment into office systems
to transfer information sloctronically
and to move it into and out of central
alestronic files. For them, it will be the
start of the paperless affies

Productivity gains will rival those of
today's factory and accounting depart-
ments. Het the pacing factor will stiill
he people, becavse the technalogy of
the office of the future does not fit the
stracture of how things are tradition-
ally done in the office.

Historicallv, the key stimuls in the
application of any new technology has
been the need to solve a current prob-
lem. And the "papermakers™ now hawe
an overpowering problem, one that i
too hig to be solved by todays word-

miral WP i ahont to put the 32640 tes
minals in its sales office network when
they will be used not only for ordes

but for electronic mail Notes Eﬂrl
"Ther iz fo better way to learn aboul
a market than te try it out in your ow
operations.” ]

prociessing (WP approach. The insas
ance baminess iz a "paper nightmare”
eries James S, Bolen, systems manager
at Fireman's Fond Amorican Inse:
ance Co, Wi iz a "stopgap measure, jusl
another way of pushing paper aroond”
e sy, © W should be looking al bos
to get rid of that paper.” And that =
what Fireman's Fund expects to do

Linking them together

Current W prodocts will move oloss
to integrated office systems this year
when several suppliors of text-editing
typewriters  introdosce  improverenk
that will turn their stand-alone unils
into communications terminals, Intes
national Buziness Machines Corp. ha
had an editing typewriter that “talke®
fo fis own kind, but it “never took of
becausea it was so slow " save Edward |
Hoson, marketing chicef st Vydee Corp
which soon will add eommunications s
its display text editor, Xerox Corp, wil
annognod the same capability for il
automatie typewriter, possibly [liter
this year And this month, Lexitrm
Corp. will add communications to i
machine.

Electronic mail iz another over
powering  businsss nesd thal shoold
specd the move to integratoed cffice sys
tems. And the need grows stronger al-
ekt daily because of the deteriorating
performance of the 1. 5. Postal Servio
and rapidly rising mail costs. " Mail ses-
vier and costs grc petting so bad thet
maybe tochnigees that we thouwght
wiould be cost prohibitive won't be,” de
clares George E. Pake, who heaca
Xerox” Palo Alto Research Center. "'We
alzo might be clever enough—by using
datn eompression techaiques—to send
mail no matter what the communi-
catlipn costs are.”

The sombination of such new Cock
Aaagy and worsening mail serviea wix
tuslly guarantess that electronic mail
and internal docoment distribotion will
be a major job for future office syatems,
Harvey L. Pastan, an engineer for Ax
thur I, Little, Ine, a Postal Servise
congultant, says, "Uther services will
gradually replace the 1.3, mail unles
somithing s done.” But postal officials
show litle inclination to sel up elé-
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tronic mail systema. Beyond Western
Union's Mailgram, any system now &n-
yiioned by the Poastal Servies eonld not
be fully operational for 10 wears, if
then, savs John J. Wise, aasistant post-
master general for RED.

As word-processing terminals begin
swapping electronic mail and reaching
inte central electronic files, the inte-
grated office system will begin to look
more and more like an electronic data
processing system. "I1 B no secret that
the EDF world and the wr world are
converging,” says William Beihke, (M
viee-president.

He maantaing that word procossing
must take advantage of EDP power, bul
ke savs the question is how, "Will we
cepend on machines already in EDP
centers, machines now doing account-
ing, financial, and inventory appli-
e bions?" Qlsrrvems are convipeed Lhat
[EM's anawer will be & resounding
ll?mﬂ

Says a top executive of one big [BM
competitor: "There iz ro doobt in my
mind that the next 1BM word-process-
ing product will accesn the computer,
But iz that really what our marketplace
reeds? he asks, If history is any
teacher the answer iz probably "No™

The “iriendly’ terminals

Deapite the astounding growth of
EDP in the past two decados, computers
are still not serving the information
neads of the office or of management.
“"Oinly a handful of computer specialists
kave the remotest idea of the informa-
tion ¢ and retrieval problems in
typical offices,” =ays Evelyn Berezin,
prezident of Redactron Corp. “The
problem is that computer people know
kow to think numbers, bat they do not
know how to think words,” she says.

Stuart E, Madnick, a professor of
management at the Massachusotts In-
gtitute of Technology, acknowledpes
that the effective use of compuaters for
large-seale information management
rather than numerical computation is
“still a largely unsolved problem.”

It iz in attacking this complex prob-
lam that efforts of word-processing
equipmont makers to develop casier-to-
vze "friondiv” products will really be-
gin to pay off. "Word processing has
the potential of lending us to the man-
agement information system that EDP
kas talked about for 10 years or more
and never delivered on,” declares Alan
Pupchase, senior industrial economist
at Stanford Research [nstitute. Man-
agoment can bettor undorstand and ro-
late to WP than it can to EDP, he says,
and WP puts a computer capability into

each office in a form in which the secre-
tary can use it

In fact, there iz a wing ferling
among many people that wp svstems
will take over many of the jobs that
srall business computers are now be-
ginning to do. "More and more, We will
be used for what was EDP in the of-
fice,” prediets 3R1's Purchase,

A key problem with the EnP display
termingls used to communicate with a
comparter is the difficulty that the aver-
mge office worker has in learnicg how
tx run them. People are foreed to
chinge their habits to fit the way the
compater works, Thiz "computer cul-
ture” is the spures of many of the prob-
lems that word precssing has run into,
saye William K. Englizh, who heads the
offiee communications group at Xerox
Palo Alto Resecarch Center.

For this reaszon, much of the center's
research in the past three years has
been aimed at developing an office ter-
minal that uses what English calls "the
culture of people"” By studyving how an
individual uses a terminal and how it
affeeta hia or her job, the conter has
oome up with experimental terminals
that are used very informally and do
nof demand new work structures. As a
reault, English now fecls muoch more
optimistic aboat building a system that
can bo operated easily dnd informally
by office workera

One of the new display terminals
will be uaed by the research conier's
40-0dd administrative workers in a test
this - summer. The powerful experi-

Goldman: “The phona is the biggest
lima waszlar thal | know of."

\.

mental office system is quite unlike any
WP terminal on the market

Calling up infarmatian from an elee
tronic file s incredibly fast, and mak-
ing changes in the wording of a docy-
ment displaved on the TV sereen is very
pasy. The user moves a hand-hold mov-
able controller (called a "mouse™) over
the desk top, and in response, an elec-
tronk printer moves onb the screen o
the word or paragraph to be changed.
Move the “mouse™ lefi, and the elec
tronic pointer moves loft on the screen.
Hit a button eallod "euat,” and the wond
or paragraph disappears. Punch an-
other button labeled "paste’ and the
paragraph or word is inserted ints the
toxt where the pointer is located,

Moving the electronic pointer to the
"in-basket™ heading on the scroen pro-
duces a list of memos and letiers on the
display that have arrived from other
affice terminals, The user points to any
letter that he wants to read. Then he
can either file the letter away in his
electromnie filing cabinet or he can it a
button and & nearby printer or copler
will produce a " hard sopoy.'

English zees both managers and see-
retaries using the same terminal, and
he believes that the Tv-like display
sereen is the only way to go. "The type-
writer word processor is much slower
and moch harder Lo learmn,™ he says. s
ing the terminal could alss change how
a manager works. "There will ke &
long-term tendency for the profes-
sional to do his own typing and filing,”
predicts ADLs Gialiano,

Combining the experimental Xerox
terminal with a nearby electronic fil- 1
ing eabinet and & copier-printer-fac-
gimile syatem illustrates Xerox® dis-
tributed proccssing . approach to the
office of the future. Costs are too high
now to build a commercial version of
this aystem, but Xerox is betting on
the continuing downward spiral ic the
cost of clectronic eircuitry. |

The Xerox scenario for the manuger |
iz certainly different from the one that I
IBM envisions. One former IBMer u&:
that the company plans to provi
mifimum handwars for the manager in
his office and to use its big central com-
puter systoems. This approach, of
COUrSE, prescrves 1EM's preatest asset.

The big computer maker is not alk-
ing ebout what it ia planning, bat a
gimilar point of view keeps surfacing
in talks with IBEM exceutives, Says Wil-
liam F. Laoghlin, vice-president: ™I
don't think the executive wants that
maze of equipment on'hiz desk. By 1985
el] wuﬁ more likaly find & terminal
on the secretary’s desk.” And Robert B.
LaDue, marketing director for word-
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processing systems makez the point
that, "It's awkward for 4 manager to
tap the information in the office system
of the future, How do you get him to
use & terminal? There are a lot of fasci-
nating developments in hardwares that
managers wouldn"t touch with a 10-
foot pole.”

Almoat all of an executive's inter-
action with machines is with agdio de-
vices, such as the telephone and dicta-
tion equipment. And that seems to be
the way that [8M is going in devoeloping
gomething for the execalive's desk,

The work is being done at IBM's San
Jose (Calif) laba, which this month be-

Selling data to the office of the future

"Some companies are already into the
offtee of the future, and they don't even
know it,” says Vincent Giuliano, senbor
stalf membar at Arthur D Little, Ine.

The path of entry in these cases is
not through word-processing ayztems
but rather through the use of cutside
information services. By leasing a com.
r.ll.tr terminal from any of two dozen

formation services, a company can
tap & large central memory bank for a
dazzling array of data on subjects
ranging from the stock market and
general news to legal decizgions.

But business has besn slow for three
of the most comprehensive services
now offered. Salesmen blame the reces-
sion and the big price tags, but perhaps
the mzin reason is that the lecal termi-
nals change the way people work.
Powertul systems. Despite their initial
lack of success, these systems are pow-
erful tools. Bunker Ramo Corp., which
teamed up with Dow Jones & Co. in
1971 to ide the financial commu-
nity with a computorized dats base,
makes available abstracts of all news
articles in Dow Jopes publications for
the most recent 90 days, as well as car-
rent stock trading reporta and finan-
cial data on 7,000 companies,

For accegz to the system, a user
gunﬂbea & key on hiz local terminal to

osignate an industry, o company, or &
govarnment agency, and a list of head-
lines appears on the display sereen.
Then he can call up the abatract of the
ific news story he wants to read
bert Riley, & viee-prosident of corpe-
rate planning at Chass Manhsattan
Bank, finds the service invaluable for
monitoring stock priees, mergers, and
acquisitions. But he adds, "It has taken
quite some promotion in the bank to
get people used to it."”

The New Yerk Times information
hank has a data base of nearly 1-billion
abstracts of articles dating back to
1969 from its own pages and from 60
other publications. The newspa
which has speat $8-million since 1

o

develop the system, says a typical
elient in the Midwest spends 15,000 or
more each year to run 150 searches a
month, wvalmg the terminal and a
printer that turns out “hard eoples.™
Lew sssrches. Also expensive is Mead
Dats Central’s Lexis system, which
provides lawyers and accountants with
instantaneous retrieval of the foll text
of various court rulings and the regu-
laticns of several government agen-
cies. The customer pays $£2500 to have
the tarminal installed and to learn how
to gse it, $500 a4 month to lease it, and
£97 an hour for scarch time.

Bul Lexis can pay off handsomely,
users say. "l needed some arcane tax
dmum-em that would have taken me
an hour to find in our library,” says one
New York lawyer, “but with my termi-
nal I had them in five minutes.” Lexis
has M) epstomers, but it took six years
and $20-million to put it together.

The problem for Lexis, as for other
gystems, is in persuading customers to
break old work patterns. "Getting law-

re Lo change their ways is more than
just a challenge,” laments Jerome Ruo-
bin, Mead Data president. And there is
a fear, says Walter Davis, 2 marketing
director for Bunker Eamo, "especially
among junior execsutives, that maybe
these machines can suppiant them.”
Skl needed. Clients also find the New
Yerk Times information bank difficult
Lo use, “You spend too much time and
money asking it gquestions, and an-
gwering its guestions before you BR-
nally get & roply,” says one major fi-
nancial vser. E. Holmes Bearden,

blic affairs manager at Mobil O

, finda that "many people are in-
timidated by it because it takes some
skill to zero in on what yo want.”

But as the "friendly,” easicr-to-use
wnrd-gmnming terminals become
available for such dats-base systems,
and as costs go down, such outside cen-
tril information banks, immediately
pecessible from the user's own office,
will become standard office fixtures.

came part of 12M°s new Communication
Systemz Div, "iaM-San Joze has done 3
pood job of defining management
costs, something that no one had tried
to do bafore,” says one [RM watcher.

Tha telephone lerminal

Ot of this research has come an ex-
perimental 1EM system, ho suys, which
integrates the Touchtone telophene
with "damn near everything you do in
the course of the day."” The phone i
confecled to & central compiter, s
will as to a seeretarial work station for
dictation. The phone can alio bo sed
a3 & calculator, and it can automati-
cally make a call for the executive ot
any preselected time.

A gix=line of eight-line dizplay ia alss
attached to the phone terminal for use
in gquérying a reference library
"cheaper than you can put it in a file
drawer.” this ohscrver notes.

Central to this product concepl i
[BM's private automatic branch ex-
change (PABX), which is being sold in
Euorope. IaM has not introduced it to the
U. 3. market, where its entry is dowded
by regulatory and legal questions.

Xerox, on the other hand, is mot
thinking about telepbones and verbal
communications—at loast not in the
near term, save chicf seiontist Jack E
Goldman, "1 personally don’t want to
use the phone for substantive content,”
says Goldman. "1 send the information
by Telecopier—that's the culture we
live in now at Xerox. The phone is the
biggest time waster [ know of

Sorme people weuld even use the new
technology to eliminate the office for
maost executive work. Peter Goldmark,
president of Goldmark Communi-
catione Corp. and former head of cms
Laboratories, is less concerned with the
hardware of the officc of the future
than he is with the habitat, His latest
ides is a series of setellite work centers
located in the suburks, Here execulives
could work when face-to-face contacts
and trips to the city wore unnacessary,
and Goldmark figures that as much as
T6% of all contacts are not really neces-
sary. He is trying to get a group of
companies together fo participate in a
satellite-office experiment. Such a work
center would be equipped with facsim-
ile, word-processing, and tele

mnfumnn uipment.
rma:gmm however, are skep-

tical nf such plans. Purchase of 3EI
says: "Toa mueh of our wark atimalant
oomea from interactions with othes
Emp]n People still have to have an of-
to come to and interact with associ-
ates™ L]




