
































































































































































































































































































































































end of the day, the customer said, "See? I haven't 
done anything wrong," quit the application, and 
pinned the data diskette to a steel cabinet with a 
magnet. 

I swear these are true stories. 

For still more on tech support, see "Help!," at the end of 
this chapter. 

template 1. Get venture capital. 2. Demo vaporware. 3. 
Go public. 

test drive kit A demo version of software intended to 
convince people to buy something they don't need, 
from people they don't trust, with money they don't 
have. 

Three Rules of Life Back up your hard disk. Rebuild 
your desktop. Send in your registration card. 

If you adhere to only one of the Three Rules of 
Life, J'ou're better than 90% of computer 
users. 

Token ring A diamond ring of less than 2.0 carats for 
the wife of a computer owner. 

A woman's diamond ring should be I carat 
for each computer her fiance owns. 

TouchBASE A royalty stream. 

trade barrier A business practice that perpetuates 
lnferior products in the name of patriotism. 

Trojan horse Desktop publisWng. 

TrueType Software that never existed that was used to 

'it woman's 

diamond ring 

should be 1 

carat for each 

computer her 

fiance owns. " 

force Adobe to reduce PostScript Ucense fees. 



tweak A person who is never satisfied with the status 
quo and always sees ways to make the world a 
better place. 

More on technical support ... 

Help! 
Reprinted from MacUser, March, 1992 

Copyright © 1992, Ziff Communications Company 

The most common kind of electronic mail message I 
receive is about how hard it is to get good technical 
support from Macintosh hardware and software compa­
nies. The messages are from two types of people: first, the 
exasperated souls who have already talked to the compa­
nies to no avail and think that I'm a technical guru who 
knows all the answers, and second, the aggravated souls 
who think that- I'm going to intercede on their behalf and 
call the president of the company to get a remedy. (If this 
fails, I'm expected to write a nasty column about the 
company and humiliate the jerks forever.) I've got news 
for both types: I'm neither a technical guru nor a gun for 
hire. 

When I get one of these messages, my dark side is tempted 
to respond by saying, "Why are you buggingme?Thisisn't 
my problem. Fight your own battle. I left ACIUS two 
years ago. Bill Gates doesn't listen to me. Fred Ebrahimi 
couldn't care less who I am. I haven't talked to Paul 
Brainerd in years. When I see john Warnock, I'm going to 
ask him for some fonts for myself-not help you." 

~-----w--ea-k--------------------------~ 



But I don't. I'm a wimp. I'm afraid to. My light side refuses 
to abdicate control. I have nightmares that someone will 
read my response aloud at a user group meeting or print 
it in a newsletter. Or that someone will burn his copy of 
The Macintosh Way on CNN. (If you're going to burn one 
of my books on national television, please, for publicity's 
sake burn Selling the Dream.) 

This column explains how to get good technical support. 
When it is published, my light side may let my dark side 
answer my E-mail. Or, my light side may simply refer you 
to tltis column in a one-line response that's stored in a 
Thunder 7 glossary-making a response accessible by 
pressing one function key. 

Before You Call 
Se11d in the registration card. On a bozo scale of 1 

to 10, not sending in the registration card is a 9. The first 
thmg most companies do when you ask for technical 
suppot1 is look you up in their database of registered 
customers. If you're not there, you're starting off on the 
wrong foot, because the support person is thinking, "Is 
litis a pirate or not?" 

Registering lets you to take the moralltigh ground. If a 
company doesn't send you notices of upgrades or new 
versions, it's not your fault. It's their fault. Also, it's 
considered hip tltese days for a company to send direct 
mail to its installed base. By registering, you're going to 
get junk mail, but some junk mail contains great 
bargains. 

Try the simple things first. Getting teclutica.l sup­
port, even from the best companies, is a pain in tlte bus. 
Avoid it as much as possible by trying the simple things 
before you call. Rebuild your desktop by restarting your 
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Macintosh while holding down the Option and Command 
keys. Reinstall the software from the original disks that 
you bought, because applications and their adjunct files 
get corrupted. You might as well try these things before 
you call, because the support person is going to ask you 
to do them anyway. 

Know what you've got. If the simple things don't 
work, make sure that you know what you have in your 
system befote you call. Start by finding out the version of 
the software you're using. To do this, choose the About 
command from the Apple menu. Tllis provides a dialog 
box with version information. 

Also, know what kinds of INITs and control panels 
you're running, because a favorite cop-out for companies 
is to blame the vagaries of INIT and control panel con­
flicts. Tllis is a manifestation of bozo support: "Avoid 
solving a customer's problem, make the customer think 
he did something wrong, and send !lim off to look for his 
own solution." 

The way to avoid this is to know in advance what's in your 
system. You can do this by running a program such as 
Profiler (part of Now Software's Now Utilities) or the 
freeware program TattleTale, which has similar abilities. 
These products provide a report of what's running in your 
system. 

Then when a support person says, "This sounds like an 
INIT (or control panel) conflict," you say, "What INITs 
(or control panels) cause this? I know exactly what I have 
in my system." You are permitted to think, "Make my day, 
bozo." 

See if yott catz dttpUcate the problem. The most 
frustrating problems for both users and support people 
are problems that can't be repeated. Before you call, try 
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to make the problem repeat itself. Record exactly what 
you've done. This provides useful clues to support people 
to figure out what's gone wrong. If you can't make a 
problem repeat, go to the next paragraph. 

Get a life. Many people who call for technical support 
are victims ofself-inllicted abuse: "\Vben I'm in Excel \vith 
Talking Moose turned on but not talking, right after After 
Dark launches the flying toaster screen saver if I hold 
down the tab, shift, option, and delete key and launch 
About Excel with my Radius Pivot in landscape mode, I 
crash. Is there a fix for this?" 

There is a fix: don't do it. To paraphrase Goodman Ace, 
if sometlling hurts when you do it, don't do it. Sometimes 
support people are justified in telling callers, "This 
sounds like an INlT conflict." 

When You Call 
Be sly. A trick to getting through to a company's technical 
support people is to figure out tl1eir biorhythms. Some 
people like to start early and get a jump on the day. Some 
like to work late, because they don't have lives. Some like 
to work during lunch, because customers don't call 
during lunch, because they think that the suppot1 people 
are out. Experiment until you figure out the best time to 
call. 

Always make progress. Some people take lithium 
before they call companies with voice mail and message­
taking devices. They're wrong. These tools are a terrific 
aid to support if you remember one thing: Always make 
progress. Don't leave a message like, "This is Steve jobs 
1 have a problem. Call me back at (408) 555-lOIO." 

Instead leave a message like this: "This is Steve jobs. I an1 

using version 4.01 ofWordMaker running under System 
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7.0.1 on my llci with 8 megabytes of RAM running at 16 
shades of gray. I crash when I try to add more columns to 
an existing table. Please call me back at ( 408) 555-1010 
until 6:00 pm PST. From 6:00 to 6:30 I'll be in my car; 
the car phone number is (408) 555-2227. After 6:30 
I'll be home at (408) 555-2393." 

Be succinct. On the other hand, don't be verbose. 
Provide the pertinent information to solve your problem. 
Don'twaste time \vith an essay about why they should help 
you: "I bought my first copy of your software when it was 
running on an Apple ll. Since then, I've bought two more 
copies. I tell my friends to buy it. Once, I was at a user 
group meeting and a salesman from your company did a 
demo. I think his name was Biff, or maybe Bruce. I 
thought his demo was lousy." 

Develop a close relationship. The voice at the other 
end of the line is a person. A human being with hopes, 
aspirations, dreams, desires, and frustrations. Rather 
than treating that person as your butler, concierge, or 
slave, foster a relationship. Latch onto one person and 
write down his or her name and extension so that you get 
person-to-person support instead of a party line. 

Here are the best ways: Write to the person's supervisor 
and say what a great job tlte person is doing, send him a 
gift, or send a sample of your company's products. Over 
the course of several years, grateful customers have sent 
me books, Danish pastries, steaks, pork chops, t-shirts, 
footballs, and one of every computer product that 3M ever 
made for customers. My favorite gift of all time, though­
what with my being a wife and all-was a box of Dow 
Chemical household products. 

~-----W--he_n_Y-ou_C_a_ll ______________________ ~ 



If All Else Fails 
If none of these techniques yeilds satisfactory support, 
then my suggestion is that you contact the president of the 
company. This is an art in itself. 

Send a Fax. Faxes are hip. In the evolution of business 
correspondence, first people sent letters to get attention, 
then they made telephone calls, then they sent letters via 
Federal Express. Now they send faxes. There's something 
about a fax that makes it seem urgent. 

Start Your Fax on a Positive Note. Honey, sugar, 
even Nutrasweet works better than vinegar. Start your fax 
with a sentence like this: "I enjoy using your product. It 
is among my favorite applications. Frankly, I consider it 
justification to buy a Macintosh." 

State Your Problem Succinctly. Do not send a fax 
that is longer than one page (two, counting the cover 
page). State your problem, and ask for resolution. No­
body wants to hear your entire woeful plight. 

Don't ('I'ry to) Get an Employee in Trouble. 
There's a high. probability that the person you try to 
skewer is the one who is assigned to help you. Describe 
everyone's effort, regardless of what happened, like this: 
'Jane has been extremely helpful and professional, but 
we still haven't completely resolved the problem." 

If writing to the president fails, then it's time to vote with 
your feet and your dollars. Some companies and custom­
ers were just not meant to build a relationship with each 
other. That's okay-just move on. And if you find you 
have a compelling need to write to a columnist about your 
experience, I suggest Debra Branscum at Macworld. 
Leave me alone. 1 

'I rcgreted writing the 
last sentence. People 
thought, correctly, 
that I was being a jerk 
by telling my readers 
not to bug me. But if 
you could see some of 
the lcncrs I got, you'd 
know why I was 
getting mgged. On the 
other hand, I was a 
hero to every tech 
suppon person in the 
industry, and now I 
get amazing tech 
suppon when I call. 

~-----------------------lf_A_II-EI-se_F_a-ils-----~ 



user group Software pirates gone legit. 



Undo Bringing Steve jobs back to 
Apple. 

undocumented feature A bug in 
your company's software. See 
also bug. 

unexpected result A bug in your 
company's software. See also 
bug. 

UNIX Emasculated system software 
that doesn't use a pointing 
device. 

update Revising software to get 
comarketing from Apple and 
distributing it for free. 

upgrade Revising software to get 
comarketing from Apple and 
charging for it. 



"People wearing 

ties do lousy 

user-group 

demos. " 

upwardly compatible A rich spouse who lets you 
connect to CompuServe at night. 

user group Software pirates gone legit. 

People wearing ties do lousy user-group 
demos. 

For every software pirate in a user group, 
there are ten personal computer administra­
tors from Fortune I, 000 compcmies. 

user interface Whatever Alan Kay says it is. 

~------u-se-r-in-t-ert_a_c_e ------------------------~ 





venture capitalist A person who made money because 
of luck, but is convinced it was because of brains. 



V AR Very Aggravating Reseller. 

venture capitalist A person who 
made money because of 
luck, but is convinced it was 
because of brains. 

Luck is the factor most 
highly correlated with 
a successful venture 
capitalist. 

For still more on venture capi­
tal, see "Don't Kvetch, Kick 
Butt," at the end of this 
chapter. 



"The difference 

between 

advertising and . 

PR is advertis­

ing is when you 

say you're good 

and PR is when 

others say 

you're good. PR 

is better. " 

1 Thanks to Man Evens 

virtual memory A System 7 feature that makes it almost 
possible to run software with slightly more memory 
than you have. 1 

virtual reality Really good PR. 

"The difference between advertising and PR 
is advertising is when you say you're good 
and PR is when others say you're good PR is 
better." (Told to me by Jean-Louis Gassee 
during one of his tortuously long and unpro­
ductive Monday morning staff meetings.) 

virus A marketing ploy to sell more utilities. 

More on venture capital 
(or lack of it) ... 

Don't Kvetch, Kick Butt 

Reprinted from MacUser March 1991 

Copyright © 1991, Ziff Communications Company 

Software developers are in a tizzy these days. One half 
complains about how hard it is to penetrate the Mac 
market. The other half believes that the Macintosh market 
isn't worth penetrating, so they're going to Windows. 

I don't agree with either half, but I care only about the first 
half. The second half can go to Hell. This column is about 
ways in which small Macintosh software companies can 
penetrate the Macintosh market-even today. It's also 
my own small contribution to helping break Microsoft's 
stranglehold on pers~naJ computing. 

~------v-irt_u_a-lm_e_m_o_~------------------------~ 



The Press 
Principle: Dealing with the press takes a rifle, not a 
shotgun, approach. There are only three publications­
MacUser, Macworld, and MacWEEK-that developers 
have to worry about. (Maybe I should add!nfolVorld, but 
its Macintosh coverage centers on proving that Windows 
will kill the Mac.) 

The revelation that there are only three publications to 
cover has enormous impact. It means that developers 
don't need to spend $25,000 on a party to impress 200 
champagne-guzzlers. 

Three editors-Russ Ito of MacUser, Carol Person of 
Macworld, and Henry Norr of Mac WEEK-are the most 
important press contacts developers can make. The best 
way to get to them is to call them and show them a product. 
This might costa developer a trip to the Bay Area and three 
lunches. (Henry Norr's favorite place to eat is the 
Rinconada Center.) 

Although these three people are the most important, they 
focus on new product announcements and reviews. There 
are other editors and writers who do lab-based compari­
son articles, feature stories, tips-and-tricks columns, and 
end-user profiles. The best strategy is to find a product 
champion from among the editors and writers by sending 
a copy of the product to every person on a magazine's 
masthead. 

A personalized cover letter, press release, and the name 
of the company contact should accompany the product. 
After developers send their products, they should follow 
up by calling each recipient. Many developers think that 
the box of software the postman dumps off 'vill blow 

~--------------------------T-he_P_r-es-s------~ 



editors away so much that they will be compelled to write 
a story or column about it. Dream on. I haven't opened 
most of the software I've received this way. 

Distributors 
Principle: A product gets the level of distribution it 
deserves. Large, successful software companies who want 
to gobble up developers ("acquire your product") and 
high-priced marketing consultants would l~ave develop­
ers believe that "distribution is impossible to get these 
days." Hogwash. It's not impossible if a developer has a 
hot product. Let me explain. 

Products such as PageMaker, Word, and Excel are com­
modity items. Every distributor (a distributor buys prod­
ucts from developers and resells them to dealers) has to 
carry them, and this means that everyone competes on 
price. Hot new products are not commodity items, so for 
awhile, distributors and dealers can make a lot of money 
on them. Thus, a product can be desirable even if it's not 
from a big vendor. 

just as there are only a handhtl of magazines, there are a 
handful of distributors that matter. Really, there are only 
two: MacAmerica and Ingram/Micro D. So developers 
only have to impress two people: MacAmerica's jack Koll 
and Ingram/Micro D's Sue Harvey. 

The same rifle approach works on distributors: call then;J 
up, tell them about the product, and go show it to them. 
Believe me, if a product is hot, they will fall over them­
selves trying to acquire it. 

~------T-h-e -Pr-e-ss---------------------------. 



Dealers 
Principle: Concentrate on end-user pull, not on dealer 
push. Should developers try to go crazy and find, recruit, 
and train 3,000 dealers around the world? No way. 
Dealers sell the products that people ask for at their 
particular store. A developer's job is to generate crowds 
of people who come in asking for its products. 

Frankly, most developers don't get dealer shelf space 
because dealers have very little shelf space to give. This is 
OK, because most Macintosh software is sold through 
mail-order companies anyway. If developers can con­
vince MacConnection, MacWarehouse, and MacAvenue 
to carry their products, their distribution is set. If devel­
opers can get Egghead, then distribution is truly done and 
they can concentrate on generating demand. 

Before I antagonize every dealer, I would like to mention 
that there are a handful of stores that set the trend for the 
nation. They include ComputerWare in the San Francisco 
Bay Area; North Shore Computers in Milwaukee, Wiscon­
sin; MacEmporium in New York City; and MacUniverse in 
Los Angeles, California. 

ComputerWare in particular is a good test: if 
ComputerWare can't sell your product, no other dealer 
will be able to. The cheapest market research a developer 
can buy is to call up the Palo Alto store and ask for Yuji 
Honma. If he thinks your product \vill sell, it will sell. 

User Groups 
Principle: Help friends first. If you've been reading my 
column for a while, you know I love user groups. There's 
something very touching about people who band together 
to improve people's Macintosh computing experience 
without any monetary compensation. 

User Groups 



These groups are developers' friends. One of their pri­
mary purposes is to disseminate infonnation-and de­
velopers have infonnation-about their new products. 
This is a perfect match, yet most developers do not work 
user groups. Many developers think that user groups are 
a bunch of crabby people who sit around complaining. In 
fact user groups are a medium more powerful than most 
Macintosh magazines. 

Therefore, developers need to get off their derriere and 
work with user groups. Every developer should send 
every Macintosh user group a review copy of the product; 
50 brochures and flyers; and a free perpetual subscrip­
tion to any company newsletter about the product. One 
more thing: every developer should visit every major user 
group to do a demo at least once per year. 

I'll put my money where my mouth is. If you want a 
database of the kinds of Mac contacts that I mentioned, 
contact me and I'll send you a copy. It's for the common 
good. Get out there; kick some butt. The whole Macintosh 
community will love you for it. 

~------U-se_r_G-ro_u_p_s ------------------------~ 





wimp Anyone who backs up his or her hard disk. 



warranty The time period during 
which your computer does not 
break. 

A Macintosh will break 
when you open the box, 
o1· on the 366th day. 

Apple employees will tell 
youtheyhaveneverheard 
of what your Macintosh 
did. 

Dealer employees will 
tell you that what your 
Macintosh did happens 
all the time. 

wide area network Any network 
too large for ~ocalTalk. 



"Never take 

your PowerBook 

and your wife 

on the same 

vacation. " 

widow The spouse of a computer owner. 

wife A person-male or female--who doubles the time 
it takes to write a software program (or book) and 
then asks why the royalties take so long to arrive. 

Never take you,. PowerBook and your wife 
on the same vacation. 

wimp Anyone who backs up hls or her hard disk. 

Windows Software that makes a 80386 run as slow as a 
68000. 

More on Windows ... 

Windows Hell 
A Microsoft Windows programmer died, and he went to 
where the Committee decides whether a person goes to 
Heaven or Hell. 

The Committee asked the programmer if he wanted to see 
Heaven and Hell before he made hls choice. "Sure," he 
said, so an angel guided hlm to a place where there was 
a sunny beach, volleyball, rock 'n roll, and where every­
one was having a great time. "Wow!" he exclaimed. "That 
was great! Was that Heaven?" 

"Nope," said the angel. "That was Hell. Want to see 
Heaven?" 

"Sure!" So the angel took him to another place. Thls time 
there were a bunch of people sitting in a park playing 
bingo and feeding dead pigeons. 

"Thls is Heaven?" asked the Windows programmer. 

"Yup," said the angel. 

widow 



"I'll take Hell," he said without hesitation. And instantly 
he found himself immersed in seething volcanic lava with 
his clothes and hair being burnt from his body. 

"Where's the beach? The music? The volleyball?" he 
screamed frantically as the heat began to overcome him. 

"That was the demo," replied the angel as he vanished. 

workstation A computer with a powerful processor, 
ugly interface, and no software. 

write-protect Advertising in a magazine to ensure a 
good review. 

WYSIWYG When You Ship Is When You Get. A compen­
sation and bonus plan for programmers. 

More on wives ... 

My Life as a Wife 

Reprinted from MacUser October 1991 

Copyright© 1991, ZiffCommunications Company 

I have a lot of free time these days. I never had this much 
free time because I was always one of those DOs (diligent 
orientals) obsessed with overachievement. You know the 
kind: takes advanced-placement courses in high school, 
graduates early from college, gets an M.B.A. while work­
ing full time, slaves at Apple, and starts a company. 

I'm off the fast track now, because I realized that all men 
are cremated equal. What's the use of killing yourself as 
a corporate slave? Instead, I'm concentrating on leaving 

r--------------------------M--or_e_o_n_w-iv_e_s-----~ 



the best-looking corpse I can, and I'm also turning into a 
wife. This column is about what it's like to be a Macintosh 
wife. 

You can be a Macintosh wife whether you're a man or a 
woman. I'm not being sexist, just empirically accurate. If 
this offends you, I'll send you the file for this column and 
you can substitute "hife" or "wusband" to make yourself 
happy. The point of this column is for you to appreciate 
your wife. You probably think that your life is hard, and 
your wife's life is easy. 

Parameter-RAM Caching 
Be forewarned: this column has almost nothing to do with 
Macintosh. If you don't like it, I'm sure there's a feature 
story comparing parameter-RAM caching in the top 100 
3 1/2-inch hard disks somewhere in this issue. Also, if 
you're the wife of a Microsoft employee who emigrated 
from Singapore to search for political freedom, who likes 
to keep a machine gun around the house in case a herd 
of deer attacks, you'll probably dislike this column. 

While you're at work mousing around, readingMaclVEEK, 
pondering the impact of System 7 on INITs, and trying to 
stop Microsoft Word from unexpectedly quitting, we 
wives are at home suffering. You probably think that it's 
easy to keep a home and family running compared to the 
stress of shipping a faster version of software and making 
sure that there's lots of software for a computer with 128K 
of RAM from a company whose role model seems to be a 
Latin American dictatorship. You're wrong. 

It's not easy. Here are three reasons why. First, there is no 
support structure. At work, there are receptionists; sec­
retaries; shipping clerks; and, God help us, management. 
At home, you face each crisis, no matter how small it may 

More on wives 



seem, all alone. Second, there is no camaraderie. At 
work, you can wander over to the next cubicle to bounce 
ideas off colleagues or to commiserate. At home, there 
isn't a next cubicle at all. Frankly, it's often quite lonely 
being a wife. Third, there is little tangible feedback. At 
work, there are milestones such as finishing a project, 
shipping a product, and getting a performance review. At 
home, each day seems like the day before, and I doubt that 
most couples get together to review their performance. 

The Gory Details 
So that you may gain a greater appreciation of what it's 
like to be a wife, let me provide a tongue-in-cheek 
description of a \vife's life. I'm explicitly telling you that 
it's tongue in cheek because the minds of some readers 
are so fragmented that they can't tell when I'm kidding. 

Eating a meal becomes an event. Eating takes on enor­
mous importance--almost as much as reading E-mail­
because it breaks your day into pieces: breakfast, before 
lunch, lunch, before dinner, dinner, and before break­
fast. If you're a '90s wife like me, half of your meals are 
eaten at restaurants. (You '11 know that eating is becoming 
important when you stop caring about d1e speed of 
service. From my perspective, I have to read d1e San jose 
Mercury News, San Francisco Chronicle, and The Wall 
Street journal anyway. I force myself to read The Wall 
Street journal so that I can relate to my spouse's career.) 

Because eating takes on such significance, so does exer­
cising. Arnold Schwartznegger would be proud: I lift 
weights two times a week and play basketball three times 
a week. The high point of lifting weights is often seeing 
other professional athletes-like Roger Craig, jerry Rice, 
and Ronnie iott-working out at the same time. It's kind 

The Gory Details 



of a male bonding thing that transcends wifedom. The 
high point of playing basketball is watching the others 
hurry back to work without having lunch. I haven't gotten 
into aerobics yet, because I hate putting on makeup and 
crotch-floss outfits to work out. 

Shop Till You Drop 
Getting back to eating, you really shop for food. Shopping 
for food used to mean buying Jolt at Seven Eleven. It was 
GIGO shopping: Get In and Get Out. Now shopping for 
food takes on the significance of an offsite retreat; it 
means going to multiple markets based on their relative 
strengths. For example, when I make pot roast, I go to one 
market to buy a spedfic onion soup mix. Then I make 
:mother trip to another market to buy a specific kind of 
meat. I once saw Steve Jobs at this market, and he told me, 
"If you ever want to do something in1portant with your life 
again, contact me." 

When you're a wife, you also really cook food. Cooking 
food used to mean opening the aforementioned jolt and 
calling for a pizza. Not when you're a wife; when you're a 
wife, you cook from scratch because it uses up time and 
because it makes you feel like you're contributing to the 
happiness of your (working) spouse. I love to have a hot 
meal waiting at home for my spouse when she gets home 
from work. It really disappoints me when she gets home 
late, and the food is cold. Later in the column, I'm going 
to provide my heretofore secret recipe forteriyaki chicken. 

Pick-a-LiHie, Talk-a-Little 
You hang around with other wives. My circle of daytinle 
friends has changed from the likes of Randy Bat tat (a vice 

~------Th_e_G_o-~-0-e-ta-ils----------------------~ 



president at Apple) to his wife, Chris, and her two 
Portables: Scott and Alexandra. We always bump into 
each other.at the market or at the mall. When we bump 
into each otl1er, we always ask tl1e obligatory questions: 
"How is Randy/Beth doing at work?" "Are you thinking of 
going back to work soon?" (Answer: I'm taking some 
part-time work, but Randy/Beili really wants me to stay at 
home with Portables.") I've heard from other wives­
particularly the ones who used to be hotshot business 
executives-that there is no substitute for raising Por­
tables. Nothing, it seems, could be more important or 
more satisfying than raising Portables. 

You learn a lot of strategic iliings about running a home. 
Here are six. First, laundry tl1at's been washed can stay in 
ilie washer for two days before it starts smelling bad and 
you have to wash it again. Second, laundry that has been 
dried can stay in the drier as long as your spouse doesn't 
need clothes. Third, putting water into dirty dishes and 
pots reduces ilie effort to wash the dishes and pots by 80 
percent. Fourth, 20 percent of ilie dishes account for 80 
percent of ilie usage. (Pareto's law of dishes). With 
proper selection, you never have to put dishes away. Fifth, 
you cannot go to Price Club without spending at least 
$200. (Tius is a very good omen for selling Classics in 
superstores.) Sixth, a great deal of Price Club merchan­
dise can fit into a Porsche 911. 

You try to talk a Jot to your spouse when he or she gets 
home. After being bored all day, you need to talk to an 
intelligent human being about something other than the 
rising cost of groceries. I always ask my spouse about her 
day so tl1at I can live through her vicariously: "I met \viili 
ilie agency people from Foote, Cone, & Belding. We 
discussed the new ads we're shooting wiili Spike Lee. My 
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ad budget bas been increased to $25 million. How was 
your day?" I worked out and then bad a cafe mocha then 
went marketing (food marketing, not strategic, "Helocar" 
marketing) . 

Finger lickin' Teriyaki Chicken 
You may not have noticed, but I try to write columns that 
provide information that my readers can use. This month, 
instead of tips on how to use PageMaker or Photoshop 
better, I'm going to provide my world-famous teriyaki 
chicken recipe. Ingredients: two pounds of assorted 
chicken parts, two cups of high-sodium soy sauce, two 
cups of sugar, one cup of chopped green onions, two 
tablespoons of minced ginger, two minced jalapeno 
peppers, and two tablespoons of sesame seed oil. 

Directions: combine all the ingredients except the chicken. 
Mix well (I use the Cuisinart that)ean-Louis gave us for 
our wedding gift). Add the chicken and let it all marinate 
for two to three hours. Remove the mixture and micro­
wave for 15 minutes at the highest temperature setting. 
Barbecue it to complete cooking and to add color to the 
skin. The chicken is done when the flesh starts _to pull 
away from the knuckles of the bones. 

Sick of Stacks 
Some of you may contact me because you are sympathetic 
to my need for a career. Some of you will even send me 
HyperCard stacks that you think are the next Lotus 1-2-3 
(the PC version, not the Macintosh version). Save your 
disks, because I like being a wife as much as I hate looking 
at HyperCard stacks. 
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On the other hand, you could send me your favorite recipe 
(but please don't send me any software to keep track of 
recipes). The most important thing for you to do, how­
ever, is to tell your wife how much you appreciate him or 
her. I've got to go .. . it's time for basketball and then 
lunch and then marketing.1 

'111is was my favorite of 
all the columns I 
wrote for MacUser. II 
generated the most 
response of all m)' 
columns. To my 
surprise and relief, 
many women loved it. 
I also received about 
rwemy·five recipes. 

~------------------------Si-ck_o_f_S-ta-c-ks-----~ 



Zodiac I don't have a definition for "Zodiac," but I wanted to 
maintain parallel structure, so this "definition" is here. 
I am a Virgo, and Virgos are meticulous. 



X-modem Choosing your spouse 
instead of E-mail. 

XCMD A computer executive's 
former company. 

Y-modem Explaining why your 
E-mail bill is large. 

zealotry That which makes you be­
lieve before you see. 

For still more on zealotry, see 
"Praise the Macintosh," at the 
end of this chapter. 

Zodiac I don't have a definition for 
"Zodiac," but I wanted to 
maintain parallel structure, so 
this "definition" is here. I am 
a Virgo, and Virgos are me­
ticulous. 



More on Zodiacs ... 

The Macintosh Zodiac 
Aries Aries Macintosh owners seek challenge and change. 
For them each new version of System 7 and Microsoft 
Word is a thrill. Independent and tough minded, Aries 
Macintosh owners hate to share printers or modems. 
They are among the few people who believe in the future 
of multimedia. Favorite application: Macromind Direc­
tor. 

Taurus Taurus Macintosh owners are tenacious and 
need to possess and control their computers. They are not 
content to accept explanations like "There's an INIT 
conflict, II or "It's a bug in System 7. II At times dogmatic, 
they may argue with software companies about how 
software should work. Favorite application: 4th Dimen­
sion. 

Gemini Gemini Macintosh owners are creative, refresh­
ing, and artsy-fartsy. They frequently change their desktop 
patterns and pictures and screen savers. Since Gemini is 
ruled by Mercury, the messenger of the gods, Gemini 
Macintosh owners are often E-mail addicts. Favorite 
application: More After Dark. 

Cancer Cancer Macintosh owners are emotional, dra­
matic, and imaginative. They become too attached to files 
and hence always run out of disk space. They are as likely 
to be in love with their Macintoshes as wanting to cut tl1em 
in half with a chainsaw-but never in between. Favorite 
application: Adobe Photoshop. 

Leo Leo Macintosh owners are kind, generous, and 
happy. They believe that Apple will always provide up­
grade paths and bug fixes. They do, however, have a need 
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to dominate and be in the limelight, so they tend to buy the 
latest software and assume the bugs wilJ be worked out. 
Favorite application: WordPerfect. 

Virgo Virgo Macintosh owners are workaholics, me­
ticulous and hypochondriacal. They rebuild their desktop 
and defragment tl1eir hard disks at least once a week. 
They are completely honest, so they never accept pirated 
software, and they always pay for the shareware that they 
use. Favorite application: DiskExpress ll. 

Libra Libra Macintosh owners believe in justice, order­
liness, and morality. They often strive for harmony in their 
computing space-cheerfully resolving what ot11ers would 
consider problems such as INIT and font conflicts. When 
a user group crowd skewers a demonstrator, Libras leap 
to tl1e demonstrator's defense. Favorite application: Startup 
Manager (Now Software). 

Scorpio Scorpio Macintosh owners are fascinated (and 
at times obsessed) with power. They are persistent, 
determined, and strong willed-willing to spend weeks 
to master an application. These qualities can turn into 
obsessive relationships with certain pieces of software. 
Favorite application: HyperCard. 

Sagittarius Sagittarius Macintosh owners are perpetual 
motion machines fulJ of energy, a sense of adventure, and 
intuitive insights. Of all Macintosh owners, they have the 
most applications-<>ften owning more tl1an one product 
in a category. This makes Sagittarius owners the delight of 
software companies. Favorite application: MultiFinder. 

Capricorn Capricorn Macintosh owners are loyal sur­
vivors who have stuck with Apple. Many of tl1em owned an 
Apple II, upgraded to a llgs, and even bought the Apple IT 
card for tl1eir LC. Though solidly grounded, Capricorn 
Macintosh owners are sometimes drawn to drama-for 
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example, considering the purchase of a NeXT machine, so 
that they can be loyal to Steve again. Favorite application: 
Apple Works. 

Aquarius Aquarius Macintosh owners are the Macintosh 
equivalent of hippies from Hair. They long for a world of 
fair, open, and natural Macintosh computing, free of copy 
protection, installer disks, and compression utilities. 
They despise products from companies whose executives 
drive nice cars. Favorite application: KidPix, version 1.0 
(the shareware version). 

zoom rectangles Proof that Microsoft went beyond the 
license it got from Apple. 

More on zealotry ... 

Praise the Macintosh 
Reprinted fromMacUser August 1990 

Copyright © 1990, Ziff Communications Company 

Back when I worked for Apple, my job title was software 
evangelist. Full of fervor and zeal, I would meet witl1 
developers, show them a Macintosh prototype, and con­
vince them to develop Macintosh software. I thought I 
knew a lot about evangelism. 

I learned something recently: There are a lot of people 
who know a lot more about evangelism than I do. This 
revelation occurred when I attended the Billy Grallam 
School of Evangelism in Albany, New York, last April. This 
was a four-day course in evangelism for pastors and 
ministers. (If you're wondering why I went, it was because 
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I'm writing a book about evangelism.) Let me share this 
experience with you. 

Not the Center of the Universe 
I arrived in Albany after attending the 1990 National Apple 
User Group Conference. It was quite a transition to go 
from a conference where people talked only about 
Macintosh to a conference where people had barely 
heard of it. For a while, I was in a state of shock. My wife 
attributes this to the extensive ego damage that occurred 
because no one at the conference knew who I was. 

One thing I could immediately relate to was the quantity 
of books for sale near the registration desk. Arthur 
Naiman of Macintosh Bible fame would die and go to 
heaven if he knew how many books were sold over the 
course of four days. I know I did. 

Fish Out of Water 
I was clearly a fish out of water at the conference. 
Attending was not the equivalent of a Macintosh owner 
going to Macworld Expo.lt was the equivalent of a humble 
Macintosh owner going to a hackers-only event, such as 
the Apple Developer's Conference. Ministers and pastors 
are different from you and me. For exan1ple, when we 
sang hymns, everyone knew them by heart. Except me. I 
just hummed softly a lot. 

For example, when the instructors said, "Let's read X 
passage together," everyone opened their Bibles directly 
to the passage. It'scalled DBA (Direct Bible Access) . I had 
to develop another technique: "Hmm, he's about two­
tllirds of the way into his Bible. I'll start looking from 
about two-thirds through mine." After a while, I just 
pretended to be taking copious notes. 

Fish Out of Water 



for example, I learned that it's perfectly OK to shout out 
"Praise tlte Lord" or "Amen" in tl1e middle of a presenta­
tion. One woman shouted "Praise the Lord" every two 
minutes. I thought she was rude, but I guess I was wrong, 
because she was publicly introduced on tltelast day. If she 
were a member of BMUG, she would be the one at the 
meetings shouting "Praise the Macintosh." 

Conference Camaraderie 
The attendees showed an incredible level of camaraderie 
and friendliness-much more tl1an those at Macworld 
Expo or Apple Developer's Conference attendees. I made 
two buddies on the first day-two guys from New Hamp­
shire called Hank and Dick. Hank was a retiree who 
wanted to join a pastoral staff. Dick refurbished subma­
rines during the week and was a pastor on weekends. 

After we got into his 1970 Cadillac, Dick said, "Don't let 
the car fool you; we're as poor as Job." As we were driving 
around looking for the conference hotel, Dick said to 
Hank and me, "I'll drive, you navigate, and this guy \vill 
pray." We did find the place in a very short time. 

On Believing 
If you think that Macintosh owners believe, ministers and 
pastors believe. And they don't complain-about bugs in 
the world or about when the second coming \vill ship. 
They also believe in prayer. If tl1ey prayed just once for 
System 7, it would ship, bug-free, before the Boston 
Macworld Expo (the August 1990 one, that is) . 

Our industry could learn a lot by going to a conference 
such as this. Admittedly, you have to get past the singing, 

~ the praying, the holding hands, and the arm waving and 
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approach it with an open mind. Once you do, however, 
there is more solid marketing information than at the 
conferences I usually attend. For example, one session 
explained how to make good speeches. It covered back­
ground preparation, the qualities of an effective message, 
delivery of the message, and how to invite response. 

We could also learn a lot about how to put on a confer­
ence. Every session started and ended on time. Each 
attendee was given a syllabus that contained the outlines 
of every presentation. (Have you ever gotten a syllabus for 
a Macworld Expo or Apple Developer's Conference pre­
sentation?) And to top it all off, the four-day conference 
cost $25 and you could get a scholarship if you couldn't 
afford it. 1\venty-five bucks barely gets you a hot dog and 
a Coke at Macworld Expo. 

Outstanding Speakers 
The speakers at the conference were outstanding. Apple 
should hire them to introduce its new computers. Every 
opening joke worked. Every speech was peppered with 
great stories, analogies, and metaphors. The speakers 
"built" the presentations: "There are four key points to 
discipling. Point 1 is .... Point 2 is .... Point 3 is . .. . Point 
4 is .. .. " Frankly, the worst speaker at the conference 
(and I would be hard-pressed to pick a bad speaker) was 
about three times better than the best speaker in the 
computer business. 

I tried to illustrate this to Dick one night during dinner at 
Denny's: "The plenary-session speaker was a much better 
speaker than john Sculley." His response was, "Who's 
jolm Sculley?" I didn't bother comparing the speaker to 
Jean-Louis: "Well, you see, there was this French guy with 
a diamond earring who was president of one-fourth of 
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Apple until he told The Wall Street journal he was going 
to resign because Apple had brought in this German guy 
who also used to run one-fourth of Apple .. .. " 

All in all, I'm glad I went. I learned a lot about evangelism. 
I learned a lot about Christianity. And I met some very nice 
people. I'm going to see them again when I'm in Boston 
for Macworld Expo. Maybe, I'll bring them to the Expo 
and show them the Macintosh way. A good evangelist 
never rests. 

Outstanding Speakers 



Guy Kawasaki 
is the former director of software 
product management for Apple 
Computer, Inc. In this position, he 
cajoled, coerced , and convinced 
software companies to create prod­
ucts for a computer that didn't have 
enough RAM, a hard disk, color, 
slots, an installed base, technical 
support, or marketing. 

He has a BA from Stanford in 
Psychology ("the easiest major I 
could find") and an MBA from 
UCLA ("because Stanford rejected 
me"). While he waits for the 
Golden State Warriors to call him, 
he writes, speaks, and promotes 
products ("I endorse, therefore I 
am"). 
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