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To help stay ahead of the pack in the intensely competitive automotive market, Chrysler Cooperation is replacing its WordPerfect, Lotus 123 and Freelance Graphics applications on 25,000 desktops worldwide with Microsoft® Office 97.  Key to its success is a well-considered migration plan, a carefully monitored pilot and some help from Microsoft in the form of wizards, tool kits and a caped canine named “Power Pup.”

The auto industry is nothing if not competitive.  Sales are subject to unpredictable shifts in consumer tastes and economic trends.  Competitors are global.  The successful players must maneuver in distinct markets for trucks, minivans, sport-utility vehicles, passenger cars and more.



It’s a racecourse that Chrysler Corporation knows how to play- and to win.  Last year, the company had its highest pre-tax earnings ever B $6.092 billion- which is about 75 percent higher than the year before.  In many of the most popular automotive segments, Chrysler is the undisputed champ.



Chrysler’s keeping it’s pedal to the metal, its eyes on the road- and on the rearview mirror.  Just as a well tuned motor can mean the difference between success and failure on the racetrack the maximum efficiency of Chrysler’s corporate infrastructure is crucial to its success.  In early 1995, the company realized that its information systems needed a significant tune-up.

Time for a Change

Chrysler was relying on a combination of WordPerfect, Lotus 1-2-3 and Freelance Graphics spread across its 25,000 desktops worldwide, the legacy of the company’s best-of-breed approach.  But there was another side to this legacy: The trend toward collaborative workgroups, spurred by the intranets and the Internet, meant that colleagues could work together in exciting new ways ¾but only if they and their software could communicate with each other.  Increasingly, Chrysler’s disparate applications couldn’t keep up.



With applications from different suppliers, upgrades weren’t synchronized, boosting downtime and administrative costs.  More and more, Chrysler found itself using different software than its suppliers, making extended supply chain applications difficult.  With total cost of ownership climbing, Chrysler knew it was time for change.  The company assembled a cross-functional team from divisions throughout the company.  Its goal: to streamline the application infrastructure.



“We saw a very clear trend ¾ one that we weren’t following,” recalls Gail Irey, Special Studies Specialist at Chrysler. “We were concerned that it could hurt our competitive advantage.  We didn’t want to be left in the dust ¾because we’re used to creating the dust.”



The committee made the strategic decision to look at integrated product suites that would address its concerns.  It appointed 220 people from throughout the organization to evaluate its two final choices:  Lotus SmartSuite and Microsoft Office.  Evaluators put both packages through their paces in more than two months of extensive lab testing.  The committee considered the votes of the evaluators, the strategic directions and market shares of the competing products, the availability of compatible third-party applications to extend the suites, and the availability and power of tools that Chrysler’s in-house developers could use for custom applications.  



On the basis of all these factors, Chrysler chose Microsoft Office.  The pilot was timed to coincide with the availability of the new Microsoft Office 97, so Chrysler could be in the first wave of Office 97 users.  It was time to plan the migration.

Making the Migration Work

A thoughtful migration plan is crucial to rolling out new software ¾especially across an enterprise as large and dispersed as Chrysler.  The Chrysler committee chose to assign the key migration tasks to five teams:



Conversion team ¾ to identify issues in file and macro conversion and contracting with appropriate outside services for solutions

Training team ¾ to ensure that users had training resources available when needed

Installation team ¾ to consider Chrysler’s needs and determine its ideal, default configuration for Office 97

Deployment team ¾ to identify when, how and to whom the new software would be deployed, including determination of minimum hardware requirements for servers and desktops.

Implementation team ¾ to manage the overall communications challenges in coordinating the migration

Help from a Wizard

One of the first migration steps put Chrysler back in the lab to decide how best to configure Office 97 for its users.  There, the Microsoft Network Installation Wizard in Office 97 proved helpful.  The Wizard walks administrators through the process and options for creating a custom Setup Table File for Office 97, including which features should be installed, whether users should install the software locally or run it remotely, the location for default folders, and more.  Had it wished, Chrysler could have used the Installation Wizard to create one network installation of Office 97 with a different configuration for each workgroup.  However, the Installation team made a key decision:  to replace its former practice of multiple configurations with a single configuration that it would roll-out across the enterprise.  



Office 97 supports users who want to run the software from servers with minimal footprints on the desktop.  But Chrysler decided that a single configuration, locally installed, would reduce its administration and deployment costs ¾and Office 97 has the flexibility to support this type of deployment as well.  For Chrysler, running the suite locally will reduce network bandwidth needs and enable continued performance even when the server is down, boosting performance and reducing costs further.  The ability to remotely install local versions of Office 97 also provides the type of savings in deployment costs that formerly were possible only when software resided on servers.  Chrysler also reasoned that a one-size-fits-all configuration could now provide great support to the various desktop, notebook, networked and remote users in the enterprise.

Deploying the Pilot

Chrysler then selected a site for its pilot deployment.  It chose the Service Contracts department because its 100 desktops ¾ a manageable number ¾ represented a microcosm of the entire company, with users in marketing, finance, sales, who would inevitably test every combination of Microsoft Excel, Word, PowerPoint® and Microsoft Access that the company would later require.  And unlike some other Chrysler departments, Service Contracts was located in a single facility close to the Information Systems department that would service it.



Desktops in the pilot deployment are all Goldstar Pentium 133s with 16MB RAM, 1.2GB hard drives, connected to a single Compaq Proliant 1500 file server.  In its broader deployment, Chrysler will install the software on machines with a minimum 486 processor, 16MB RAM and 520MB hard drives.



“We’re trying to be a different type of IS department.  We’re not going to shovel software to users without ample support.  We want to be in their face with support.  And Office 97 includes support in the product and on Microsoft’s Web site that will help our users and alleviate some of our training costs at the same time.”



Gail Irey

Special Studies Specialist

Chrysler Corporation

After the pilot Department Information Administrator (DIA) decided how, and how quickly, he wanted to roll out Office 97, each local installation was automatic for both the administrator and end-users.  Because Office 97 works with administration tools from both Microsoft and third-parties, Chrysler was able to manage the deployment using a combination of the Microsoft Network Installation Wizard and the Norton Administrator for Networks.  In the pilot, the software was programmed to deploy automatically when users logged onto the network in the morning.  Starting in mid-January 1997 and continuing for a month, about 25 pilot users each week were greeted at log-on with a dialog box informing them that installation of Office 97 would take 12 minutes, and asking if they wanted to proceed.  



“The installation of Office 97 was an extremely painless process,” says Service Contract DIA Greg Antos.

Putting on the Dog

Chrysler knows that one of the keys to successful migration is ample training and support for users.  



“This is a major change for our users and they need some handholding,” says Irey. “We’re trying to be a different type of IS department.  We’re not going to shovel software to users without ample support.  We want to be in their face with support.  And Office 97 includes support in the product and on Microsoft’s Web site that will help our users and alleviate some of our training costs at the same time.”



The online help available in Office 97 was one of its many selling points to Chrysler and the pilot deployment has proven its value.  The Office Assistant in Office 97 provides quick and easy answers to user questions, relieving the burden on local gurus and the central support staff.  Office Assistant is an intelligent, animated character that puts a concrete face on the help system for the user.  Office Assistant is integrated with ¾but doesn't replace ¾ the Office 97 interface.  Users or administrators can choose from among nine Office Assistant characters.  Chrysler favors “Power Pup”¾ the caped canine.



“Everyone likes the dog,” says Mary Eilertson, IS Technical Services Analyst.  “All of this desktop change is stressful, and Office Assistant provides a light element that really endears the product to people.  There’s always a laugh in the training room when we introduce people to Office Assistant.  And Office Assistant is really robust, helpful and easy to use, providing information on the fly that makes it much easier for our users to understand how to get the most out of Office 97.”



“Personally, I find Office Assistant very useful,” agrees Antos. “I insisted that they cover it in the training class.  I’m the first line of support for pilot users and they call me if there’s a glitch or something they don’t know.  Much of the time, Office Assistant can provide the same support I do, making it faster and easier for users to resolve their questions.”



About one week after pilot users got Office 97, they participated in a half-day training class.  The week’s lag time gave users a chance to try out the software on their own and get some experience they could use to ask questions in the class.  “With our earlier deployments, we trained people before they got the software,” recalls Antos.  “But we found that it caused a lot of confusion.  People didn’t know what they were looking at.  Now, they do.”



In addition to the half-day suite class, users had the option to attend additional half-day classes on any or all of the Office 97 applications.  As it hoped, Chrysler is finding that the consistent interface of Office 97 ¾ which looks and acts the same across applications ¾ is shaving time and money that would otherwise be required for training on applications from four different sources.  And with a feedback loop between the help desk and the training program, Chrysler can be sure that its training program answers the most relevant questions for its users.

Handling Conversions

“We’re a very competitive company and everyone is eager to move to Office.  This is exactly what we need to stay ahead of the pack.”



Gail Irey

Special Studies Specialist

Chrysler Corporation



Converting files and documents from other vendor applications into a new product is always a difficult task.  Chrysler found that many of their best of breed application files will convert into Office Pro 97  applications with little touch-up required.  Macros from their best of breed applications, however, won’t convert automatically.  



To help Chrysler spreadsheet users, a Microsoft Solution Provider developed a Lotus 123 to Microsoft Excel conversion guide and utilities that will facilitate macro and file conversions as users move to Excel. Many users will find they can handle file and macro conversions themselves.   For those that want help with file conversion rework or macro re-creation, Chrysler has turned to an outside source to perform conversion tasks for end users. 



To help make routine word processing tasks easier once users move to Office97,  Microsoft provided a custom toolkit. “The Microsoft toolkit has worked out very well,” says Irey.  “Microsoft analyzed our needs for word processing and developed a toolkit that we deployed with Office 97.  It includes templates for many of our standard company forms, such as inter-company correspondence memos, letters, fax forms and sticky-note forms.”  

Looking Ahead

Chrysler users will be able to access their legacy applications from the server for several months after they start using Office 97, further easing the transition.  But that long of a redundancy period may not be needed.  Already, Antos sees users beginning to take advantage of Office 97’s integration capabilities to put spreadsheets inside of Word documents, for example.  “Everyone is very excited about Office 97,” he says.



Looking ahead, Irey sees increasing integration of Office 97 with Chrysler’s intranet, including the development of an intranet site that’s Chrysler’s central information point for use of Office 97.  Office 97 incorporates Web standards and is fully Web-enabled so, says Irey, Chrysler can use the product itself to provide Web information that helps employees with the deployment and ongoing use.  For example, Chrysler is considering publishing training manuals and feedback surveys to the Web.



Chrysler has begun the task of moving Office 97 out to its approximately 250 servers worldwide, from which local DIAs can deploy the software locally based on the schedules they choose.  Irey projects that the full deployment ¾including upgrades from Windows® 3.1 to the Windows 95 operating system for the three-quarters of Chrysler PCs that aren’t already on the 32-bit Windows desktop ¾ will take five quarters.



“We’re a very competitive company and everyone is eager to move to Office 97,” says Irey. “This is exactly what we need to stay ahead of the pack.”

For More Information

About Microsoft products and services, call Microsoft Sales Information Center at (800) 426�9400.

In Canada, call the Microsoft Canada Customer Support Center at (800) 563�9048.

If you require text telephone services (TT/TDD), call (800) 892�5234 in the United States or (905) 568�9641 in Canada.

Outside the 50 United States and Canada, please contact your local Microsoft subsidiary.

Visit the Microsoft Office Homepage at http://www.microsoft.com/office/.
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