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��Introducing Microsoft Outlook 97

Microsoft® Outlook( is a desktop information management application that helps a user do the following:

Organize information on the desktop

Work seamlessly with Microsoft Office

Communicate and share information with others



Outlook integrates and organizes a variety of information — e-mail, calendar scheduling, contacts, tasks and to-do lists, and documents or files on the hard drive.  Outlook helps users communicate with others through e-mail, phone support and group scheduling.  Outlook also helps users share information with others by means of public folders, electronic forms, groupware solutions and Internet connectivity.  



With Outlook, Microsoft Corp. introduces not only a new product but also a new category of application.  A desktop information manager represents convergence of many existing categories, such as e-mail, group scheduling, Personal Information Management (PIM) and groupware.  By providing an integrated approach to organizing desktop information and using e-mail as the central thread of communication, Outlook builds and improves upon existing software product categories.



Outlook will ship as an integral part of the Microsoft Office 97 suite and also as a standalone application.  It replaces Microsoft Schedule+ in the Office 97 box.

What Problem Is Outlook Trying to Solve?

Why did Microsoft build Outlook?  Today, computer users have no shortage of information, but finding a specific piece of information can be difficult.  Consider all the places where information is stored in the average work environment — paper calendars or planners, hard disks on computers, e-mail messages and attachments, personal information managers and group schedulers, groupware, custom browsers, file servers, and, of course, the Internet and intranets.



Today, with each of these applications, users must learn to use different tools and commands for finding, entering, displaying and organizing information.  They must remember not only where they last saw a piece of information, but what application they were running.



Outlook helps organize, find and view all the information mentioned previously.  Outlook juggles scheduling, groupware, personal information (such as contacts and tasks), e-mail and documents — all in one place — and allows users to create and view the information using a consistent interface.  Microsoft has conducted extensive research with customers and found that people want better integration across their entire desktop.  In 1993, Microsoft originally provided this integration in Office version 4.2 by developing the Microsoft Word word processor, the Microsoft Excel spreadsheet, the PowerPoint® presentation graphics program and the Microsoft Access database management system to work together as one application.  With Outlook, Microsoft has continued this vision of Microsoft Office and extended it to the rest of the desktop so users can go to one place for all desktop information needs.

Evolution of the Desktop Information Manager

As Microsoft built Outlook, it considered customer needs, industry trends and existing product categories, including the following:



E-mail.  The e-mail market consists of approximately 70 million users worldwide and is growing fast (source:  Electronic Mail and Messaging Systems newsletter, October 1995).  Although Outlook offers advanced e-mail functionality, early customer research discovered that people perceive Outlook as “much more than e-mail,” particularly with its information-management capabilities and its integrated approach (source:  Outlook focus group research, November 1995).



Groupware.  Groupware is traditionally defined as document management, workflow and forms routing.  It is still a relatively small category, with Lotus Notes® being the key player.  However, recent trends suggest that the groupware category is broadening, encompassing not just one-to-many publishing but e-mail and group scheduling.  A significant trend evolving in this category is online.  Many users are jumping onto the Internet or intranets to publish and view information and conduct groupware activities.  Finally, many people still do not understand what “groupware” is; they do, however, understand the need to share information and communicate easily with others.  



Personal information.  Personal information includes contacts, tasks, calendar and group scheduling, and free-form notes.  Microsoft Schedule+ competed in this category as a time-management application, with more than 3.3 million users worldwide.  The PIM category has existed for several years, but is a relatively small market (7.5 million users, according to International Data Corp. [IDC], 1994) due to portability issues and the widespread use of paper planners.  However, personal information is still very important to users.  With more electronic information available via the Internet and e-mail, access to information is not the problem, but managing all that electronic information becomes more critical and valuable — something that a paper planner will not be able to do easily.  Customer research indicated that people perceived Outlook to be more comprehensive than a PIM or a time manager.

Convergence and Improvement of Existing Categories

Microsoft learned from customers that the existing categories of e-mail, groupware and PIMs were not sufficient nomenclature for Outlook.  Rather, Outlook converges these existing product categories, and, more important, it builds upon and improves their shortcomings.  According to customers, the primary benefit of Outlook is that it brings a new level of integration to their desktops — a level not found today in e-mail, groupware or PIMs.  The product definition that emerged most strongly from Microsoft customer research was in fact a new category, desktop information manager.  MIS professionals and end users alike recognized clearly that Outlook will likely replace four to five software programs already on their desktop.  Customers told Microsoft that Outlook was like a shell or a “home base” from which to work and that it provides an integrated link missing today.

Benefits of a Desktop Information Manager

Based on customer research and industry trends, the top benefits of a desktop information manager are ease of use and the ability to produce powerful results.  Outlook delivers these benefits based on the following criteria, many of which are not being met by existing PIM, e-mail or groupware products:

Integration of e-mail with personal or team information.  For the first time, Outlook offers a unified user interface and database — a single store for e-mail, calendar, contacts and task information.  For example, users now can navigate between modules with a single mouse click, learn consistent commands for sorting and filtering information across modules, drag and drop across modules, and conduct searches that span all modules.

Integration on the desktop.  Personal information, team information and e-mail must be well integrated with the user’s desktop suite of applications for the greatest ease of use.  Outlook is the glue that integrates Office applications with e-mail, personal information and groupware.  Users want to move and share information easily between Office files and items in Outlook.  In addition, Outlook offers advanced functionality to track and view Office files.

Simplified communication flow within teams.  Outlook helps with basic human interactions such as e-mail, telephone calls, meetings and publishing information to a shared location (online or in public folders).  The ability to manage communication flow from one central software application was perceived as convenient and efficient by the customers Microsoft interviewed.

Greater efficiency through elimination of steps in the current process.  Customers immediately recognized how an integrated application such as Outlook saves time and retyping.  For example, the ability to preview the first three lines of an e-mail message can help users prioritize the reading of e-mail and even help them make quick decisions on which messages can be deleted and which ones need immediate attention.  Also, the ability to create an appointment instantly from an e-mail message saves typing.  Once information is entered into Outlook, users should not have to retype that information but can simply drag and drop it to other items in Outlook or Office files.

User-friendly operation.  Customers continue to demand that software be easy to use and user-friendly.  Ease of use is driven partly by consistency and integration across applications.  Ease of use also means having a great user interface, making the product easy to learn and its features discoverable.  Outlook has made significant improvements in the user interface with colorful icons, the overall layout of the application and the Outlook Navigator Bar.  In early testing of the user interface, many people commented that the product looks like a CD-ROM consumer title such as the Microsoft Encarta® multimedia encyclopedia.  Outlook also continues the Office tradition for discoverability with ToolTips, wizards and online help. 

Effective use of the Windows operating system.  Outlook is designed to maximize the Windows 32-bit environment so people can enjoy the full potential of their PCs.  The Windows® 95 and Windows NT® version 4.0 operating systems combine a more intuitive user interface, easier access to information, better resource management and multitasking capabilities to provide a superb environment for office suite users.  Customers recognized that Outlook enables multitasking by making it easy to jump to various parts of the desktop.  In addition, Outlook helps a user organize the various parts of the desktop.  

Strong, flexible views.  Users want to manage, view and exchange information easily and be able to look at information in a multidimensional manner.  Folders and tables have worked fine in the past, but today’s dynamic information requires dynamic views of data.  Outlook provides a variety of dynamic views of data so users can choose the one that works best for them.

Customer-Driven Development

To help ensure the development and delivery of any product, Microsoft strongly believes that user feedback must form the core of the design process.  Although in many ways Outlook appears like a version upgrade application of both Microsoft Exchange Client and Schedule+, it is actually an entirely new product that has been developed from the ground up during the past five years.  To design and develop Outlook properly, Microsoft collected extensive user feedback, conducted hundreds of usability tests, and provided the resulting data to the program management and development team.  Microsoft also took advantage of years of learning from the Schedule+, Microsoft Mail Server and Microsoft Exchange teams.  (Microsoft has invested more than five years in Schedule+ and almost 10 years in e-mail products.)  The team developing Outlook had the mandate to use the information to design and develop innovative ways to make desktop information management a reality.



Microsoft’s customer-driven design process includes four major components:



User input

Activities-based planning

Usability testing

Contextual inquiry



User Input  

Although Outlook is a version 1.0 product, it is built upon products and technology that Microsoft has invested in for years.  Microsoft gathered information from multiple sources, including Microsoft Product Support Services (PSS) and Microsoft Wish phone lines for Microsoft Mail, Microsoft Exchange and Schedule+.  PSS tracks both the topic and the length of the calls.  This information allows Microsoft to determine where customers have the greatest difficulty.  In addition, customers call the various product Wish Lines to make feature requests.  Microsoft also tracks customer issues on its product forums on CompuServe® and MSN™, The Microsoft Network, and on the Microsoft World Wide Web site (http://microsoft.com/).  Microsoft carefully studies this information to decide which features to incorporate into future versions and which features to refine.  In fact, Microsoft received more than 1,500 wishes for Microsoft Mail and Schedule+ and was able to grant more than 70 percent of them in Outlook.  



A great deal of this user input came not just from end users asking for productivity features but from developers, solutions builders, independent software vendors (ISVs) and corporate Information System managers.  This group provided the Outlook design team with myriad design requests based on extensibility, application programming interfaces (APIs), object models, programmability and migration.  The final decisions to base the Outlook architecture on messaging API (MAPI) and to add the Visual Basic® programming system, Scripting Edition to the Outlook programming environment are a few examples of how this community of technical experts influenced the final product.



Activities-Based Planning (ABP) 

ABP involves meeting with users and having them demonstrate step by step how they accomplish their tasks.  Microsoft met with users from more than 150 organizations worldwide in which both Microsoft and competitive products are used, and dedicated more than 1,500 hours to talking to users about how they manage their desktop information — asking them how they use e-mail, schedule meetings, manage contacts and so on.  Microsoft also collected copies of users’ paper-based day planners, including calendar views, to-do lists and contact information, to see exactly how users manage information.



Microsoft learned key customer insights from this research that influenced the design of Outlook.  In fact, Outlook addresses and solves all of the following areas:

Seamless integration with e-mail was mentioned consistently as the most important aspect of Schedule+.  All of Outlook’s modules are built on a single store to maximize integration throughout the product.

A great deal of potential Outlook data already exists in old file formats.  Outlook has a strong and easy-to-use import and export feature.  

Wherever possible, Outlook should save the user from manual entry (namely, typing) by providing drag-and-drop functionality, most recently used lists, and automatic conversion of one item into another.  Outlook offers all of this functionality.

Determining which e-mail messages to read is a big waste of time for customers.  Customers want to see a quick preview of the first few lines of each message so they can decide quickly to read or delete the message.  Outlook introduces AutoPreview to address this need.

Users want to search quickly with key words through e-mail, contacts, tasks and their calendars.  Outlook allows for key-word searches throughout all its modules.

Users need a way to pull up an electronic piece of “scrap paper” to take quick notes.  Outlook provides its Notes module for free-form notes.

Usability Testing

Microsoft conducted more than 500 hours of usability tests in its state-of-the-art usability labs.  Developers and program managers watched and listened as users moved through specific tasks.  If the users encountered problems, the developers and program managers refined the product to make it easier to learn and use.  This iterative process of usability testing and product refinement was repeated until the feature passed specific usability standards.  � REF _Ref350599454 \* MERGEFORMAT �Table 1� lists a number of feature areas tested.  The design for most of these areas changed based on user data.

Table � SEQ Table \* ARABIC �1�.  Feature Areas

Archive��AutoArchive��AutoCreate��AutoJournal��AutoPick��Categories��Copy items��Creating, editing, deleting recurring appointments��Creating, opening, deleting new items��Creating new folders��Creating new Shortcuts��Date Navigators��Delegate Access��Delivery Options��Editing items in place��Filters��Find��Folder switching/navigating��Grouping��Help��Import/Export Wizard��MessageFlag��Move items��Name and address parsing��Outlook Navigator Bar��Phone Dialer��Printing��Reminders��Remote Mail��Scheduling meetings��Setup and first run��Sorting��Task Delegation��Tracking Options��Views — table, time line, card, day/week/month��Voting��

The following are specific examples of how usability testing changed the implementation and design of certain features:

MessageFlag.  After users had flagged a message for follow-up, they wanted a way to remove the flag to indicate that the message had been handled.  Microsoft’s original design cleared the flag when the user returned to the MessageFlag dialog box.  However, users were confused when Outlook automatically cleared the information.  Therefore, instead of automatically removing the flag, Microsoft added a button to remove the flag and added a check box to mark the action complete.

Creating a new folder.  Once users create a new folder, they want a simple way to access it.  Microsoft expected users would know to select the drop-down folder list to access their folders, but they didn’t.  Instead, they looked for their folders in the Outlook Navigator Bar.  Therefore, Microsoft decided to add new folders to the Outlook bar automatically.

Using the time line to find Journal entries.  People want a fast way to view a specific date in their Journal.  Users can select a menu item to display and select the date they want to see with a Date Navigator.  During testing, some users did not find this choice and spent time scrolling through dates.  The design was changed so users could click the current Journal date and select a different date. 

File_New in the Inbox.  If the user got an e-mail message and as a result needed to schedule an appointment or meeting, he or she would look for a New Appointment command from the Inbox.  By adding File_New with the cascading menu of all item types, Microsoft was better able to support users’ needs.

Rescheduling an appointment.  If a user wants to reschedule an appointment, he or she will want support from the computer to move the existing appointment to a different day.  In Outlook, users can reschedule an appointment by dragging the appointment to a date on the Date Navigator and dropping it.

Adding contacts from the same company to the list of contacts.  If a user has several contacts at one company that share the same business address and phone number, the user will want the computer to carry over addresses and phone numbers to new contacts from the same company.  Outlook supports this requirement with the New Contact From Same Company feature.

Contextual Inquiry 

Microsoft conducted two major Contextual Inquiry studies.  Contextual Inquiry is a research process in which Microsoft works closely with anthropologists to observe how people interact with their software in their office environment.  This required visiting users in their offices and watching them work.  The first study focused on the general behavior of how people work in the office and their use of computers.  Microsoft observed, for example, where people place their printers relative to their computers, the flow of information within an organization, and how people pull together information and distribute it within their organizations.



The second study focused on how Microsoft can better support a wide variety of individuals and groups as they communicate and share information.  Microsoft observed a diverse set of target users who use e-mail, groupware, the Internet, bulletin board services, routing and scheduling.  Microsoft was interested in the flow of information, the context, the physical layout of the computer and the office, and the sequence of steps taken to complete a task.  Microsoft learned the key customer insights listed below, which influenced the design of Outlook.

Tracking and follow-up are important.

E-mail plays a significant role as a document transport agent.

The Web is a compelling metaphor for information distribution, both in and out of the organization.

People really do use e-mail for task delegation and scheduling.

People want to locate information in one place, even if it originates from different sources.

Design Goals for Microsoft Outlook

To develop the design goals for Microsoft Outlook, Microsoft developers considered previous product development (Office, Windows, Microsoft Mail, Microsoft Exchange Client and Schedule+), current industry trends, and results of the user-driven development research.  This information shaped the design goals for Microsoft.  The following are the top five design goals:  

Integration with Microsoft Office applications

Premier messaging and scheduling client from Microsoft

Great integrated organization tools for personal, shared or online information

An easy upgrade from Microsoft Mail, Schedule+ or Microsoft Exchange Client

Enabling of a new class of information sharing



Design Goal One:  Integration With Microsoft Office Applications

Customers told Microsoft that Outlook should not only work well with their desktop suite of applications but that it should be part of a suite.  Therefore, Microsoft’s No. 1 design goal was to make Outlook a great Office application.  Consistency and integration continue to be ranked at the top of the list by users (source:  Microsoft Office Users Study, 1995).  Microsoft designed Outlook to integrate seamlessly with the rest of Microsoft Office, so a user can not only share information easily throughout the desktop but with others who use Office 97.

Journal Office applications.  The Journal allows a user to find a file (or Outlook items such as phone calls, meetings, documents or e-mail messages) according to when the file was worked on, rather than by what it was called or where it was saved.  People told Microsoft that their work environment and their lives are very cyclical and that certain activities occur at regular intervals (i.e., weekly, monthly, quarterly or annually).  Journaling Office documents or Outlook items allows users to have a time-line view of their work and makes it easier to retrieve information.  

TaskLinks.  Outlook and Office facilitate natural workflow.  A user can create a task from within an Office application (or Office Compatible application.)  For example, if a user working on a marketing plan in Word realizes that he or she needs to double-check sales numbers, the user can create the Outlook task directly from the Word document.  Outlook will automatically update the user’s Task Manager.

Consistency and integration can reduce training and support costs.

Take advantage of consistent title bars, command bar, pull-down menus, shortcut menus, tabbed dialog boxes, toolbars, toolbar icons and right-mouse clicks.

Create correspondence from Outlook using Microsoft Word.

Drag and drop items between Outlook modules and Office applications.

Have all the great features and formatting of Word via Outlook support of WordMail.

Use WordMail Merge with Outlook Contact Manager.

Attach Office documents to any Outlook item (such as e-mail, appointments, tasks or contacts). 

Includes Import/Export Wizard for Microsoft Access, Microsoft Excel and Schedule+ data.



Design Goal Two:  Premier Messaging and Scheduling Client From Microsoft

The e-mail market category is 70 million and growing quickly as more users get online.   IDC expects that total software revenues for e-mail will grow from $974.5 million in 1994 to $2.2 billion by 1999, with LAN-based e-mail products representing more than 77 percent of the total (source:  IDC Worldwide Electronic Mail Software Market Review and Forecast, 1994–1999).  Historically, e-mail has been a server-based product, with minimal functionality or ease of use on the front-end client.  With Outlook, Microsoft has invested in an e-mail client as a full-featured application to meet users’ growing needs as they spend more and more time on e-mail.  Microsoft has been developing e-mail products for almost 10 years, starting with Microsoft Mail in 1988.  Microsoft brought that knowledge to Outlook to provide more ease of use and advanced e-mail functionality.  

Send e-mail anywhere, at any time, to anyone.  Outlook is a full MAPI client, so it can work with all e-mail systems that support MAPI, including Microsoft Exchange Server, Microsoft Mail Server, Internet (MIME, POP3, SMTP), MSN and CompuServe.

AutoPreview.  With AutoPreview, users get a three-line view of incoming e-mail messages.  This allows for quick priority reading of e-mail messages and quick deletions.

Voting.  Microsoft learned that many e-mail messages involve polling other people to make a decision.  Outlook has made it easy to manage votes, including providing customizable voting buttons that appear in the message header, and the ability to track responses.  

AutoName Check.  E-mail addresses are checked against a global address book.  Ambiguous names are underlined with a wavy red line (similar to Word’s AutoCorrect feature) to alert the user that a choice needs to be made.  AutoName Check reduces typing errors and helps ensure that e-mail messages get to the right person.  This feature is particularly useful for routing confidential information.  

Message recall.  This feature allows a user to recall a sent message, as long as the recipient has not opened it.  Users can also replace a sent message with another e-mail message.  

Enhanced remote e-mail.  A user can receive e-mail at home or on the road by using Microsoft Outlook with a mail delivery service and modem.  With Remote Mail, a user can quickly download message headers to preview the subject of messages, then decide whether to download or delete entire messages.  Outlook has made remote mail easier by introducing a Remote Mail Wizard, as well as the ability to manage and organize all remote mail without requiring the user to open a second remote mail viewer.

Design Goal Three:  Great Integrated Organization Tools for Personal, Shared or Online Information

There are three basic types of information on a desktop:  personal (private), shared (team) or online (Internet, intranet) information.  The real advantage of Outlook is the integration of all these types of information — regardless of the original source of the information.

Integration.  The bits of a user’s life are now integrated into one hard-working piece of software.  Outlook manages e-mail, calendars, contacts, tasks and documents, all in one place.  These modules are built on the same store, so users get the benefits of integration and seamless sharing of information — a big improvement to simplify the desktop.  

Online access.  Outlook with Microsoft Internet Explorer is a great combination to access the Internet and intranets and manage information from online sources.  Users can create hyperlinks in WordMail.  In the Contact Manager, users can jump to a Web site associated with a particular contact.  Users can also store their favorite Web addresses in Outlook’s Favorites folder and access them easily with the Navigator Bar.

Locating information easily.  Outlook enables users to find information easily with special 32-bit Windows-based Shortcuts that let users navigate to any private, public or file system folders.  Outlook Journal helps users find a document based on when it was created, not by what it was called or where it was saved.  Outlook also offers document browsing and retrieval.

Viewing information easily.  Outlook supports five types of views — table, calendar, card, icon and time line — that a user can customize into an unlimited number of personal or shared views.  For example, users can apply a calendar view to their Sent Mail folders to organize messages by the date they were sent.  In addition, users can customize a view using the Field Chooser and Group By Box features.

AutoCreate.  Outlook will automatically convert one Outlook item into another and save the user from retyping information.  For example, many e-mail messages are really a to-do item or an event.  With AutoCreate, the user simply drags and drops the e-mail message over to the Task Manager, and Outlook will automatically make the conversion.

Drag and drop functionality.  Users can drag and drop information between Outlook modules (for example, drag and drop calendar information into a meeting request).  Users can also drag and drop from Office applications to Outlook (just as information in a Word document can be dragged and dropped into a new e-mail message).  Or users can drag and drop Outlook information into an Office application (such as dragging a contact card into a new Word document to get addressing information instantly).



Design Goal Four:  An Easy Upgrade From Microsoft Mail, Schedule+ or Microsoft Exchange Client

Easier upgrades have been a key goal for all of Office 97.  Outlook works with earlier versions of Microsoft Mail and with Microsoft Exchange client without requiring a server upgrade.  Outlook interoperates well in organizations with heterogeneous clients.  Organizations can mix and match client versions on the same Microsoft Exchange Server.  It adheres to MAPI, X.400, X.500, SMTP and other standards for messaging applications.

Outlook also works with earlier versions of Schedule+, and Microsoft has worked hard to improve group scheduling during migration periods.  Users will still be able to do group scheduling whether they’re running Shared File System (SFS) or Microsoft Exchange on the server back end or running Schedule+ 1.0, Schedule+ for Windows 95 or Outlook on the front end.  Users will also still be able to send and receive meeting requests and view one another’s free and busy times during the migration period.  Microsoft will have more details on group scheduling issues in a separate white paper, which will cover the different levels of group scheduling and interoperability between Schedule+ and Outlook.

Outlook has improved group scheduling capabilities from Schedule+.  Outlook’s new Meeting Planner makes it easy to schedule group meetings by helping a user invite attendees and check when people are free or busy.  It will even AutoPick the next available time for all attendees.  Outlook supports multiple time zones, and a user can instantly swap time zones if traveling.  A user can also attach documents or files to entries in the calendar.  



Design Goal Five:  Enabling a New Class of Information Sharing

Microsoft believes that traditional groupware and the Internet or intranets are resulting in a new class of information sharing and communication.  People do not work alone.  They constantly share information and communicate with others within their own company and externally.

Direct communication.  Outlook not only has strong communication features such as e-mail, group scheduling and phone support, but the Outlook modules are well integrated with each other to make communication even more accessible.  For example, a user can make a phone call or send e-mail from anywhere in Outlook.  From the Contact Manager, a user can dial a phone, send e-mail, send a fax or jump to a Web site.

Publishing to a Microsoft Exchange public folder.  At the simplest level, end users can create their own groupware application by sharing an Outlook item (such as a calendar, contact list or task list) on a Microsoft Exchange public folder.  For example, organizations can create team vacation calendars, class schedules, a calendar of events, team contact lists or team task lists and share them by means of a public folder.  

Custom Views.  To further enhance a shared Outlook item, a more advanced Outlook user can add calculated formula fields, special filters and custom properties to the application and create custom views for personal or group use

Outlook forms.  Finally, the application designer with the appropriate permissions can modify existing Outlook forms or create new Outlook forms.  Users can create sophisticated, electronic forms with applications that they already know — Word, Microsoft Excel or PowerPoint templates — as the forms editor.

�

Conclusion

Microsoft Outlook 97 is built on Microsoft’s in-depth and continuous user-driven research programs aimed at understanding how people use software every day, and how they would like to use software in the future to become even more productive.  Microsoft Outlook is a breakthrough product for Microsoft.  As the first desktop information manager, it helps users accomplish basic, everyday human interactions, including communication and sharing and organizing information.  It simplifies the desktop by managing all the pieces of a person’s work environment in one hard-working piece of software.  
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