	Customer Service Project Review Meeting

Minutes
10/21/2008

9:00 AM to 10:00 AM

MIC 5A

	

	Meeting called by: 
	ITCD – Customer Services Branch
	Facilitator: 
	Kat O’Connor

	Note taker: 
	Dawn Pruitt
	
	

	

	

	----- Agenda Topics -----

	

	Mac Leopard Upgrade Project
	Roy Campbell
	10

	AUID Migration Project Update
	Roy Campbell
	5

	On-Boarding Initiative for NASA
	Joan Verbeck
	10

	Recall VoIP Headset Batteries
	Mike Barrett
	5

	Administration/Transition
	Jeff Hall
	5

	CSPR Restructure
	Joan Verbeck
	15

	Wrap Up and Look Ahead
	Joan Verbeck
	10

	

	Other Information

	Jeff Stephens presented the Mac Leopard Upgrade Project and AUID Migration Project Update slides on behalf of Roy Campbell, who was absent from today’s meeting.
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Minutes
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9:00 AM to 10:00 AM
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	Meeting called by: 
	ITCD – Customer Services Branch
	Facilitator: 
	Kat O’Connor

	Note taker: 
	Dawn Pruitt
	
	

	

	

	---------- Agenda Topics ----------

	

	Mac Leopard Upgrade Project
	Jeff Stephens
	10

	
	Discussion: MAC refresh has started: 270 customers and 350 computers. Jeff reviewed schedule, deployment process, procedures, risks and exceptions, and outreach. 

	
	How will IT POCs know who is scheduled? IT POCs have read access to the refresh deployment calendar (HQ-CAL-REFRESH).

	
	Will the CTC training schedule be included in the IT Notice? Yes.

	
	

	
	

	
	Conclusions:

	
	Tivoli was brought up as a possible issue for the refresh customers. Risk associated with this refresh is data loss. ODIN has built in as many checks and balances as possible for data verification but there is still a risk of data loss. ODIN asks that IT POCs have users get a fresh Tivoli backup before surveys and deployments. ODIN also asks that Service Managers and IT POCs work together to ensure the backup occurs. A 2-3 hour Tivoli backup is a possibility if customer has not utilized Tivoli. At time of recon, the refresh tech will check for Tivoli backup status and try to perform a backup if it is needed. This may increase the estimated 4 hour refresh time. However, if the Tivoli connection is not there, the tech may not be able to resolve the problem at that time. Techs will test Tivoli before they leave the decon appointment.



	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Include CTC training information in IT Notice
	ODIN
	11/4

	
	Ensure MAC users check status of Tivoli and get a fresh backup before survey and refresh
	IT POCs
	11/6


	AUID Migration Project Update
	Jeff Stephens
	5

	
	Discussion:  Last briefing of AUID.

	
	

	
	

	
	

	
	

	
	Conclusions:  Utilizing lessons learned helped make this project a success.

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	On-Boarding Initiative for NASA
	Joan Verbeck
	10

	
	Discussion: New Agency initiative sponsored by OHCM, OCIO, OSPP. This initiative is to help new employees get what they need to work on day one. A team has been established to streamline the process for Day One and the whole first year of the employee’s experience. The goal is to make every employee feel welcome and productive in the NASA environment. 

	
	Lean Six event scheduled at HQ on 10/22-10/24.

	
	On-Boarding Initiative for NASA (OBIN) team also meeting with 15-16 new hires for feedback.

	
	

	
	

	
	Conclusions: 

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Recall VoIP Headset Batteries
	Mike Barrett
	5

	
	Discussion: Recall initiated by Consumer Product Safety Commission. Approximately 350 headsets affected. Replacement batteries have been shipped and these will be replaced in users’ headsets. User does not need to be present for replacement.

	
	

	
	

	
	Conclusions:

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Replace headset batteries
	Telecom
	10/28

	
	
	
	


	Administration/Transition
	Jeff Hall
	5

	
	Discussion: Experience with pain points during post-election Administration transitions. 
Recommendations: 

-set up war room with go-to stations (MACs and PCs) and printer

-ensure that the network is ready

-manage expectations of available hardware and software

-be prepared for short-term and long-term employees (tiger teams will visit agencies to determine processes)

-Estimate that 1/3 of current PAs will be replaced from current staff
-Ask for help from HITSS and ODIN for laptops and needs/wants to ensure a smooth transition

-One person from HR, ITCD, and Security to act at POC for their area of responsibility 

	
	-Once number and impact has been determined, have extra laptops ready
-Have check-in sheet available to new employees

	
	-ask HR and Security to attend next CSPR meeting
Out-boarding side: Extended access to voicemail and e-mail for those leaving the agency will be on an exception basis.

	
	Conclusions: 

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Request representatives from HR & Security to attend next meeting
	Joan Verbeck
	10/28

	
	Check in sheet from HR made available to new employees
	Leslie Cahoon
	10/28

	
	
	
	

	
	
	
	


	CSPR Restructure
	Joan Verbeck
	15

	
	Discussion: Hold meeting every two weeks instead of weekly. Add more formal agenda and meeting minutes.

	
	Concerns:

	
	-be more aware of cancellations if meeting is held twice a month

	
	-do more initiatives = more meetings?

	
	-is now the time to scale back?

	
	-Propose time frame to introduce the new schedule

	
	-appreciate the idea of meeting minutes

	
	-use meeting as a forum to educate attendees on services so IT POCs can better support customers

	
	-request a chart on outages (both planned and unplanned)

	
	-what are our goals, what are we doing, what have we done, what haven’t we done?

	
	-request updates from not just ODIN

	
	-request Tactical Plan information

	
	Conclusions:

	
	

	
	

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Publish schedule through end of calendar year
	Jeff Hall 
	10/31

	
	Propose time frame to come up with new schedule
	Jeff Hall 
	10/31

	
	Present Tactical Plan information at an upcoming CSPR Meeting
	Dennis Groth
	TBD

	
	Continue discussion on CSPR Restructure
	Joan Verbeck
	11/4

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Wrap Up and Look Ahead
	Joan Verbeck
	10

	
	Discussion:

	
	

	
	

	
	

	
	

	
	Conclusions:

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Other Information

E-mail outage – Leslie Cahoon

-34 tickets opened so far with the possibility of more (some users were on AWS on 10/20).

-Reboot solves the problem

Guest Network – Jack Hutchison
-outage of wired and wireless access to guest network

-HITSS currently working issue

-occurrence at 8:18am on 10/21/08

-Leslie Cahoon followed up with HITSS team and an IT Notice was sent out at 10:53am on 10/21/08
Comments:

-Jeff would like everyone to work on communication policies for a future meeting discussion – how much, what kind, when
-In order to ensure IT POCs have timely information on unplanned outages to enable them to assist their customers, the recommendation was made that a communication go out to them when the ticket threshold reaches eight (when a Master Ticket is created) for an unplanned issue or outage, such as the Guest Network outage reported this morning at TagUp.



