	Customer Service Project Review Meeting

Minutes

10/28/2008

9:00 AM to 10:00 AM

MIC 3A

	

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

	Note taker: 
	Dawn Pruitt
	
	

	

	

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

	

	Action Item Review
	Joan Verbeck
	10

	Upcoming Outages
	
	5

	Proposed PDA Allocation Policy
	Elaine Bowman
	20

	CSPR Restructure
	Joan Verbeck
	10

	Wrap Up and Look Ahead
	Joan Verbeck
	5
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	---------- Agenda Topics ----------

	Action Item Review
	Joan Verbeck
	

	
	Discussion:  Reviewed Action items assigned from meeting held on 10/21. 
Update to action items:

IT Notice and Macintosh check status of Tivoli are both planned actions and both will take place as planned. 
VoIP wireless headset action will be complete COB 10/28; 67% completed as of 10/27. 
Request reps from HR & Security to attend next meeting - Joan met with HR & Security and mentioned that we need to be in close coordination for new Administration. HR is meeting today with the Office of the Administrator to coordinate; we may have more information after the meeting this afternoon. The plan is that we will appoint one person from IT, HR, and Security as the POCs to facilitate. Processes are in place and it’s a matter of knowing when people are coming. HR is communicating with the A suite.
Check list from HR – incomplete
Publish meeting schedule – discussion later in meeting
Working on proposed time frame – discussion later in meeting


	
	

	
	

	
	

	
	

	
	Conclusions:

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Look into the leave behinds actually being left at desks of completed customers (VoIP headsets)
	Joan Verbeck
	11/4/2008

	
	Obtain checklist from HR for new employees
	Joan Verbeck
	11/28/2008

	
	
	
	


	Upcoming Outages
	
	5

	
	Discussion:  NDC Annual Power Outage – entire facility; power backups and generators are checked. Everything goes down and is brought up in a timely manner. IT notice will be sent out later as the date is closer.

	
	Blackberry outage for software update – NOMAD Outreach notice was sent out.

	
	

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	


	Proposed PDA Allocation Policy
	Elaine Bowman
	20

	
	Discussion:  
· This impacts Mission Support Offices only. Letter to IT POCs from Chris Jedrey will go out sometime today.
·  Elaine would like everyone to look at the policy, comment on it, talk to your heads of offices, and send comments back by November 6. Will consider comments and go final with the policy. Elaine will communicate any changes and when the policy is finalized. 
· Effective 1 January 2009.  Offices will have about 6 weeks to become compliant.
· Content of policy is the way we do business today. Ex: new office is established – PDA for AA, Dep AA, and Division Directors, and possibly one or two others as directed. 
· This policy will not be entered into NODIS as it is an HQ/ ITCD policy, not an Agency policy.
· IT POCs are asked to provide comments by 11/6; please work with heads of offices and get back to ITCD. 

· The Customer Services Branch will assist with compliance and will have an implementation plan to help. 

· May not have all comments back for next CSPR on November 4 so expect the implementation policy to be reviewed at the November 18 meeting. Will help transition PDAs that will no longer be funded by ITCD; this must be done by the end of December.

· There will be a process to submit a business justification for any PDA requests that fall outside of policy. The supervisor of Organization will submit this to the HQ CIO’s office for review. Currently issued PDAs that do not meet criteria must either be funded by organization or the org must turn the PDA into ITCD.

· Asset report will be sent that shows PDAs funded by ITCD and PDAs funded by organization. Bill requests that inventory is sent out by name to whom the device is assigned. This will be attached to assessment report – but the individual names will not detail if that persons’ PDA is ITCD or Org funded. Total number of PDAs funded by organization vs. ITCD will be provided.

· Planned activities: Elaine Bowman will distribute the proposed policy and an asset report to the IT POCs. The IT POCs are to review and comment to Elaine by 11/6/08. 

	
	Questions Raised:

· How do we know who pays for what? Elaine asks that IT POCs include these issues or concerns during the policy comment/review period.  
· Can a deputy AA assign his PDA allotment to someone else? That is the DAA’s decision.

	
	

	
	Conclusions:

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	CSPR Restructure
	Joan Verbeck
	10

	
	Discussion:  Joan would like more feedback and would like to make this meeting more productive. 

	
	Suggested:
· Less frequent meetings depending upon what is going on; if a lot is going on at a certain time, have the meeting 1x a week but if things are slow, go to every other week.
·  Daily notes when appropriate if there is a customer impact. Suggested: post the notes or charts from tag-up somewhere.  Joan will take as an action and if there is customer impact, it should be notification to IT POCs. 
· Meet internally to come up with a standard in order to get communications out as fast as possible. 

· Mary Shouse: Will send draft proposal regarding communication to IT POCs: voice broadcasts to IT POCs to communicate information relating to e-mail outages, work problem and determine if an IT Notice needs to be sent out, then follow up with IT POCs.

	
	Concerns or comments: 

· Bill is concerned that since IT POCs are excluded from daily tag-up, need another way to get the information. Chris recommends that key points from tag-up are sent to IT POCs in a timely fashion. In order to avoid a large amount of e-mail traffic and daily notes from tag-up, Beverly recommends large items are sent out where there is an impact to the customers such as outages in the user community.
· Bi-weekly meetings are a good idea as long as there are no cancellations. 

· What happens if meeting is on a holiday? 

· Bi-weekly booking is fine so it’s blocked on the calendar. If there is no content, there is not much of a point to have a meeting. Ken Stepka recommends that we cancel or shorten the meeting if there is no content (20 mins instead of an hour). 

· Bill recommends that news items are included in the cancellation notices in order to reduce e-mails and communicate information. 

· For purposes of Nov and Dec, remove Dec 9th from the schedule so it’s clear that the meeting is every two weeks.

· Would like to have a chart that shows what IT initiatives are scheduled. Recommend that major projects are displayed so IT POCs can set expectations and communicate with their customers. 
· Planned activity: Joan Verbeck will send TagUp notes to the IT POCs when there is an outage with customer impact that needs to be communicated. 

	
	Special Topics: 

	
	· Use CSPR as an education forum that includes different sessions to help IT POCs assist their customers.

· Recommended topics include VPN, ODIN tools, Provance, e-Catalog, new IT Orientation presentation 

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Send draft proposal for communicating unplanned outage information, especially e-mail outages, to IT POCs
	Mary Shouse
	10/31/2008

	
	Provide comments about voice broadcasts to IT POCs to Mary Shouse
	IT POCs
	11/7/2008

	
	
	
	


	Other Items
	Joan Verbeck
	10

	
	Discussion:

	
	CISCO Call Manager 

- Web page fix for certificate error has been tested and should be deployed this weekend.
-Telecom has successfully tested a fix for the Personal Address Book feature and will roll it out soon (not sure of date). 

-IT POCs have requested an update for when that is working. Chris requests that the notification be sent via e-mail since we’re not meeting for two weeks.

	
	SoftPhone

- What is going on with SoftPhone? IT POCs were given a semi demo on it but never heard anything else about it. 

	
	

	
	

	
	Conclusions:

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Look into SoftPhone status
	Joan Verbeck
	11/18/2008

	
	
	
	

	
	
	
	

	
	
	
	


