	Customer Service Project Review Meeting

Minutes

11/04/2008
9:00 AM to 10:00 AM

MIC 7A

	

	Meeting called by: 
	ITCD – Customer Services Branch
	Facilitator: 
	Mia Ballou

	Note taker: 
	Tyler Niemiec
	
	

	

	

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

	

	Action Item Review
	Joan Verbeck
	10

	Upcoming Outages
	
	5

	Process Flow for E-mail Service Interruptions at HQ
	Mary Shouse
	10

	Bi-weekly Mac Leopard Status
	Roy Campbell
	10

	Wrap Up and Look Ahead
	Joan Verbeck
	5
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Jeff Stephens

Roy Campbell

Karen Thomas

Naeemah Lee

Sharon Washington

Mark Hill

Michael Crnkovic

Mike Riddick

Tina Alexander

Dolores McClung

Elaine Bowman



	


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

	Action Item Review
	Joan Verbeck
	

	
	Discussion:  Reviewed action items from the meetings held on 10/21 and 10/28.
Update to action items:

All of the wireless headset batteries have been replaced. Bill Loewy brought up the issue of leave behinds, they weren’t being left. Joan said that they talked to Telecom; in many cases, customers were at their desks when the battery replacement was done. For those who were not, they decided to go back and leave notes for after the work was finished. 

Representatives from HR and Security aren’t going to attend the meeting unless it is deemed necessary. 
Bill Loewy brought up issues with the Call Manager Website. The certificate isn’t recognized. Jeff Stephens said there is a Change Package in place but doesn’t know when it will be fully implemented. Kathleen also mention  issue with the Personal Address Book (PAB) function. A solution has been found but it is unknown when it will be released.
Meeting invites for the CSPR have been sent out till the end of January. Mia Ballou will send out invites for February and every month after that. 

	
	

	
	

	
	

	
	

	
	Conclusions:

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	IT Notice sent out concerning Call Manager Issues
	HITSS Outreach/ITCD
	TBD; determined by date PAB feature is fixed

	
	
	
	


	Upcoming Outages
	
	5

	
	Discussion:  There was a scheduled Blackberry outage last Friday, 10/31.

	
	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.

	
	

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	


	Process Flow for E-mail Service Interruptions at HQ
	Mary Shouse
	10

	
	Discussion: 
Process flow was sent to IT POCs last week and is attached with these minutes for reference.

If the disruption is long term, there will be a notice sent out every 2 hours to the IT POCs, who can forward as appropriate.
The goal for time between step 1 and contacting the ITPOC’s is 15 minutes. Steps 2a-2b-2c are planned to occur in parallel;  there will be pre-scripted notices and voicemail broadcast messages prepared in advance. 



	
	Suggested:

· 

	
	Concerns or comments: 

· A question was asked about the process for notifying  employees on travel and with international duty stations. There was discussion about this being a NOMAD responsibility.  ITCD will take an action to see if there is anything NOMAD does or can do to address this concern

	
	Questions Raised:

· 

	
	

	
	Conclusions:

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Determine NOMAD process for notifying traveling employees during an e-mail service disruption
	Elaine Bowman
	11/18/2008

	
	
	
	

	
	
	
	


	Bi-weekly Mac Leopard Status
	Jeff Stephens
	10

	
	Discussion: There is a problem with the pilot that involves the Mac laptops. There is a conflict between Entrust certificates and the ability to connect to the HQ private wireless network. Apple has been made aware of the issue and is working. ODIN is delaying ORR for a week.
HQ users will still have access to Real Player

FileMaker Pro 9.0 is in testing and it is expected that the approximately 40 HQ customers affected will be moved to the end of the deployment schedule. There is a parallel activity to develop a replacement solution for FileMaker.  
OmniGraffle is no longer bundled with the Apple OS. ODIN will survey Mac users to gauge the importance of the application. It will be offered for catalog purchase. 

	
	Suggested:
· 

	
	Concerns or comments: 

· In a follow-on break out session with the Mac ITPOC community, concern was expressed that the FileMaker Pro community is greater than 40 customers.  The list of users having access to applications will be cross referenced with the software library licenses.  Appropriate outreach will be done.  

· In the same breakout session, it was agreed that ODIN would prepare an IT Notice for use by the ITPOCs to send to their Mac users to help determine the OmniGraffle users. The notice was distributed on 11/6/2008.

	
	Questions Raised:

· 

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	Other Items 
	Joan Verbeck
	10

	
	Discussion:

	
	Suggested:

· 

	
	Concerns or comments: 

· IT POCs should please provide comments to Victor Thompson concerning the PDA Allocation Policy by  November 6. 

	
	Questions Raised:

1) Is there something that will be installed in the conference rooms to avoid having the computer going to sleep during a WebEx?
2) Why are Bill Loewy’s customers’ computers going on stand by?

3) How do IT POCs request agenda items for the CSPR Meeting?

	
	

	
	Conclusions:

	
	1) Software  solution for screen saver timeout on conference room computers has been ordered;  there was no date given when it will be installed.

2) To request agenda items be added ot the CSPR Meeting, please send an e-mail to hitss-customerservice@lists.hq.nasa.gov or to Joan Verbeck

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Find out why Bill Loewy’s customers computers going on stand by?
	Jeff Stephens
	11/18/2008

	
	Present information on current power save configuration and how customers can adjust this if necessary at next CSPR Meeting.
	ODIN
	11/18/2008

	
	
	
	

	
	
	
	


