	Customer Service Project Review Meeting

Minutes

11/18/2008
9:00 AM to 10:00 AM

MIC 7A

	

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

	Note taker: 
	Ericka Brown
	
	

	

	

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

	

	Upcoming Outages
	Joan Verbeck
	5

	NCAD Phase I Overview and Outreach Plan 
	Leslie Cahoon
	5

	Bi-weekly Mac Leopard Status 
	Roy Campbell
	10

	ODIN Seat Report Template Development 
	Roy Campbell
	5

	PDA Policy Comment Review 
	Elaine Bowman
	15

	Antivirus 2009 
	Scott Oglesby
	5

	Action Item Review 
	Joan Verbeck
	10

	Wrap Up and Look Ahead
	Joan Verbeck
	5

	

	Other Information

	In attendance were:
On the Net were: 
Beverly Hamilton 
Mike Wright

Bill Lowey 

Marvalyn Sweeney

Chris Burroughs 

Mike Campbell
Dan Hirsch

Ed Motsinger 

Elaine Bowman 

Ellis Kitchen 

Ericka Brown

Jeff Hall 

Joan Verbeck 

Joe Lanasa 

Karen Thomas

Ken Stepka

Lance Weakley

Les Newell 

Leslie Cahoon 

Mark Hill

Mary Shorise

Mia Ballou

Mike Barrett 

Mike Chapman 

Randy Crumpler

Roy Campbell 

Scott Oglesby 

Tina Alexander 

	


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

	Upcoming Outages
	Joan Verbeck
	5

	
	Discussion:  
Consider enlarging scope of IT Notices to include impacts to HQ users that originate elsewhere, for example IEMP or NOMAD outages, especially at large centers like JSC. Agency actions that impact HQ users, and issues of how to report these, are already being considered; this perspective will be added to that effort.

Update to action items:

 

	
	

	
	

	
	

	
	

	
	Conclusions:

	
	

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	Jeff Hall
	

	
	
	
	


	NCAD Phase I Overview and Outreach Plan 
	Leslie Cahoon
	10

	
	Discussion: 
Dates of this Agency effort are considered tentative.  In the process of creating detailed schedule; users will be contacted three days prior to migration.  Users not in the office will not be migrated.  Missed migration will not affect access to documents or any other computer access.


	
	Suggested:

· 

	
	Concerns or comments: 

· ITPOCs should review schedule to ensure availability and give feedback.  Closer to doing your organization, we will reschedule if glitches occur.  Glenn and Langley report that when they performed this migration their two biggest issues were: (1) employees not leaving their computer in the right state and (2) employees taking computers with them when they are out of the office.

· How handle HQ-badged employees who work at other centers has not been decided.  Received list 11/17/2008 from Glen with about 150 users who fit this criterion.

· HQ employees who are working overseas will likely be put into the phase 2 migration.
· At the end there will be clean-up and exceptions, missed users, etc. will be migrated at that point.

	
	Questions Raised:

· Any timelines for access (SmartCard, etc.)?  Leslie did not have schedule with her but believed full migration would be completed by December 2009.

	
	

	
	Conclusions:

-


	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	Talking points for ITPOCs will be provided.
	Leslie Cahoon
	12/2/2008

	
	Migration of off-site HQ employees
	Leslie Cahoon
	12/2/2008

	
	
	
	


	Bi-weekly Mac Leopard Status
	Roy Campbell
	10

	
	 

	
	Suggested:
· 

	
	Concerns or comments: 

· Tivoli is not working (power outage), risk mitigation is going on so that we can have back-up.

	
	Questions Raised:

· 

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	Seat Report Template Development
	Roy Campbell
	5

	
	 Discussion:


	
	Suggested:

· Org_Seat_Summary (slide 21) will be sent out electronically for users to review and offer feedback.  

	
	Concerns or comments: 

· What is seen on the report does not always correspond with what is seen on the bill.

	
	Questions Raised:

· 

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	PDA Policy Comment Review
	Elaine Bowman
	15

	
	Discussion:

· No comments came back other than the users concurred with what was received.  The proposed policy will be effective January 1, 2009.  Work is to become compliant December 31, 2008.  Call Elaine Bowman if you need assistance.  We will also contact Mission Support Offices to ensure IT POCs get help if needed.  Two offices spoke up and said they sent memo to HQ CIO.  It was reported that there is a two-week turnaround from Les Newell’s office for all correspondence
· Looking to be compliant in early December 2008. Mike (Chatman) will send copies of invoices to each organization so you can see all funding. Names and numbers will be given.
· Broader approach is that we keep track of the licenses and seats and we are doing better with this. In the future, we will be able to validate what assets are assigned to which users in each organization.

· IT POCs will be sent utilization reports.  The October invoices were just completed and copies will be provided to the IT POCs.
. 

	
	Suggested:

· 

	
	Concerns or comments: 

· A utilization report would be useful.

	
	Questions Raised:

· Procedure for users who wish to keep their BlackBerrys but need to change from international to domestic. ANSWER: This is done through CICO. Change the SLA. Modify the existing SLA and add the request details to the Request Comments field.

· Are further modifications to CICO planned?  ANSWER: Nothing at this point.
· Sometimes the issue is more than just the license. Some people leave the organization and want to take their PDAs with them. Who pays their bill?



	
	

	
	Conclusions:

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Antivirus 2009
	Scott Oglesby
	5

	
	 Discussion:
· Regarding Trojan Antivirus Application, it can be prompted by a Google search.  The error messages look authentic and different error messages can continually pop up even after you have attempted to delete it.  Please feel free to contact the Help Desk and let us know so we can come up and work to isolate the problem.  One error messages instructs the user to uninstall pop-ups but firewalls can prevent the user from doing that.



	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	Questions Raised:

· Will IT notices be sent out?  ANSWER:  Not yet.  There have only been three instances.  We will monitor the situation in the next few days and if we feel there is a need to send out a notice we will do so.



	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	Tivoli
	Ed Motsinger
	5

	
	Discussion:

· Tivoli is still down.  There was an outage this weekend and this evening the share drives will be down.  We are estimating this problem will last for up to a week and a half.  Please use your desktop back-up system in the meantime.



	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	Questions Raised:



	
	

	
	Conclusions: 



	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Action Item Review
	Joan Verbeck
	10

	
	Discussion:

	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	Questions Raised:



	
	

	
	Conclusions:

· Re: Present Tactical Plan information at an upcoming CSPR.  B. Hamilton would like to see what was planned and what occurred in 2008 and what is planned for 2009.

· Re:  Continue discussion on CSPR Restructure.  No comments.  Close action item.

· Re: Voice broadcasts to IT POCs to Mary Shouse; B. Hamilton would like NASA HQ to give notification when other Centers are affected by outages, not just HQ?

· Re: SoftPhone, M. Barrett stated there is an SR in system to set plan, schedule, etc. for SoftPhone. We are currently testing in the lab but before we go live we need to ensure accuracy. There is a due date for the plan of January 2009. We will give you follow-up at that time. Up and running sometime between March and May 2009.

· Re: Call Manager Issues, not yet resolved.
· Re: NOMAD, system cannot determine when someone is on travel. User must call the Help Desk or access through webmail. Currently these are the only processes available. This item will be closed.

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	CSPR Look Ahead
	Joan Verbeck
	5

	
	Discussion:

	
	Suggested:

· 

	
	Concerns or comments: 

NCAD
Entrust

ODIN Overview: billing

ITCD Org Chart

ODIN CICO Overview

Seat types, what they are


Seat ordering guide

Issue of PDA funding


Move organizations


How to turn off PDAs

Above Core software

· 

	
	Questions Raised:



	
	

	
	Conclusions:

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


