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	Customer Service Project Review Meeting

Minutes

12/16/2008

9:00 AM to 10:00 AM

MIC6A

	

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

	Note taker: 
	Ericka B. Brown
	
	

	

	

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

	

	Announcement – Farewell 
	Les Newell
	5

	Upcoming Outages
	Joan Verbeck
	0

	Bi-Weekly Mac Leopard Status
	Roy Campbell
	5

	Bi-Weekly NCAD Migration Update
	Leslie Cahoon
	10

	Final Pay Period Reminders
	Jeff Hall
	5

	Customer Advisory Council
	Jeff Hall
	5

	Guest Network
	Kathleen O’Connor
	5

	User Self-Service
	Leslie Cahoon
	10

	Action Item Review
	Joan Verbeck
	5

	CSPR Look-Ahead
	Joan Verbeck
	5


	

	Other Information

	In attendance were:
On the Net were:

Mia Ballou

Mike Campbell

Ericka Brown

Mike Wright

Kat O’Connor

Pam Barnes

Joan Verbeck

Julienne Moore

Elaine Bowman

Patrice Williams

Tina Alexander

Dolores McClung

Kim Butler

Maureen Moore

Leslie Cahoon

Regina Hoover

Mark Hill

Beverly Hamilton

Chris Burroughs

David Grove

Mike Riddick

Joe Lanasa

Mary Shouse

Ellis Kitchen

Roy Cambell

Mike Veillette




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

	Announcement 
	Les Newell
	5

	
	Discussion:   Stepping down as Chief Information Officer for NASA HQ

Update to action items:



	
	Friday will be last day as HQ CIO

	
	Please inform all ITPOCs not present of his appreciation for all their hard work.

	
	

	
	Conclusions:

	
	

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	


	NCAD Status
	Leslie Cahoon
	10

	
	Discussion:  

	
	

	
	

	
	Conclusions: 

	
	Outreach materials are being finalized with the pilot participants. Pre- and post-migration leave behinds are prepared and  will be left at customers’ desks with instructions for what to do to prepare for migration and how to log in after migration.

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	


	Customer Advisory Council
	Jeff Hall
	5

	
	Discussion:  

· Two priorities:

· Re-vamp the IT orientation presentation (currently working with Elaine Bowman). This is a first time we as a division reach out to new customers
· Enhance IT POC communication

· CSPR Meetings - important way to help IT POCs understand what’s going on daily and/or weekly basis

· CAC bridges the gap between IT POCs and Board of Directors
· Council meetings will start in January and meet monthly.  A letter will be going out this week asking Board of Directors to nominate members to Council.  Some of those elected will be attendees of the CSRP meetings; 

· Council’s focus is giving requirements; prioritization; and recommendations on how to conduct business to ITCD.
· The CAC provides an opportunity to ensure ITCD is in alignment with services needed by HQ Orgs

	
	Suggested:

· 

	
	Concerns or comments: 

·  

	
	Questions Raised:

· 

	
	

	
	Conclusions:

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	Guest Network (Wired and Wireless)
	Kat O’Connor
	5

	
	Discussion: For wired access, yellow cable – avail in both MIC rooms and Pods.  Access is always on in MICs (labeled cable, usually yellow) but 24-hour request for activation in Pods is recommended.  Please call Help Desk at 202.358.HELP (4357) for assistance.

	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	Questions Raised:

· Is there a policy reason for wired access not being on all the time in Pods?  

UPDATE: The Pods now have Guest network drops on all the time. It is no longer necessary to request a LAN drop activation for Guest network drops in Pods. This is a relatively recent change, which is why it was incorrectly reported in the meeting.

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	.
	
	

	
	
	
	

	
	
	
	


	User Self-Service
	Leslie Cahoon
	10

	
	Discussion:

· Requests for changes to e-mail aliases, common name, and GAL entry must be approved by the Center Postmaster (for HQ, this is Sam Ramos).

· For User Self Service (USS) requests, the completion time is approximately three days to one week depending on the Postmaster’s availability to approve requests.

· User will receive e-mail once their request is approved (see slide 21 of the presentation for sample email) but user will have a tracking number (see slide 22 of the presentation).  

· This process works for nicknames, and email aliases, not office location, Job Title, Center, Org ID, or Legal Name data change for users.  Office locations will be discussed next (see slide 23 entitled "E=mail Notification for User Data Request")

· Bulk requests can be sent via this process (e-mail to update@hq.nasa.gov).

· Process to update Job Title, Center, Org ID, or Legal Name data change is handled via an Official Personnel Action, which may take up to two pay periods.  Please note all users transferring from other centers must contact their home center (where paperwork for transfer was originated) if there is a delay in processing.

· Any move from offices and/or centers requires a personnel action; these fields can only be adjusted through a personnel action.

· This week an IT notice will be sent out stating how to update info in IdMAX.  Users with outstanding tickets will receive a separate email stating that they need to contact their AO to get the proper paper work and then re-submit their request.

· Mary Shouse has updated the HQ ITCD Web sites with this information.

	
	Concerns or comments: 

· Concern is that users may be of the understanding that the ITPOCs are the approvers.  Requesting that verbiage on the email be adjusted.

	
	Questions Raised:

· Does the user receive an e-mail message stating their request is pending approval? No.

· 

	
	

	
	Conclusions:
The HQ HSPD-12 Team can submit an SR to request a change to send the user an e-mail informing them their request is pending approval

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	NOMAD and ODIN Seat Report
	Mike Riddick/ Roy Campbell
	5

	
	Discussion: 

· JSC email node had problems connecting to exchange clients; affected pilot users (5-6 users); with reboot to CAS servers and NDC main servers.  We have gotten them back up and running.  We believe that one domain controller is causing the problem.  The problem has occurred November 17, November 24 and again December 15.  Each of these dates have been on a Monday (in the mornings).  If you know of any type of services or data feeds in your organization that run on Monday mornings, please let us know.

· The server we believe is causing the problem will be taken out and moved to its own architecture this weekend.

· NOMAD users on the JSC NOMAD e-mail servers experienced trouble logging into e-mail client. This issue did impact some Exchange 2007 HQ pilot users. 

· The combined reboot of some NOMAD CAS servers and NDC domain controllers resolved the client access problems that were affecting NOMAD customers.

· Exchange 2007 migration - January thru March, 2009.  This topic will be added to agenda on 1/6 meeting.

· The deployment will begin January 1 and the affected users will receive notification five days prior 

· Monthly inventory reports and templates published to HQ groups (W:\ drive) yesterday.  Documents are currently in draft for IT POC review.
· When we reconcile imbalances, we’ll speak with IT POCs before we launch;  thereafter they will be a  point of record.

· A briefing on the seat report and inventory will be given at the next CSPR

· IT POCs should review documents and offer feedback.

· .

	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	· 

	
	 

	
	Conclusions: 

	
	Microsoft and NOMAD are continuing to monitor and review logs to determine a root cause for the recurring issue. This has been occurring on Mondays. If anyone is aware of any large reports that are run or jobs that are processed on Monday mornings, please share this information with Mike Riddick. NOMAD is examining a possible connection between an event occurring on Monday mornings and the connectivity issue.

	
	 

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	Reminder: PDA Allocation Policy
	Elaine Bowman
	5

	
	Discussion: 

· Final PDA allocation will be signed and distributed this week. Please become compliant before the end of this year.  Still awaiting contact from a few ITPOCs. We will inform you by the second week of January after assessment regarding compliance. At that point we will revisit the status.

· If ITCD has received formal communication from an org pertaining to PDAs, those will be held and service will continue until a final determination has been made.  If your Org is going to fund PDAs, please get a PR in ASAP.

	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	· 

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:

	
	
	
	

	
	
	
	

	
	
	
	


	Look Ahead
	Joan Verbeck
	5

	
	Discussion: 

· Next meetings will be January 6, January 13 and February 3, 2009.  Meetings will be held bi-weekly starting with the February 3 date.

	
	Suggested:

· 

	
	Concerns or comments: 

· 

	
	· 

	
	 

	
	Conclusions: 

	
	

	
	

	
	Action items:
	Person responsible:
	Deadline:
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