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Information CAC Meeting

Meeting Minutes November 23 and December 1, 2004 

Introduction







               Noah Nason
Summarized the meeting purpose and presented the agenda items.

Desktop Metrics


                                  


   Noah Nason 
Details were provided on ODIN metrics such as customer satisfaction, workstation seat counts, Remedy ticket overview, critical uplifts, MAC’s, Help Desk speed to answer calls, and Help Desk abandoned call rate. In particular the newly offered Help Desk After Hours support was highlighted.

Details were provided on ISEM metrics including Application metrics, Post TRR and ORR problems, Systems Engineering Performance statistics, Project Schedule Adherence, Project Requirements Conformance, and Connectivity to Outside Networks. Also reviewed were ViTS satisfaction, System availability, and SR support. Highlighted were the successes in the Applications Developments groups post operational readiness review problems as being far less than industry standards.

Recent Tasks Done Well


                                                   Noah Nason 
Discussed the backlog of pre ODIN support tickets, provided Flash Drives, and kicked off hardware refresh.   Also discussed contingency planning activities, and hotelling. Highlighted that all ODIN and ISEM metrics were met in October.
Major Projects


 




   Noah Nason
Discussed the status of HEMI (Formerly known as HIRT), Transformation, CENS, and wireless, a detailed refresh discussion, and an overview of the BPR activity to revamp the Employee In / Out process.
Process Improvements



                       

   Noah Nason
Live after hours Help Desk.

Recent Tasks Not Done Well





   Noah Nason 
On Hold tickets (still some outstanding), IT POC’s not happy with refresh, eCatalog needs more items on catalog and quote system takes too long – also items purchased on catalog not being delivered. COA’s are being pulled away from regular duties, and IT POC’s not being notified of Critical Uplifts.

Discussed a defective script for the BESS application and resulting problems. 

Other Issues

               





Noah Nason 
IE compliant application issues. Netscape will be taken off the Core Load in the immediate future. FY05 Security Awareness Training coming up, and customers refusing first call resolution.

Asset Management Issues

                   



   Noah Nason

Resolved some issues, still work remaining.

Summarize Results/Next Steps / Q&A



 
   Noah Nason

Meeting was summarized.  

Review of Ongoing and Completed Actions



   Noah Nason

A list of ongoing and completed actions that require enhanced IT services at Headquarters was reviewed.

New actions captured:

Write process for ordering blackberries and forward to IT POC’s – Noah Nason

Offer training for HONURS ticket lookup – Makneeka Moss

Deliver inventory to IT POC’s (Provance) – Mike McDonough

Escalate closed tickets to IT POC’s  - Makneeka Moss

Determine if MSFC teleconferencing is going away – Noah Nason

Determine how far ahead of time we need to order a WebEx meeting for it to be set up – Joan Verbeck

Check Space Ops printing issues – Lenny Holland

IT POC’s get to vote in what to do about aging tickets – Noah Nason

Define / outline the catalog and ticket process for IT POC’s – Noah Nason (find out why no surveys)

Find out if there is a way for users to tell the difference in how an item is priced in both catalogs – Noah Nason

LM provide aging report

Change eCatalog items

Remedy website still not working properly

Check leave behinds

IT POC’s don’t know where or when refresh informational meetings are.
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