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Meeting Minutes February 2 and February 7, 2005 

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. Detailed survey results about the status of the move of the HQ Help Desk offsite were discussed. The ticket aging report was discussed for February.

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. 

Recent Tasks Done Well


                                                   Noah Nason 
The HEMI project was highlighted with 95% completion, which met the approved schedule. Also highlighted was the status of the HQ Refresh, which is 95% complete, and which also met the approved schedule. Discussed was the M Street Move which is also on track as is building wide restacking. The wireless network and VPN status was discussed as well as the status of the HQ security vulnerabilities. Of note was the in-processing of the new NASA Admnistrator and his staff, and the completion of the HQ Space Operations Center (SOC).

Noah also talked to the new tablet PC’s and support for Treos and Pocket PC’s as well as the many infrastructure upgrades. 

Major Projects


 




   Noah Nason
Discussed the status of HEMI and the HEMI deployment schedule, the status of the wireless network at HQ, and the VPN activity at HQ. Detailed information was provided regarding HQ Transformation activities, the HQ IT Infrastructure upgrades, Filemaker Pro upgrades and End-Point security.

The wireless PDA support was highlighted with a special note that the process to request devices has been changed to be approved by Walter Bigelow or Noah Nason. The Mission support organizations have specific options available to them to request Blackberry’s and must have substantial justification. Also, to have personally owned PDA’s placed on the HQ network only requires a phone call to the Help Desk.

The Printer and Fax replacement was reviewed as was the Help Desk move, X.500 Directory updated, and the desktop backup is scheduled to be deployed this summer.

Recent Tasks Not Done Well





   Noah Nason 
A review of issues with consistency in service delivery was discussed including discussing details of consistency – support should settle down now that HEMI and refresh are winding down.

Email issues were discussed, as was catalog delivery and an added aging report.

Highlighted was the asset data still not as accurate as needed. Help desk and desktop are trying to validate as calls are made. The IT Tool Set (Provance, Honurs etc.) still needs improvement as does the confusion about “hot” drops in conference rooms persists even after a process improvement. Note: Some services have been deferred/ reprioritized due to budge impact of HQs organizational transformation.

Summarize Results/Next Steps / Q&A



 
   Noah Nason

Need to complete WiFi deployment and VPN delployment over the next three months, and determine the schedule for HQs transformation modifications to IT systems.

Need to review the upcoming budget with the Mission Directorates, and provide status on the ISEM extension and the recompete.

Review of Ongoing and Completed Actions



   Noah Nason

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

Actions:

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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