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Enclosure
Minutes
Headquarters Automated Data Processing and Telecommunications (ADP/T)

Customer Advisory Committee (CAC)

Meeting Minutes:  February 1, 2000

Agenda Overview and Meeting Objectives

Ed Brimberg
Welcomed all participants and introduced agenda items.  Explained that the meeting would cover the particulars of the Outsourcing Desktop Initiative for NASA (ODIN) delivery order.  Apprised CAC that same presentation would also be given at an upcoming Town Hall meeting to all employees as a part of customer education.  Proposed to Points-of-Contact the option of having presentation briefed to their individual Codes, if desired.   

Objectives of ODIN








Reiterated the six Agency ODIN objectives:  1) Shift asset management responsibilities and risk from the government to the ODIN vendor; 2) facilitate information technology management; 3) increase systems and product interoperability across the Agency; 4) allow civil servant resources to focus on core R&D mission; 5) optimize service delivery using commercial best practices; and 6) reduce cost of IT services.  Emphasized the significance of the first objective to Headquarters.

HQ Contract Transition 

Summarized the HQ consolidation of approximately 30 IT contracts into one--the Information Resources and Management Support (IR&MS) contract that started November 1994 and extends to May 2000.  Explained how the IR&MS contract is now being divided into two separate contracts--ODIN and the Information Technology Systems Engineering and Management (ISEM) task order, and how services at HQ will be affected.  Briefed the transition of the top functional areas from the IR&MS contract scope to ODIN and ISEM.  
Major ODIN Contract Differences 

Identified distinct changes in the ODIN contract, specifically in property management and contract type.  Under ODIN:

· Assets are owned and managed by the vendor

· Vendor establishes processes and forms for ODIN property
· Government employees are subject to disciplinary action and/or liability and could be required to reimburse the government

Explained that ODIN is a fixed price, performance-based contract.  Thus, it is highly metrics driven with specified metrics such as customer satisfaction of 95% in first month of the delivery order.

January/February Activities




Highlighted a number of extremely important activities that Code CI and SAIC must perform prior to the start of the ODIN contract.  

Reduction of HQ Inventory

Explained that at the January 13, 2000, Board of Directors meeting, the Board endorsed the following policy for HQ IT:

- only one computer per person for office, travel and home use

- no computers dedicated for home use 

- no loaner pools permitted except for Code W

- Code CI and GSFC will work with each Code to pick up                           machines in a timely manner when employees leave HQ

- local/attached printers, by exception only:

· employee disability

· frequent printing of highly sensitive materials

- all equipment within the scope of ODIN must be identified 

  and covered under the ODIN delivery order




ODIN Desktop Categories






Described the desktop seat level categories and associated prices based on first year of the delivery order.  Desktop seat categories are:

- GP1 (majority of NASA HQ Desktops) Capable of running

  Agency and Center-level Office automation software suites,

  including IFMP, and standard COTS and GOTS

- GP2 All GP1 capabilities PLUS high-end COTS and GOTS

  application solutions

- GP3 Laptop/docking stations

ODIN Vendor





Taylor Durham
Introduced the HQ ODIN SAIC team, and the ODIN component elements and services.  Described how each will be provided and supported at HQ.

Customer Support

Comprised of four areas:  1) Help Desk (IntelliCenter); 2) Desk-side support; 3) Service Managers; and 4) On-line catalog. 

IntelliCenter

Described as an integrated service support capability built specifically to support NASA customers.  Explained that under ODIN, users are expected to articulate problems and attempt resolution over the telephone where possible.  Help Desk will no longer be an instant dispatch.
Desk-side Support

Emphasized that under ODIN, restore to service is within eight work hours of initial call.  Currently, metric is to respond within four hours, have a workaround in 8 hours, and a restore to service in 3 work days. 

Also, if a problem is reported on a user’s workstation and the ODIN vendor discovers unauthorized software, the ODIN vendor will restore the workstation to standard configuration for that user.  There will be an additional charge back when a restoration to baseline occurs.  Users are not permitted to install software of any nature.  If something is required to perform their job, they are to submit a Service Request or work with Code CI for other arrangements.

Customer Outreach

Introduced Woody Williams, ODIN Ombudsman, as a dedicated resource to assist NASA with problems during the transition.

Services Method

Compared ODIN services method and ODIN service levels to pre-ODIN services method and pre-ODIN service levels.  When comparing the category “user installed software/hardware”, a lengthy discussion on the policy ensued.  Ed Brimberg, the HQ ODIN Delivery Order Contracting Officer’s Technical Representative, explained that this is not a new policy.  If a customer requires a piece of software to perform their job, it should be requested in accordance with the existing HQ policy which is on the web at http://www.hq.nasa.gov/office/codec/codeci/help/software/swpol.htm. 

Once a Service Request is submitted, it will be evaluated and determined in conjunction with the requestor the best method for meeting the requirement and schedule.  When customers know that they will have a requirement for the installation of a piece of software, they should provide the maximum lead-time so that the required schedule can be met.  Sandra Daniels-Gibson also explained that the right of the ODIN vendor to remove software and/or hardware is incorporated in the master ODIN contract and thus applies to all NASA Centers.   

Next Meeting
It is anticipated that the next CAC meeting will be held in August 2000.

New Action Items

ACTION:
Code CI to discuss with Code CF the implications of adding consumables to the catalog.

ACTIONEE:
Code CI
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