






 
August 2, 2000

CI








TO:  
Headquarters Automated Data Processing and Telecommunications (ADP/T) Customer Advisory Committee

FROM:  
Executive Secretary for the Headquarters (ADP/T) 



Customer Advisory Committee

SUBJECT:
Minutes from the July 18, 2000, Customer Advisory Committee Meeting 

Please find enclosed the minutes from the Headquarters ADP/T Customer Advisory Committee (CAC) meeting held on Tuesday, July 18, 2000.  Should you have any questions concerning the enclosure, I can be reached on 358-1334. 

Edward F. Brimberg

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

Customer Advisory Committee (CAC)

Meeting Minutes:  July 18, 2000

Agenda and Meeting Purpose


Ed Brimberg
Welcomed all participants and introduced agenda items.  Explained purpose of the meeting was to inform the HQ ADP/T CAC of the ODIN issues and the steps being taken to address them within the limitations of a performance based fixed price contract.  Also, would like to solicit additional issues and feedback from CAC. 

Code CI Actions Taken








Informed CAC of a number of documented issues relative to the performance of Science Applications International Corporation (SAIC) Outsourcing Desktop Initiative for NASA (ODIN) at Headquarters.  The NASA ODIN Program Manager has also met with and expressed issues and concerns to SAIC.  As a result, SAIC is scheduled to present a response to Code CI on Thursday, July 19.  The CAC requested a summary of the outcome of SAIC’s response.

Also, expressed concern to CAC of the problematic ODIN Seat Ordering Process.  Have tasked Information Technology Systems and Engineering Management (ISEM) to develop a front-end to automate processes.

Contractual Issues 

Explained that a fixed price, performance-based contract is monitored based on the level 1 metrics.  Contractually, metrics are of the utmost importance.  SAIC is not meeting the majority of their metrics.  A number of other contractual requirements have not been met such as:

-National Software Testing Laboratory (NSTL) certifications

 were not completed on schedule. 

-Shop4NASA Catalog is not fully populated, pricing 

methodology not agreed upon, user dissatisfaction with functionality, reliability and delivery. 

Customer Service Problems 

Identified some of the customer service problems collected from POC’s:

-ODIN team members do not know the rules.

-IntelliCenter hold time too long, personnel not solving 

 problems on the phone, not familiar with HQ environment,

 and referring callers back to POC’s erroneously.

-ODIN Code Coordinators (OCC) and SAIC management

 unresponsive to customer requests.

-SAIC lack of responsiveness and communications with POC’s

 on the state of things.

-Lack of data integrity in data systems.

-Customer frustration with laptop loaner pool.

-New user processes labor intensive.

Project Management Issues




Highlighted a number of project management issues with ODIN, e.g., no sign of effort underway for major hardware refresh for Windows 2000 and Mac OS9 rollout starting in October 2000.

Summary

Headquarters is not pleased with SAIC ODIN performance after four months and has elevated major concerns to the Vice President of SAIC Information Services.  General consensus regarding Customer Code Coordinators (OCC) is that they are not knowledgeable and informative enough and are spread to thin. 

Polled CAC on the additional duties of a POC since ODIN  

was implemented.  Some of the new duties include:

-Overall coordination for moves and new users

-Having to deal with questions referred back to NASA Headquarters POC’s by the IntelliCenter 

Overall, CAC is frustrated with ODIN service at Headquarters.
Next Meeting
It is anticipated that the next CAC meeting will be held on August 9, 2000.

New Action Items

ACTION:
Provide to the CAC, a summary of Code CI’s meeting scheduled for Wednesday, July 19, 2000 with SAIC management.

ACTIONEE:
Code CI

STATUS:
SAIC will present their plan of action to resolve the issues to the CAC on August 9, 2000 and the Board of Directors on August 16, 2000.
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Sharron Sample

NOTE:  There were no representatives from Codes H, J, K and Z.
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