CAC Meeting Minutes for 23 July and 31 July 2003

23 July

Bill Loewy, Code Q, asked, “ What is super priority service?”   This service is generally reserved for situations that affect the NASA Administrator, although it has been very sparingly used in other situations.  There are a very limited number of people that can authorize super priority service.  Once authorized, the ticket must be responded to within 5 minutes and must be continuously worked until resolved or a workaround is provided.

Anne Tracey reported a situation that needs to be looked into.  She had a virus on her computer.  When she called the help desk she was told not to use her computer.  When she asked how long it would take to get someone to come and look at the computer, she was told they did not know. When Anne stated she had work that must be done she was told that she could open a critical uplift ticket.  This was not a user-induced problem, the user was told to not use the computer, and the user had work that needed to be done.  Anne believes a better way is needed to service this type of situation.

Several errors were discovered in the hand out on page 10, Distribution of Critical Uplifts.  Noah will redo the chart for the CAC makeup meeting. (A new chart was provided for the makeup meeting)

It was noted on page 11, Distribution of M/A/C, there are five codes that have fewer workstations than users.  Why?  These are codes with user accounts but they are using equipment from another source

Noah tasked Kelly Peters to send an email to the POCs explaining how to fund the ISEM 10.09 task order with a PR and explain the four PLIs.

Chris Burroughs asked about the catalog and reuse pool process.  It was explained that if an order is placed in the catalog and that item is in the reuse pool, the item will be issued from the reuse pool and the catalog order will be disapproved.

Noah pointed out, on page 15, Catalog Issues, the Triage 1 and 3 definitions to be published.

It was pointed out that searching in the catalog does not always find an item that is actually in the catalog.  SAIC has made some changes to improve the catalog search capability.

The question was asked “Why have something in the catalog that is not approved”?  Some Codes may have unique requirements that require unique solutions.  The hardware and/or software associated with these solutions may be placed in the catalog as Triage 3 items and would not be approved for use by the general Headquarters users.  If support for these items is needed it will be funded by the Code on a pay-as-you-go basis.

For SNA login to the U drive a user needs to know the login server and/or sequence.  Code CI should let users know this.  It was suggested that an SNA users guide be provided on-line so that a user could push a button to access the guide.

It was suggested that Code CI identify any applications that do not have a compatible browser and provide this data to users.

 In relation to the Guest Network, users have no way to tell which ports are active.  It was suggested that some means, such as color codes be provided.

To save the cost of providing a computer to a detailee from another NASA Centers, it was suggested the individual bring a laptop to the assignment and use the Guest network.  Is there a way to make this work?  

Noah stated that we need a process to support off-site users that will be using the Guest Network.

Several comments and suggestions were made reference Honurs requests:

After a request is submitted, quite often the user is not notified or aware that the requested action has been completed.

Need a process to insure all items requested are accomplished.  Some requests get closed with some items not worked.  Not POCs job to see that all things get done.

Some times when there are multiple, related requests the request do not get linked together.

Reference on-hold help desk tickets:


 Need to be able to click on ticket number to get a description of the problem.


 Put more detail in the email, and add link to look at ticket.


 ICPMs should visit POCs at least once a week with list of on-hold tickets.

31 July

The Code S Board Member, Mr. Chris Scolese, attended this session and said the meeting was very informative and he was glad to have the opportunity to attend.
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