CAC meeting 7/30/2 minutes:

Opening comments:  not a CAC; informational meeting with CAC members.  Noah wants to meet more often than in the past.  

First section:  ODIN metrics – Jay Moore

June metrics slide presented – met all metrics, however, only 25% + - responded.  Only 12 of 569 customer satisfaction ratings were unsatisfactory.  

Service Delivery = 98%; availability = 99.7%, Customer satisfaction = 97%

Detailed level 2 metrics sheet shown with no comment.

New Seat Installation – Voleak does not think that any sort of survey goes out on New User Installation process, and she is correct.  Some confusion exists.  Bill Loewy is concerned with what happens with the distribution of tokens.

Action 1:  Determine how the POC can get a customer satisfaction survey upon the completion of a New User Installation.

Action 2:  Review the token issuance process and determine if there is a more satisfactory method / process to accomplish token approval / distribution.

Action 3:  Bill Loewy will provide a list of seats deleted from SMBS that are not removed from desk area.

Second section:  Recent Tasks Done Well –Noah Nason

No comments on any bullets.

Third section:  Recent Tasks Not done Well – Noah Nason

Voleak stated that you cannot call pager from cell phone – Voleak will provide an explicit example of someone who experienced this situation.

Fourth section:  Other Issues – Noah Nason

Noah discussed that getting a ‘no’ from a contractor should result in the user placing a call to Noah.  The solution should be elevation of a problem instead of ‘no’.

Noah proposed that in the future a New User will not get access to their computer until they have completed New User training.  No userid / password will be issued until training is over.

Analysis has indicated that the effective difference between KSC and HQ seats is $150 per year.  The greater numerical difference is due to a comparison of local pay scales, different services provided, etc.  Chris Burroughs requested a breakdown of seat cost differential between KSC and HQ seats.

Catalog pricing will be different for Delivery Order 2.  Most DOCAT and catalog items will be Triage 3.

Shared file space – Our current HSA architecture needs to be replaced with a Storage Area Network, which is in the Tactical Plan, but will probably not be done next year due to funding limitations.  We will buy more of the same in the near term to alleviate current data storage limitations.  Codes may purchase additional storage as required.

Fifth section:  User issues – Noah Nason

Mr. Bill Loewy stated that some Code Q users wait 22 minutes at boot up due to SMS or AI surveys / installs.  If this is true, a trouble ticket should be opened for these users.  This amount of time is far beyond the time frame anticipated.

In addition, for users who will be at their desk for a short time and only want to read their email, it is a major inconvenience to have to wait for an SMS or AI activity to conclude.  Mr. Loewy wants a way to delay the scans to later dates / times if possible

Sixth section:  Proposed changes to DO2 – Noah Nason

Noah requested any new metrics requirements from POCs.  Some discussion ensued, with the understanding that providing and meeting metrics is not free.  If we ask for a new metric in the DO, then we must expect that there will be a cost associated with it.

Seventh section:  Next Steps – Noah Nason

No significant comments.

