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



Customer Advisory Committee

SUBJECT:
Minutes from the August 9, 2000, Customer Advisory Committee Meeting 

Please find enclosed the minutes from the Headquarters ADP/T Customer Advisory Committee (CAC) meeting held on Wednesday, August 9, 2000.  Should you have any questions concerning the enclosure, I can be reached on 358-1334. 

Original signed by

Edward F. Brimberg

Enclosure

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

Customer Advisory Committee (CAC)

Meeting Minutes:  August 9, 2000

Agenda and Meeting Purpose


Ed Brimberg
Welcomed all participants and introduced agenda items.  Explained purpose of the meeting was to allow SAIC to inform the CAC of their plan of action to resolve the ODIN issues presented and discussed at the July 18, 2000, CAC meeting and detail what steps have already been taken.  

SAIC Summary





Dan Harris

Emphasized SAIC’s unhappiness with their performance of ODIN at Headquarters.  Expressed the desire of SAIC to make ODIN at Headquarters the premiere ODIN model.  Resolved that SAIC has heard NASA’s concerns and has implemented aggressive changes to improve ODIN service delivery and customer satisfaction.  Introduced Carl Reiber as the new HQ ODIN Program Manager.

Overall, during the last few weeks of intensive management attention and corrective actions, many areas have started to show a reversing trend toward improved performance.

SAIC Plan of Action




Carl Reiber







Action plan focuses on four major areas that have the most impact to users and NASA management:

· Customer Coordination/Feedback

-Communication and coordination are emphasized in all processes.  Processes are being reviewed, updated and will be reviewed in SAIC all hands meetings.

· Performance Metrics

-Metric performance and daily monitoring continue.  Service Delivery Desktop performance took an upward trend during July from June’s 87% to 96%.  Customer Satisfaction rose from 82% to 85%.

· Resource Enhancements

-Additional resources in critical customer interface and hardware inventory areas have been increased.  One additional ODIN Code Coordinator has been added.

· Support Systems

-Program Management is addressing Shop4NASA Catalog functionality, reliability and delivery.  A delivery schedule for an upgraded system is being worked.

· Contracts

-ODO data cleanup has been targeted as a key task for September 2000.

New Action Items

ACTION:
Add an “alert” section to the ODIN web page highlighting new viruses identified at Headquarters or known issues/bug or fixes regarding products or services provided by the SAIC ODIN team due by August 31, 2000.

ACTIONEE:
SAIC/Hamilton

ACTION:
Validate previous “refreshes” and make sure all peripherals are “refreshed”.

ACTIONEE:
SAIC/Vinson

STATUS:
SAIC is adding resources to address cleanup of the ODO data and ensure that all desktop refreshes include peripheral refreshes are completed by October 31, 2000.

ACTION:
Provide Code CI the ODIN Code Coordinator responsibility matrix (who’s assigned to what Code).

ACTIONEE:
SAIC/Vinson

STATUS:
Completed--IT Coordination Mechanism has been updated and distributed.

ACTION:
Publish guidelines to Code POCs regarding maximum retainage time of excess workstations at the desktop after a new seat has been refreshed.

ACTIONEE:
SAIC/Vinson

STATUS:
Workstations may not be held any longer than five working days after a new installation takes place.  All data should have been dispositioned by the time the new workstation is installed.  Complete guidelines will be published by August 31, 2000.

ACTION:
Provide requester and Code POC status of excess and new user requests.  

ACTIONEE:
SAIC/Vinson

STATUS:
SAIC is using an informative email template to notify the requester and Code POC of the ticket numbers and estimated completion dates for all excess and new user requests. 

ACTION:
Ensure requester is aware that any ticket may be reopened within 72 hours if they feel the work has not been completed.

ACTIONEE:
SAIC/Vinson

STATUS:
A note has been added advising the customer that they may reopen a ticket within a 72-hour timeframe if they feel the problem has not been resolved.  A sample of these templates will be forwarded to the Code POCs by August 18, 2000.

ACTION:
Ensure the NASA HQ Banner is installed on every ODIN machine.

ACTIONEE:
SAIC/Vinson/Hamilton

STATUS:
All HQ coreloads have been reviewed and now carry the appropriate warning banner.  SAIC will update the IT computer systems installation and refresh checklist to ensure the technician verifies the warning banner has been installed and is operational by August 24, 2000. 

SAIC will re-install the warning banner on all IT computer systems via automatic distribution.  This will be included with the September virus table updates by September 22, 2000.  
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Code B:
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Ed Brimberg

Diets Gerstner

Sandra Daniels-Gibson
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Mike McNeill
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NOTE:  There were no representatives from Codes E, G, H, I, K, S, U, Y and Z.
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