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TO:  
IT POCs

FROM:  
Chief, User Services Branch

SUBJECT:
CAC Meeting Minutes for September 24, 2003 and October 1, 2003

Please find enclosed the minutes from our Customer Advisory Committee (CAC) meetings held on September 24, 2003 and October 1, 2003. These meetings were informational. Should you have any questions concerning the enclosure, please contact Mr. Noah Nason on 358-1334. 

Noah Nason

Enclosure
Headquarters Customer Advisory Committee

Meeting Minutes

September 24, 2003 and October 1, 2003

Introduction






Noah Nason  
The meeting addressed the following agenda items: ODIN DO2 Schedule, ISEM Metrics, Recent Tasks Done Well, Recent Tasks Not Done Well, Projects, Tactical Plan, Other Issues, Next Steps and Answering Questions.  

ODIN DO2 Schedule





Noah Nason  
It is still uncertain if HQs will team with GSFC on the next ODIN 3-year delivery order.  The ODIN DO2 will provide support to Headquarters for desktops from May 2004 to April 2007.

Recent Task Done Well  




Noah Nason    

User support successfully made metrics 15 of the last 17 months. Based on customer surveys, customer satisfaction continues to be rated over 95%.  Tactical plan progress continues.  Per Code M, support for HCAT and CAIB was outstanding over the summer.  Fast virus response from SAIC prevented email outages. User data has been moved from aging data servers. Windows 2000 service patch 3 was installed.
Recent Tasks Not Done Well



Noah Nason  
Workstation return to service was down to 89% for August, partly due to the increased work due to multiple virus attacks. Printing problems continued. SAIC has rebuild the problem servers.  Catalog ordering process continues to be cumbersome and slow. Catalog pricing remains higher than desired.  A meeting will be set up to discuss this issue with the Code IT POCs.
Ongoing Projects





Noah Nason    

· MAC OS X pilot is on schedule with 44+ users
· Interim email server enhancements have been completed with additional capabilities planned in the fall
· Secure Nomadic Access is now available in the production environment
· Guest Network implementation is in progress
· Dial-In access has been upgraded with more lines and has increased reliability.  Additional features will be available by the end of September.
· Second Floor re-cabling has begun.
· Oracle e-Presence Pilot is progressing
· Lanier copiers are being enabled as printers
· IP/Direct printing implementation continues
· Data Storage is being reconfigured
Issues








Noah Nason    

· Potential causes for an increase in cost.  Noah discussed the following and how they might affect a cost increase for FY04.  A number of SAIC cost proposals are outstanding.  As soon as they are finalized, the Enterprises will be notified of the impacts.

· The total number of seats has been over 2150 since the start of ISEM Task 10.09.  This is 150 more than contracted for.

· Critical Uplifts are increasing.  The anticipated 75/month has ballooned to 113 in August.

· Moves/Adds/Changes have exceeded the budgeted amount for the last 4 months by 897, resulting in an unanticipated cost of $125,580 for the first third of the year.

· Catalog additions for triage 1 items have exceeded the 12/year and are at 31 for the last four months.

· Catalog additions for triage 3 items have exceeded the 36/year and are at 73 for the last four months.

· Catalo orders are exceeding the contracted amount by 30 to 50%/month.

· Tickets being placed on hold causes problems with users.  Each week ICPMs will be reviewing these with the code IT POCs

· Lack of detail in ticket survey emails causes confusion with users.  An SR has been established to improve Remedy emails by adding detail.

· HONURS information in the comment box was not being passed to SIAC.  This information is now being passed.

· Some codes are not turning in excess computers.  This is costly.  IT POCS need to get excess computers turned in as soon as they as excess.  

· Computer refresh plans are:
· For Enterprises early next year
· For MACs in the summer of 2004 (OS 10.x)
· For PCs in the fall of 2004 (OS XP and Office XP)
· Funding issues may cause delays.
Open CAC Action Items




Noah Nason    

· Revise the current credit card policy
· Assess customer requests to improve HONURS and provide more detail in ticket emails
· ICPMs to discuss on-hold tickets with POCs on a weekly basis
· Publish an IT policy on Laptop computers
New Action Items





Noah Nason    

· Richard Arnold will identify and report on where Move/Add/Changes are used and present them by category.  Due by the middle of October
· Mike Wright will schedule a meeting with the contracting officer and other concerned parties to discuss the catalogue ordering process and how to improve it. Due by the middle of October
· Andy Schain will schedule a meeting to present information and address questions on the OS X pilot.  He will address customer concerns about software to distribute application updates to the Macintosh users. Due by the middle of October
· SAIC will provide a schedule for conference rooms being added to the guest network.  Due by the middle of October
· Investigation needs to be done by SAIC into the feasibility of re-blasting a desktop system in place without removing the computer. Due by the end of November
· Mark Hill needs to be advised by Jeff Anderson ASAP as to the status of his to Service Requests (SRs) on adding Eudora and Meeting Maker functionality to allow them to operate with blackberries and whether upgrades to these applications will allow this functionality
· An explanation as to why the total ticket number jumped for June, July, and August, needs to be presented by Noah Nason at the next CAC meeting
· SAIC will provide improved communication to people when orders are changed or delayed. Due by the end of October
· A meeting will held on 23 October to discuss the 2004 tactical plan and what funding is available for this purpose.
· New users will be issued all required account passwords when they sign their form 224 at the new user orientation.  This is a change from the process where a new user did not get his passwords until a few days after he signed the 224.
· Currently a message is displayed on the user’s desktop even when a virus is successfully quarantined telling the user to notify the Help Desk.  This unnecessarily increases the workload of the help desk.  Need to investigate changing this message.
Customer Advisory Committee (CAC)
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Meeting Minutes: October 1, 2003

Attendees
Code AE:
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Code C:

Jeff Anderson 




Ray Johnston




Mike McDonough
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Dale Stigburg

Code H:
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Mike McNeill
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NOTE: 

There were no representatives from Codes: 

B, G, I, K, N, X 
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