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TO:  
IT POCs

FROM:  
Chief, User Services Branch

SUBJECT:
CAC Meeting Minutes for 12/11-18/2002

Please find enclosed the minutes from our Customer Advisory Committee (CAC) meetings held on Wednesday, December 11 and Wednesday, December 18, 2002.  Should you have any questions concerning the enclosure, please contact Mr. Noah Nason on 358-1334. 

Enclosure
Headquarters Customer Advisory Committee

Meeting Minutes

 December 11-18, 2002

Introduction






Noah Nason 
Summarized the meeting purpose and presented the agenda items.  The agenda is as follows:  ODIN Metric; recent tasks done well; recent tasks not done well; other issues; user services priorities; next steps; questions and answers.  

ODIN Metrics






Noah Nason 










Jay Moore

Presented level 1 summary breakdown customer satisfaction metrics chart.  The chart displayed customer satisfaction for desktop user services; phone services; fax services and local video services.  Customer satisfaction rated 98% based on customer satisfaction surveys

Recent Task Done Well  




Noah Nason 
ODIN has met their metrics 7 out of the last 8 months. Token replacement went very well.  Only 66 out of 485 users did not pick up their new tokens.  Control F-1 remote support software pilot is in process and currently on track.  

Recent Tasks Not Done Well



Noah Nason

Intermittent email delivery slowdown. Users with server stored email and users with excessive email. Dial-up access problems on snow day 12/5.  
Other Issues 






Noah Nason 

Current dial-up access is being replaced because it is too slow and outdated.  Some users are not aware that they have excessive email stored on the server. Other users are checking their email too often, which also slows up the system. MAC OSX upgrade will not happen before the end of Feb 03.  The Code POC and/or Code CI will approve all critical uplifts for printers.  There was considerable discussion about critical uplifts and how to control them.  Code CI will publish a diagram of how this will be handled in the immediate future.

A copy of the Mr. Strassmann’s letter freezing all HW/SW expenditures was provided.  All Catalog orders including the ones in the pipeline are frozen.  If the items are mission critical, Sandra Daniels-Gibson must approve.

New Action Items

Action: 
Educate POCs on how to process in detailees and contractors in HONURS. Educate the POCs on how to obtain above CORE (ISEM) software, passwords, e.g., HATS, Labs, etc for new users. Educate customers on how to clean-up their email from the server. 


Provide Code POCs list of laptop loaner users for their Code.


Change hours of operation for the software library from morning to afternoon. 

Develop IT notice (Customer Education) on appropriate use of color printers, laptop, m/a/c, anything that cost the government extra funds.  Explain to the user community the impact of these services. 

Code Q (Bill Lowey) is to provide to Code CI (Noah) a list of printer que problems that the users in Code Q have been experiencing. 

Code S (Sharron Sample) is requesting a list of software in order to reduce the number of s/w packages in the Code.    

Actionee:
Code CI/Noah Nason

Status:  
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NOTE: There were no representatives from Codes 
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