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TO:  
Code IT POCs

FROM:  
Chief, User Services Branch

SUBJECT:
CAC Meeting Minutes for February 11, 2004 and February 19, 2004

Attached are the minutes from the Customer Advisory Committee (CAC) meetings held on February 11, 2004 and February 19, 2004. 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

February 11, 2004 and February 19, 2004
Introduction






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

ODIN DO2 Schedule





Noah Nason  
The ODIN DO2 schedule was discussed.  The ODIN DO2 will provide support to Headquarters for desktops beginning in September 2004.

Recent Task Done Well  




Noah Nason    

User support successfully made metrics 18 of the last 22 months. Based on customer surveys, customer satisfaction continues to be rated over 95%.  Outstanding support for the Presidents visit was provided.  Changes were completed to Remedy to allow customer to close their own tickets.    Tickets not closed by the user after 6 workdays will be automatically closed by the system.  Support continues for the people working at 1700 Penn. Ave.  Support is underway for the President’s Commission on Space Exploration.  Code F SEB room set-up is complete.  NetOctopus and OS10x pilots are in process.  Server software upgrades remain a priority and upgrades are continuing.

Process Improvements




Noah Nason
Remedy changes are now complete, allowing users to close tickets.  When asking the question of whether users should receive a token so they can do SNA, consensus among the CAC attendees was mixed.  Some people believe strongly that all people should receive a token and others felt just as strongly that only people that require them should receive one.

Recent Tasks Not Done Well



Noah Nason  
The Help Desk continues to be slow to respond to calls.  There is a problem with the telephone switch system that is the cause of dropped calls when all telephone lines are busy.  SAIC is studying whether or not to replace the Help Desk phone switch to address this problem.  SAIC is still not meeting goal metrics for answering the phone.  SAIC is responding by hiring more staff.   SAIC has promoted Toyshika Epps-Brown to Help Desk Manager.  Systemic problems are not being identified in Help Desk trouble tickets.  A process was instituted to review Help Desk tickets by both Code OCI and SAIC.

Corruption of Eudora mailboxes continues to be a problem.  This is a NASA wide issue.  Qualcomm is working with NASA to determine the problem and provide a fix.  Errors were encountered while updating Acrobat Reader 6.0 and Eudora 6.0.1.  Consequently these two pushes were stopped.  Once testing is completed on the pushes for these two software packages, they will be re-pushed.  This can be expected in early March.

There are a number of incomplete actions, such as issuing tokens without instructions, Laptops have been issued without the ability to dial-in, OS 10 pilot computers were issued without making user aware of limitations, LCD Monitor refresh was delayed, and ePresence IBM uninstallation steps were left out of the instructions.  Code OCI and SAIC are reviewing these issues to see if there is a common thread and a common fix.

Major Projects





Noah Nason    

· Outsourced Catalog Pilot is underway.  Expect building-wide access in late March
· There are now 330+ users using Blackberries
· New email service pilot is in progress
· SPAM & Virus filtering at the server level is in work
· Refresh of Enterprise LCDs, MACs, and selected PCs are underway
· Lanier copiers are being enabled as printers
· IP/Direct printing implementation continues
Issues








Noah Nason    

· There is no Meeting Maker support for Blackberries and it is likely that this feature will not be supported for some time.  This is because Blackberry does not support Unix based “Open Source” email like we have here at the Headquarters

· Computer refresh plans are:
· For most Enterprises computers this spring
· For Institutional MACs in the summer of 2004 (OS 10.3.2). Funding issues may cause delays
· For PCs in the late fall of 2004 (OS XP and Office 2003).  Funding issues may cause delays
· Replacement of Institutional CRT monitors with LCDs will be requested as an over guideline for FY05
Open CAC Action Items




Noah Nason    

· Blackberry Policy in Final Draft
· Remote IT Support Policy in Final Draft
· Default Computer Policy in Final Draft
· Assessment of customer requests to improve HONURS
· ICPMs to discuss on-hold tickets with POCs on a weekly basis
· Richard Arnold will identify and report on where Move/Add/Changes are used and present them by category.
· 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.  Done
· Investigation needs to be done by SAIC into the feasibility of re-blasting a desktop system in place without removing the computer.
· SAIC will provide improved communication to people when orders are changed or delayed.  Done
· 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.  This is under investigation by SAIC.
· Make users aware of their responsibility when evaluating services to know that they are evaluating the whole process and not a specific piece.

· Mike McNeill, Chris Burroughs, Anne Tracy, Patrice Williams and Jason Freeman have requested to participate on the HONURS Working Group.
· Add feature in the Help Desk wait queue telling how many persons are ahead of you in the queue.
· Check if the SR survey can have a short cut like the Remedy survey
· Send a Seat listing to all POC’s

· Verify new user are getting their Shop4NASA ID/Password in their initial package

· Verify home use firewall software from Symantec will be for PC and MAC

· Determine the OS10 proper security settings for home use.

New Action Items





Noah Nason    

· Noah will follow up to ensure Bill Lowey’s people receive speakers on their computers.

· Noah or Mike will follow up with Bill Lowey his people receive Laptops as soon as they are available.

· Follow up training needs to be given to people with tokens to help refresh memories on their proper use.

· Noah will begin conducting Code town hall meetings with users to discuss IT activities, problems, and where we are going at Headquarters.

· Bill Lowey would like hints or tips next to on-line applications such as SNA

· The Help Desk needs to be instructed that a Shop4NASA ID and Password does not require a 224, and it must be ensured they are providing correct information to the user.

· Investigate if it would be possible to have HONURS default to the anonymous user.

· Advertise the web site that lists token enabled apps

· Token enable the Shop4NASA catalog web site.

· Noah will speak with Sandra to see if Code OCI can support tokens for everyone

· Contact users to verify that software pushes are installing correctly.  This should be done before users start calling in with problems.

· Richard Arnold will start providing a report on how many tickets are reopened each month

· Investigate the possibility to allow users to cancel tickets online.

· Eliminate multiple survey generation for users that have complex services performed

· Research the possibility of user notification of Remedy numbers being provided to generators of HONURS requests so they can track the ticket

· Fix the process that allows missing and lost 224 paper forms after people sign them and turn them in.

· Noah identified the staff Input and Output process as broken 15 months ago.  Fixing this process requires a business process reengineering effort.  Funding for this fix has not been available.

· Look into why each user does not get a Travel Manager Account as part of the standard issue of systems.

· Send out an IT notice concerning the problem with telephone disconnection.

· Send out an IT notice concerning color printers outlining the process for their service.  Give a plan for electronic monitoring

· Noah will send Ann Tracy a copy of the Blackberry policy.  Done
Customer Advisory Committee (CAC)
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Meeting Minutes: February 11, 2003

Attendees
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Meeting Minutes: February 19, 2003
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