
Customer Service Project Review (CSPR) Meeting 
November 13, 2012 

Agenda 
 

• Opening Remarks 
• Computer Order Validation 
• ACES Update 
• Refresh Roundtable Demo 
• Software Refresh Portal Demo 
• I3P Change Request Process 
• Learning Opportunities 
• Open Discussion 
• Wrap Up 
• Did you know? 

 
Notes below are in addition to the slides presented 
 

Opening Remarks 
ITCD has received an increased volume of customer responses that are not positive. ITCD is 
actively working with HITSS, ACES and NICS to identify ways to improve the quality of the 
services performed. 

ITCD also would like to encourage users to revisit the annual IT Security training and the 
information presented therein, especially as it pertains to privacy information and NASA issued 
hardware. Please be judicious and ensure your equipment is secure. 

Computer Order Validation 
If ITPOCs have a problem with the validation sheet from Refresh Team that was circulated on 
November 9, they should notify Mike Veillette so that he can work with them to address it.  The 
most critical aspect of the validation sheet to check is the seat type.  After this round of 
refreshes, the bulk of refreshes should have been completed.  After the completion of the 
current round there will be efforts to clean up and address other refresh issues that are brought 
to light. 

ACES Update 
Mac OS Issue – Some minor issues with Communicator for Mac have been identified and are in 
work for resolution. 

X220 Ultra-lightweight – Systems are being shipped with disk encryption, this is in direct conflict 
with Symantec PGP. Engineering is currently working with the Enterprise level to put mitigation 
in place. 

Data at Rest 

There are 3 steps to DAR: 

1. Software downloaded by ACES technician; 
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2. Disk Encryption; 
3. User completes enrollment in PGP; some users are not completing this step. 

 
There have been problems with DAR deployment on some refreshed computers.  Users who 
previously had DAR accounts and who receive new computers are finding that their accounts 
are not synched with DAR on the new machine.  ACES is working with engineering on this 
issue.  

ACES began including DAR in refreshed computers in October.  Those computers that were 
deployed prior to October were not deployed with DAR automatically installed.  ACES personnel 
are going over reports of those who did not receive DAR and making appointments with those 
who did not previously receive DAR. 

There was a question regarding a conference room computer that received DAR.  If you identify 
a workstation that should not have received DAR but did receive DAR, contact Stanley and let 
him know.  The DAR can be uninstalled on such machines.  There is a DAR waiver request 
form that can be submitted.  Also, Stanley will see that outreach information on DAR will be 
updated. 

ACTION ITEM: Dennis Groth will send out more info on DAR, including the DAR Waiver Form 
and instructions on submitting the form. 

iPad/iPhone Password Changes- There have been issues when ACEs technicians changed the 
user’s password temporarily to work on their machine and the user did not know and later tried 
to use their old password and the account became locked after too many incorrect login 
attempts. If an ACES technician needs to remove your machine to work on it, be sure to ask for 
the new password so you can update the iPad/iPhone. 

Apple mobile devices - there is now a link at ITPOC corner which details security concerns for 
all Apple mobile devices because of the fact that I Cloud provides users means to sync and 
share electronic mail, documents, calendar reminders, browser bookmarks, contacts and photos 
by storing this data on Apple servers.  The Cloud has not been approved by NASA as data 
storage and processing system. 

ACTION ITEM: Desmond Crowder will send link to IT POC distribution list for documentation on 
how to change passwords on iPad and iPhone. 

ACTION ITEM: Stan will find out if we are close to having the ability to send targeted IT notices 
to iPad and/or iPhone users. 

Refresh Roundtable Demo 
Joe Lanasa gave details about the 72 hour post-deployment meetings he holds with Refresh 
personnel and changes to the process.  The new procedure will be that the refresh scheduler 
will set up a post-deployment appointment between the customer and the sweeper to go 
through any problems the user is experiencing.  If the issues are not resolved within the 72 hour 
window, that window will be extended. After the extension, users will be requested to open 
incident tickets for additional fixes.  Also, ITCD is now contacting customers directly post-
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deployment to get their feedback about the refresh.  Joe also invited any ITPOC with problems 
to come to the post-deployment meeting. Call Joe Lanasa for details or further information. 

Software Refresh Portal Demo 
This portal includes a link to install MFD devices, network printers, useful software and the latest 
office suites.  Users with Entourage 2008 who are upgrading to Outlook 2011 must import their 
mailbox; instructions for this are on Software Refresh Portal site. It was noted that it is much 
faster to do so at HQ; while it can be done via VPN, it may take quite a long time to do so.  Both 
Mac and PC platforms can go to hpsrp.nasa.gov to connect to their specific platform for 
software. 

I3P Change Request Process 
A new procedure is being implemented to request changes to the I3P systems and processes. 
Once the procedure is finalized, a briefing will be sent to IT POC’s. These change requests will 
also be added to the monthly CSPR agenda. 

Learning Opportunities 
CTC classes were highlighted. 

Open Discussion 
ACES invoicing was discussed; in particular problem of desubscribing seats for those who have 
left NASA and why is NASA still being charged for those seats.  Dennis Groth is working with 
ACES service office to clean up the billing.  In the meantime, users should document and share 
what they are seeing that needs correction. 

ACTION ITEM: Dennis Groth will find out what the process is for de-subscribing seats 
belonging to users who have been terminated/disabled in the active directory. 

Wrap Up 
Should newly refreshed users check to see if they have DAR?  Yes.  ITCD is also trying to 
update the information on who has received DAR. 

Did You Know?  
 

Future CSPR meetings: December 11, 2012, January 14, 2013, February 13, 2013 

A list of IT Notices that have been sent can be found here: 
http://itcd.hq.nasa.gov/notices/index.html 

 

Carry Over Action Items from 16 October CSPR 

ACTION ITEM: ITCD – Schedule Action Item Working Group Meeting 

http://itcd.hq.nasa.gov/notices/index.html�
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ACTION ITEM: Von Jenkins will work with ESD to clarify how long the process of turning on/off 
services on mobile devices takes and what the metrics are. 

ACTION ITEMS: HP to determine how legacy devices and services for each CLIN show on 
invoices. 

ACTION ITEM: ITCD - It was requested that more specific directions be provided to move users 
from one org code to another org code. Info is also requested on how long it takes to move 
individual seats from one invoice to the next, with the understanding it must transact through the 
CMBD.  
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