
Customer Service Project Review (CSPR) Meeting 
March 12, 2013 

Agenda 
• Opening Remarks 
• IPv6 Update 
• Mailman List Maintenance 
• New CTC Offerings 
• CSSC Update 
• CSM Update 
• ESD Update 
• Feb Refresh Scheduling Report 
• ACES Update 
• End of Day Computer State Update 
• DAR Wrap Up 
• Open Discussion 
• Wrap Up 
• Did You Know? 

Notes below are in addition to the slides presented 
 

Opening Remarks 
Stanley Artis.  The Pre Meeting activity concerned Pre and Post Deployment surveys.  There 
was significant discussion regarding what the material on the slide means.  There are currently 
three (3) opportunities for customers to be reminded of the upcoming refresh and to complete 
the surveys, and yet the data for the past month shows only 33% of the population completed 
the surveys.  There was discussion about the Pre Deployment questionnaire and the fact that if 
an individual is unsure or uncomfortable answering the questions an interview/appointment can 
be made with a technician to walk them through the questionnaire. 

ITPOCs are asked to encourage users who are about to be refreshed to complete the Pre 
Deployment survey so that their refresh experience can be as painless as possible.  It is also 
requested that users complete the Post Deployment survey which they typically receive 3-5 
days after their refresh date so that ITCD can capture their feedback and make improvements to 
the refresh process.  There was a question whether there is process to have HITSS personnel 
contact users after refresh.  No such process has been implemented.  ITCD is working with 
ACES sweepers to capture information after the refresh process has been completed. 

IPv6 Update 
Linda Hong presented information.  HQ is the only center that has 100% complete status as far 
as the first OMB goal. Linda expressed her thanks to NICS and HITSS for their support. 

Mailman List Maintenance 
Tyler Neimiec presented information.  The first phase of the project will take place between 
March 2013 and May 2013.  The second phase, which will start at the end of May, will introduce 
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a new process for requesting mailman lists.  Details will be made available at a later meeting.  
There was a question regarding whether the new request process will handle maintenance.  
The answer is yes.  Until the new request process is in place, users can send information on 
issues they need addressed in the meantime to Unix@hq.nasa.gov. 

New CTC Offerings 
Leslie Ross presented information which showcased mailbox management issues and HQ  
classes available through SATERN.  The level at which users are prohibited from sending new 
mail is a mailbox size of 400 MB.  Outlook classes teach strategies to manage mailbox size.  
Students bring their computer to the outside the Mailbox class, which lasts 90 minutes, and 
learn tools to reduce mailboxes that are sometimes well over 300 MB to under 100 MB.  Outside 
the Mailbox is presented once a month.  The next session is scheduled for March 27.  There 
was a question regarding classes for MAC users.  All Around Outlook for Mac, which is a two 
hour class, contains some information on mailbox management.  It was noted that the tools on 
the MAC are not as robust as those on Outlook for PCs. 

CSSC Update 
Cindy Miller presented information.  The past five years have seen a big change in the type of 
services CSSC provides to NASA.  While CSSC still supports printing and document services 
such as editing and scanning, it now also supports many more digital services such as those 
included in the slide.  Cindy asked that she be given feedback from users on what is working 
and what CSSC can do to improve their services. 

ITCD CSM Update 
Debrina Harrell is leading this effort and she presented information. She is providing feedback 
on the meetings completed so far to Stanley Artis.  The meeting slide should be updated to 
reflect that she has five additional meetings with ITPOCs scheduled this week and 9 still to 
schedule.  There was a question regarding when the process will become operational.  While 
ITCD had hoped to begin the process April 1st, it will probably be instituted in stages instead of 
all at once since not all meetings have been completed. 

ESD Update 
Elaine Bowman presented information in Tuesday Dodson’s absence.  Elaine does not have the 
results of the testing which took place March 5-8.  There were questions raised regarding what 
auto email for submitters refers to.  Elaine will get back to us with details on changes and will 
work to get instructions and/or training information on changes to users. 

Feb Refresh Scheduling Report 
Mike Veillette presented information.  Question regarding having number of refreshes accepted 
added to report.  Joe Lanasa is working on how to present that information. 

Question re: ultra lightweight and discussion regarding the age of the data being used for 
refreshes. 

Derek Kemp reported that there has been a concerted effort to provide more aggressive follow-
up after refreshes to enhance quality.  They are seeing a higher level of satisfaction on the 
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user’s part.  There is now a higher level of technical expertise on the deployment team and 
more follow up to address issues after refresh. 

Issue was brought up regarding MAC users not being accommodated.  MACs have very bad 
feedback for support.  Leslie Ross reported that the CTC is ready and able to do one-on-one 
consultations with those transitioning from PC to MAC.  Users can bring their machines with 
them so that Leslie and the user can address the specific questions and concerns of the user.  
Appointments can be made through extension 1111. 

Once the data on the CMDB has been updated we will have better idea how many are routine 
refreshes.  Derek Kemp will address activity regarding BOT and Compute Seat Refresh on the 
ACES side. 

Question re: will we have a HITSS person on mobile refresh who is dedicated to the project.  
The Mobile Refresh will be a very different kind of project in a centralized location with a team 
comprised of ITCD, HITSS and ACEs personnel dedicated to the project. 

Question from Chris Burroughs regarding what information can we have and when can we get it 
regarding the mobile refresh.  Dennis Groth will get with Chris today.  He is aware of 
approximately 33 devices where the information from IT Notice is incorrect.  What is the process 
to ensure information is corrected?  Email Dennis Groth with details. 

ACTION ITEM: Dennis will email mobile refresh information to IT POC’s. 

ACES Update 
Derek Kemp.  Eye Street has gone from zero onsite support to two full time technicians, David 
Butler and Deneen Newton, who will be assigned at Eye Street until July 31, 2014.  Any issues 
which they identify that they cannot resolve will be channeled to HQ personnel.  There was a 
question re: when will the Lenovo ultra lightweight replacement be available at HQ.  We do not 
have a date at this time.  Also, when will ACES have the MACs with retina display and when will 
I Pads be scheduled for Refresh?  We do not have a date at this time.  Derek will research 
these issues and report on them at a future CSPR meeting.  Derek reminded us that for ACES 
to provide a device it must first be approved, tested and accepted by the government through its 
process. 

ACTION ITEM: Derek will find out what new technology, (retina display, Blackberry, iPad etc.)  
is in the approval process and will provide updates at the next meeting. 

Bill Lowey requested that we add information to the augmentation section regarding what is 
included in the package when ordering a bookend.  When you order a PC it lists that the order 
includes a mouse, keyboard, docking station and power supply. 

Question re: MACs and vertical versus horizontal docking stations.  Derek Kemp will check into 
this and get back to us. 

ACTION ITEM: Derek will check in to the availability of BookEndz or similar horizontal docking 
stations instead of the vertical docks for Mac computers. 
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Question re: how to correct BOT errors for mobile refresh?  Through an augmented BOT, this is 
the general approach.  Question re: will this be done monthly.  Derek Kemp does not know.  In 
the past we have used ESD to order equipment to circumvent the BOT or when the BOT is 
incorrect. 

Liz Weber asked can we get the latest BOT list so that we can see who is listed that has left an 
organization and who is still on the list.  Chris Burroughs also requested a list of those who have 
been refreshed to date.  Dennis Groth will release shortly a list of those who have been 
refreshed to date.  It was requested that the list include deployment dates and next refresh date.  
ITCD is also working on the scrub and cleanup of the CMDB listing. 

ACTION ITEM: Dennis to send a list of past seat refreshes to the IT POC’s. 

Question was raised: when a user receives a new device as part of break/fix scenario, does this 
reset the clock as far as the refresh schedule for that user. Yes, it does reset the clock if it was 
replaced with a new machine. 

Mike Veillette reported that the refresh team has been working through refresh data as part of 
the update of CMDB data with compute seat information for all organizations.   

Stanley Artis requested list of refreshes and those with new equipment and a reconciliation 
between those two lists and will distribute it as soon as he has it. See above action item. 

Loaner Pool.  It was reiterated that the loaner pool is for short term use as a temporary solution. 
Loaner pool items should be returned no later than the 2 weeks so others can also use the 
equipment. 

Mobile Refresh Summary Update.  Nothing has changed as far as the dates and times provided 
at the Mobile Refresh meeting on March 5.  If the information (which came from the BOT) is 
incorrect users should reject the refresh.  Air cards and blackberry devices with encryption will 
be handled by appointment.  At the end of the process those not done on their scheduled 
refresh date will be dealt with. Who is primary contact?  It was Joe Lanasa, but has been 
changed to Dennis Groth.  Any changes or inquiries should be directed to Dennis Groth with a 
cc to Stanley Artis.  Stanley and Dennis Groth will collect responses on changes and swaps.  
Also send information on any people who are missing from the list.  Those with changes may 
have to wait until after the bulk of the mobile refresh is finished.  Who will notify those users of 
the delay?  Dennis Groth. 

ACTION ITEM: Dennis to send list of mobile refresh ineligibles to IT POCs so they can validate 
the list. 

Thel Schuhart is the project coordinator.  Thel will be available to respond to user questions 
regarding the mobile refresh project on Wednesday, March 13 and Thursday, March 14.   

Question re:  if we need to reject the device listed on BOT, when do we need to do so?  As soon 
as possible; preferably by no later than March 18. 
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Question raised regarding how do we get people off our organization list?  Organization 
changes are accomplished through the CMDB. 

End of Day Computer State 
When users leave at the end of the day they should shut down their computer so that the drive 
is encrypted in their absence.  If the computer is left logged on the data is not protected.  There 
was discussion regarding backups and Desmond Crowder from ACES will look into the matter 
of backing up only those files that have changed and not the entire image. 

DAR Wrap-Up 
Regarding conference room laptops with waivers that were denied, Dennis Groth will resend the 
ITPOCs involved individual waiver directions. 

Open Discussion 
Backup process was questioned. It seems as though the entire image is being backed up when 
the process would be more efficient if it were only an incremental back up. 

ACTION ITEM: Derek will ask Desmond to supply details on backup procedures and current 
processes. 

Action Item Updates 
If you have any comments or questions on action items, please contact Phyllis Trouard or 
Stanley Artis. 

Action Item Updates-Closed 

• ACTION ITEM: (Feb 13) ACES Loaner laptops will be configured to include the SAP 
software.  Verified complete per Derek Kemp and Toni Simmons 13 March. 

 

Action Item Updates-Reopened  

• ACTION ITEM: (Jan 13) ITCD to provide details on what state DAR should be in when a 
computer is refreshed or initially issued to a user. 
 Reopened at Feb CSPR 

• ACTION ITEM: (Jan13) ITCD ESD SME will follow up and see if the ESRS system is 
being modified to fix this issue or if there will be alternate guidance coming out to order 
augmentations. 
 Reopened at Feb CSPR 

• ACTION ITEM: (Jan13) ITCD Schedule and coordinate dedicated mobile refresh 
session. 
 Complete February 5, due to lack of progress on refresh schedule, reopened at 
Feb CSPR. 

Action Item Updates-Remaining Open 
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• ACTION ITEM: (Feb 13) ITCD will follow up with EUS and see where they are in the 
process of fixing the known issues with augmentations. 

• ACTION ITEM: (Feb 13) ACES will provide update in the new “G Seat” that will allow 
supported augmentations. 

• ACTION ITEM: (Feb 13) ITCD will research the possibility of initiating a CR to change 
the location of Temp and Loaner seats in the Order Services system so users will more 
easily find the Loaner seats. 

• ACTION ITEM: (Feb 13) ITCD will work with IT POC’s to resolve any issues and to see 
if it can be determined why so many codes were dropped at the FY changeover. 

• ACTION ITEM: (Feb 13) ACES to provide timeframe for the new IT07 information to be 
added to the User’s Guide. 

• ACTION ITEM: (Feb 13) ITCD to explore options for presenting the number of refreshes 
‘accepted’ during the previous month to be briefed in conjunction with the scheduling 
report presented. 

• ACTION ITEM: (Feb 13) ACES will provide information on the LW and ULW computers. 
• Email from Derek 13 Mar – HP1270’s began arriving and will soon be available 

for scheduling/deployment. 
• ACTION ITEM: (Feb 13) ACES to provide information on IPad refresh process and 

timeline. 
• ACTION ITEM: (Feb 13) ITCD will investigate if a GPO can be initiated for these types 

of machines in an effort to keep them free of protected data. This will potentially 
resemble a ‘steady state’ type set up. 

• ACTION ITEM: (Feb 13) HITSS will work with ITCD to send an IT Notice outlining 
specifics on scanning procedures for Detailees and visitors from other centers 

• ACTION ITEM: (Jan13) ACES will provide further information to the group on the 
replacement Ultra Lightweight laptops, including the second option currently in the IT07 
process at EUS. 

• ACTION ITEM: (Jan13) ACES to provide number to call in order to set up appointment 
with ACES to complete PKI encryption once mobile device is refreshed. 

• ACTION ITEM: (Jan13) ACES identify what will be transferred on their mobile devices 
so users have the chance to locally back up their device before getting their new mobile 
device. 

• ACTION ITEM: (Jan13) ACES to provide info on how to obtain the Lightening to 30 pin 
adapter. 

• ACTION ITEM: (Jan13) ACES to provide information, including timelines, to IT POC’s 
for iPad refreshes. 

• ACTION ITEM: (Jan13) ITCD: Provide guidance on moving people to the appropriate 
organizations, including senior leadership who should be on the invoice for ITCD. 

• ACTION ITEM: (Dec12) - ITCD to provide dedicated session for CMDB cleanup 
discussions on actions required. 

• ACTION ITEM: (Dec12) - ITCD is exploring options for Skype and WebEx Training, info 
to be posted on IT POC page as details developed. ACES is responsible for training on 
these programs. 

• ACTION ITEM: (Dec12) - ITCD to determine what status refresh machines should be in 
regarding installation of DAR. Users are experiencing multiple stages of DAR installation 
when receiving a refreshed machine and IT POC community requires clarification on 
expectations. 
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Wrap Up 
 
Did You Know? 
A list of IT Notices that have been sent can be found here: 
http://itcd.hq.nasa.gov/notices/index.html 
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