
Customer Service Project Review (CSPR) Meeting 
May 14, 2013 

Agenda 
• Opening Remarks 
• Computer Training Center 
• Virtual Collaboration Services 
• ESD Enhancements 
• IT Security Training 
• Above Core Software Support 
• Compute Seat Refresh Scheduling Report 
• iPad Refresh 
• Mobile Refresh 
• Open Discussion 
• Action Item Updates 
• Wrap Up 
• Did You Know? 

 

Notes below are in addition to the slides presented 

Opening Remarks 
Stanley Artis.  Stanley welcomed the newest member of our team, ITPOC Scott Howell who will 
replace Gretchen Davidian as ITPOC for the Office of Human Capital Management. 

Computer Training Center 
Kathleen O’Connor presented for Leslie Ross.  She highlighted two new Outlook workshops, 
Outlook 2010 for Windows and Outlook 2011 for MAC which are currently being offered at HQ.  
The main difference from prior workshops is that users are asked to bring their NASA issued 
laptops and will learn to apply the techniques to their own mailbox during the workshop.  The 
classes are offered monthly through SATERN, and also can be presented to specific groups 
within an organization or to individuals.  Contact extension 1111 for questions or to schedule 
classes.  There was a question regarding a class disappearing from SATERN when users tried 
to sign up for it.   

ACTION ITEM: HITSS – HITSS will work with Bill Lowey to determine why his people are 
having issues registering for these courses in SATERN. 

Virtual Collaboration Services 
Lula Wright presented information regarding changes which are coming in early fall 2013 
(November 1 is target transition completion date) to Webex and IM. 
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Stanley Artis asked if audio would be integrated.  Audio is not a requirement under the current 
contract, so it will not.  Users will still need to use another device for audio.  One of the slides 
shows how the voice service is managed by a different entity, and these two entities are not 
currently integrated. Lula said that both entities are working towards a more integrated 
approach, but as of this time there is not an approach that covers audio and video. 

ESD Enhancements 
Tuesday Dodson presented information on new M Seat Augmentation for new seats that offer 
increased memory and on new capability within ESD to print and/or email incident tickets. 

IT Security Training 
Darline Brown presented current status of HQ IT Security Training.  HQ has a completion rate 
below 50%.  Darline asked ITPOCs to encourage personnel to complete their training prior to 
the June 29, 2013 deadline to avoid having accounts suspended. 

ACTION ITEM: ITCD- Darline Brown will email ITPOCs a SharePoint site where they can get 
further information specific to their organization. 

The new mandatory training on Privacy Awareness will not be available in SATERN and is 
required to be completed by August 31, 2012.  A session was held on April 25, anyone who 
completed that training will receive credit.  More sessions will be scheduled in June, including 
web briefings by Bryan McCall and sessions in the auditorium for larger groups to supplement 
the web briefings.  Marion Meissner will be the POC for the supplementary sessions.  

ACTION ITEM: ITCD-Marion Meissner will coordinate/send out communications on the new 
Privacy Awareness Training and avenues available for completion. 

Above Core Software Support 
Dennis Groth.  Beginning June 1 (with full transition completed by June 30) ACES will no longer 
handle orders, installation or management of licenses for above core software.  HITSS will 
provide those services, including taking over the Software Library.  ACES will continue to offer 
take home software for Microsoft Office package via the ACES website. 

ACTION ITEM: ITCD-Chris Burroughs asked who was going to inform ESD call agents of the 
changes. Dennis Groth will supply ESD with knowledge articles on the interim and final process 
for HQ above core software management. 

ACTION ITEM: ITCD –Jerry Smith asked how the information was going to be communicated to 
the user community. Mary Shouse will update the process information and send a link to the 
updated web site to the IT POC community. 

ACTION ITEM: ITCD-Jerry Smith asked if the SWLDB was going to be changed or upgraded to 
provide easier and more accurate reporting.  Dennis Groth said the SWLDB was going to be 
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changed /upgraded once HITSS has assumed full control of the Above Core Software 
operation. 

ACTION ITEM: ITCD – Jerry Smith asked if currently installed above core applications will now 
be supported by HITSS. Dennis Groth said that is a question that ITCD is currently working on. 
Dennis will let the IT POC community know when a decision is made and this information 
should be included in the process documents that will be sent out soon. 

Refresh Scheduling Report 
Mike Veillette.  Future goals for refreshes will be determined on a month-by-month basis.  
Refresh team is still using the November BOT list.  Any new orders will be sent to ITPOCs and 
users for verification before orders are placed.  There was a question regarding how May 
refreshes look.  They look good and are on target.  Refresh team is running out of people 
eligible for refresh.  If you are aware of anyone who has been missed who is eligible, send that 
information to Mike Veillette. The HEO Mac BOT was submitted and included on the May or 
June order. 

ACTION ITEM: HITSS- Bill Lowey said there are two people in his organization that should 
have been refreshed and have not been. Emails on this subject have gone unanswered.  Mike 
Veillette will work with Bill to identify these individuals and take appropriate action. 

IPad Refresh 
Thel Schuhart.  The IPad refreshes will be accomplished via a BOT.  Once ACES has validated 
BOT information, they will begin the planning stage.  It takes approximately 45 days or about six 
weeks after ACES receives the BOT to begin the refresh process.   

ACTION ITEM: ITCD – Gretchen Davidian asked when the data call was going to be sent out 
for the iPAD BOT. There is not yet a date set to send it out, but it will be sent shortly for 
validation by the IT POCs after Joe Lanasa approves it. 

Mobile Refresh 
The focus in March was on mobile refreshes.  In April the focus was on Aircards.  ACES is 
currently working with ITCD to reassign devices and cancel lines from the mobile refresh.  The 
Aircards were on the same BOT as phones.  Aircards have had some of the same issues as 
mobile devices.  Once ACES is finished working on the cleanup from the mobile devices and 
the aircards they can begin work on new eligible seats. 

ITPOCs had previously requested a master list showing which users completed refresh of 
computers, mobile devices and IPads.  There is a single source of such information, which is 
the contractor’s IT04, but it does not break the information down by organization.  There is an 
open action item for this. 
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A notice was sent to ITPOCs with a change document regarding the mobile refresh which 
includes four categories:  reschedules, order changes, missed appointments or no show, new 
requests, and additional equipment orders.  A new BOT will be produced as a result of this 
change document.  ITPOCs are asked to review the document and validate it so the new order 
can be made.  

ACTION ITEM: ITCD –Chris Burroughs and Jerry Smith asked for the timeline of the next BOT.  
Joe Lanasa or Dennis Groth will send out a new BOT by the end of this week. 

Open Discussion 
Discussion of hold on IT procurements across the Agency (except for mission critical items) due 
to a new IT security measure included under Section 516 of the Consolidation and Further 
Continuing Appropriations Act of 2013, (March 26th) which requires NASA (along with the 
Department of Justice, the National Science Foundation and the Department of Commerce) to 
take peoples Republic of China based sourcing into account when procuring computer systems.  
The OCIO is working on initiating a process for mission critical purchases.  At this point the 
purchase of any operating system, data storage device, or application used to send or retrieve 
data is being held until the OCIO determines what falls under the law and issues its guidelines.  
Items such as cables, dongles and peripherals will probably not be included in the items on 
hold.  OCIO anticipates having guidance to users within two weeks.   

ACTION ITEM: ITCD-Dolores McClung asked when the IT POC community will receive 
guidance on the law and new processes. Victor Thompson will provide info to the IT POC 
community as it becomes available. 

Action Item Updates-Closed 
• ACTION ITEM: (Jan13) ACES to provide info on how to obtain the Lightening to 30 pin 

adapter 
– Adapters can be purchased from PC Mall. Search part number 9381884. Call 

CSAT at x-0650 for help. 
• 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 

– A Change Request is not applicable to this issue. For users needing assistance 
on locating the correct items within the ESD Order Services, they may contact 
the HITSS CSA Team at x-0650. 

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

– We discovered the Cost Center codes were dropped because the data table had 
not been populated for the new fiscal year. Next year the data table should be 
loaded sooner. 

• ACTION ITEM: (Jan13) ACES to provide information, including timelines, to IT POCs for 
iPad refreshes 
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– April CSPR Update: Target date is August 2013. This may change depending on 
if the BOT process or the ESRS process is used for the refresh. There are 122 
iPads. 

– Per email 29 April from Derek Kemp, the BOT process will be used for iPAD 
refreshes. August is still the target date. 

• ACTION ITEM: (Apr 13) ITCD will send a roster similar to last’s year’s roster to all IT 
POC’s. The list will include contractors. 

– List projected to be sent 1May per email from Darline Brown 29 Apr. 
– List sent out to IT POC’s 2-5 May. 

• ACTION ITEM: (Apr 13) ITCD will work with Charles Cephas on de-subscribing old 
seats. 

– Currently in work a/o 29 Apr, per email from Tuesday Dodson 
– Closed 7 May per Tuesday Dodson 

• ACTION ITEM: (Apr 13) ACES will engage Roberta Abernathy to work with Patrice on 
the transfer of assets from one center to another. 

– Work completed per Derek Kemp 
• ACTION ITEM: (Apr 13) ITCD Victor Thompson will work with ITCD personnel to review 

action items and ensure they are being completed in a timely manner. 
– Processes and Procedures reviewed 
– Process documented 
– Process incorporated into CSPR slides 
– Process and procedure being incorporated into HITSS SOP 

• ACTION ITEM: (Apr 13) ACES will validate the use of the BOT vs. the new M seat 
process and how the two methods will affect the refresh process. 

– Per Derek Kemp email 7 May - BOT will support M-seat augmentations since the 
BOT process now mirrors SR process for WRT augmentations. 

• ACTION ITEM: (Mar13) ACES will supply details on backup procedures and current 
processes. 

– Website for overview of backup process and procedure 
– https://aces.ndc.nasa.gov/subnav/backupservices.html  
– MIP User Guide 
– https://aces.ndc.nasa.gov/documents/MIP_Connected_Backup_User_Guide.pdf  

• 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. 

– Number accepted is now tracked on the Scheduling report and will be presented 
monthly at CSPR. 

• ACTION ITEM: (Mar13) ITCD to send list of mobile refresh ‘ineligibles’ to IT POCs so 
they can validate the list. 

– To be released soon, per email from Stanley Artis 8 May 
– List sent to IT POC DL 9 May 

• ACTION ITEM: (Mar13) ITCD will email mobile refresh information to IT POC’s. 
– Change Tracker in work as of 8 May, per email from Stanley Artis 8 May 
– List sent to IT POC DL 9 May 

https://aces.ndc.nasa.gov/subnav/backupservices.html�
https://aces.ndc.nasa.gov/documents/MIP_Connected_Backup_User_Guide.pdf�
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• ACTION ITEM: (Apr 13) ACES will research why phone numbers for individual techs 
are not listed and determine if individual technician numbers will be listed or if individuals 
will all have a common phone number listed. IT POC’s are reminded that the most 
efficient way to contact ACES Field Services is to contact ESD and allow the system to 
work as it is designed to. 

– GAL updated per email from Derek Kemp 7 May 
• ACTION ITEM: (Jan13) ITCD: Provide guidance on moving people to the appropriate 

organizations, including senior leadership who should be on the invoice for ITCD 
– This is a cost center change form, IT POC’s need to identify the individuals who 

need to be moved and provide this info their ITCD CSM. 
• ACTION ITEM: (Apr 13) ITCD will work with Patrice to complete the required Cost 

Center Change forms and move individuals where they belong.  
– Same as above, Sharon is working with Patrice to complete process 

• ACTION ITEM: (Mar13) ACES will check in to the availability of BookEndz or similar 
horizontal docking stations instead of the vertical docks for Mac computers. BookEndz 
are available via APC, but this is in regards to issuing computers with them and not 
purchasing after the fact.  

– Escalated issue/concerns to Enterprise Catalog & Logistics Management team, 
per Derek Kemp email 10 May 

 
Action Item Updates-Placed in Hold Status 

• ACTION ITEM: (Feb 13) - ITCD will investigate if a GPO can be initiated for go-to and 
conference room machines in an effort to keep them free of protected data 

– This may potentially resemble a ‘steady state’ type set up 
– At this point a GPO/other control to prevent writing to a system is not technically 

implementable within the current environment. 
– We are continuing to assess other offerings as they mature, example T-Seat and 

privilege management solutions. Neither of these are far enough along 
(operationally) to allow for a date projection. 

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

– Enterprise proposal, IUP ACES 0075 – Government Owned Computer Seat 
Support was submitted to EUSO 9/24/2012 

– “The G-seat is still being discussed.  NASA needs to clarify the requirements for 
what a G seat is and we haven’t gotten that accomplished at this time.”  (29 April 
email from Sheila Fogle, EUSO, Office of the CIO, MSFC) 

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

– This is an Agency level initiative 
– HQ Cleanup has been placed on hold to allow time for project management 

development and testing of a new method of cleanup to be completed. 
• 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 
– Agency issue 
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– ITCD working with EUS to identify and rectify issues as of 7 May 
 
Action Item Updates-Placed in Pending Status 

• ACTION ITEM: (Mar 13) ITCD will find out what new technology, (retina display, 
Blackberry, iPad etc.), is in the approval process. 

– This is an Agency project 
– Question posed to EUSO 7 May, awaiting response 

Action Item Updates-Reopened  
None for May CSPR 
 
Action Item Updates-Remaining Open 

• 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 WebEx. Training is found on the ACES 
website. 

– As of Mid April, ITCD is exploring contractual options with HITSS to provide 
Skype Training.  

– On 8 May ITCD requested HITSS proceed with development of Skype training. 
• ACTION ITEM: (Mar13) ITCD to send a list of past compute seat refreshes to the IT 

POC’s.  
• Requested from ACES 7 May, per Joe Lanasa conversation 7 May 
• ACTION ITEM: (Apr 13) ITCD/ACES will provide the IT04 to the IT POC community.  
• Awaiting internal review – Stan Artis will release after review from SME – per email 8 

May 
• ACTION ITEM: (Apr 13) ITCD to determine cost effectiveness and feasibility of having 

the audio component of WebEx activated. 
• ACTION ITEM: (Apr 13) ACES will provide details on the proper procedures for 

transferring phones to other organizations and how to track the transfer of the items 
during the process. 

Wrap Up 

Did You Know?  
 

Future CSPR meetings: June 11, 2013 

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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