Meeting Notes

Date:  08 Sept 2004

Time: 1130-1230
Location:  Service Request Management Workgroup (Teleconference Call)
Attendees:  

Navy SRM Team - Sande Layton, Shane Mahelona

EDS – Jeff Wylie, Mark Hall

USMC SRM Mgr – Kevin Morey

DNMCI – Halex Watson, Phillip Tull

BUPERS – Wayne Bubb, Mark Vaughn

NETC – Shirley Folmar, Sean Quinn, Stephen Basel

CNO – LT Jim Crowe

CPF – Linda Fukuya

NAVAIR – Alan Griffin

NAVFAC – Chris Pittman, Lisa Keller

NAVSUP – Maria Laterra, Robin Waselewski

ONR – Faith Winter

RESFOR – LCDR Keith Walters, Inez Shaw

SECGRU – Mark Carr

SPAWAR – Sonia Powell, Mandy Memolo, Robin Turner

PACOM - Susan Atta

ISC – Chris Hayes

CORs – Tracie Pritchard, Joyce Murray

Key Discussion Points

Project MACs

The latest list of Project MACs for FY04 shows the status of the project moves being managed at the Director’s Office level.  A status of “On Hold” or “No” indicates the project can’t be done this fiscal year.    Debbie Streufert’s guidance is the project will have to be executed completely before the end of this FY for the Project be approved and awarded through the RAP Tool.  There is still some question as to what to do if a project can be started within the FY and carried through into the next.  The ACOs will be in receipt of this guidance when it’s issued.  The Project MAC  list will be sent out to SRM Workgroup for their information.  Many will be involved in the execution if Annual MACs are used.  

When the government and EDS agree on a price of the Project, a special CLIN must be set up in the ordering systems (NET, eMP) before a task order can be initiated.  The Director’s office will make that interface with the EDS business office to ensure that is accomplished.  The Director’s office is tracking the progress of the task orders against these CLINs.   

If the move requires an NMCI Printer, that move is at no cost. However if a wallplug is required at the new site, Govt must purchase one; EDS provides the service.  The SLAs for printing capability apply regardless whether Govt changes the configuration or not.  

Functional Accounts

There are three new types of functional accounts: a Kiosk account (guest training), Watchstander role-based, and Watchstander operational-based.  The Watchstander role-based and the Watchstander operational-based accounts still require ISSM approval before they can be set up.  Include the following information in the description field of your MAC request:  name of ISSM/IA Approving Authority, title, and date of approval.     Kiosk accounts do not require ISSM approval.

Spyware

We sent out an email earlier this week regarding Spyware.  The PCO’s  position on Spyware is that this is a break/fix situation for the Help Desk and Govt shouldn’t be charged for it’s removal.  In this case, Govt can’t control the fact that Spyware is getting put on, so it’s not the Govt’s responsibility to remove it.

SReForm

The purpose of the SReForm is to provide a standardized, complete, and accurate service request to the SRM Team.  Several weeks ago we received an announcement that EDS was going to require the exclusive use of the SReForm.  Many of the SRM Workgroup expressed frustration with the current SReForm capabilities and provided extensive comments on recommended improvements.  This week we heard EDS has a new web-based form maintaining the same functionality of the SReForm but will interface with Remedy & CDR that will be available for testing 1 Oct 04.  In the interim timeframe EDS will be refusing emails MAC requests that don’t’ include buildout using the SReForm or Word Wizard form.  Email requests leave room for misinterpretation.    

Some new features of the MAC request form include:

· Ability for Users to obtain a Remedy ID number instead of a Req ID number.  

· Ability for Users to research ticket status within the SReF.

· Ability to make Bulk requests (NTE 40).

· Ability to tie spin off Remedy tickets to original (Parent Child Relationships)

Bulk Tickets

New EDS business rules will limit Bulk requests to 40 requests per submission.  This rule was established because of the difficulty EDS has in meeting SLAs and managing their workload when submissions come in with high numbers of services requested.  SLAs are written based on a one-for-one submission so EDS is held to accomplishing all tasks on a bulk ticket before meeting the SLA; they also have a limited timeframe to meet the SLA.     

Continuing on with Bulk Requests, there may be situations where a bulk ticket is held up because additional information is required from the user to complete the work on one or more of the requests.  

For example, if software A is to be installed on 20 computers and one computer is experiencing difficulty in receiving the application, then that one request will be removed from the bulk ticket and a new ticket created so the original ticket can be closed successful.    The new ticket will contain information pertaining to the original request, (original ticket #), including date-time stamp of the original receipt and put in pending status.  EDS will do a ‘reply all’ to those identified on the original ticket alerting them to the fact that additional information is needed.  The subject line to the notification email should contain: Remedy Ticket Number Will Be Closed Unsuccessful on _____ (date).  

The next SRM Working Group meeting is tentatively scheduled for 15 Sept 04.
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