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components of the service with relationships and dependencies (DRD 1294CF-013).  I3P contractors shall provide and maintain their respective service offerings and associated service data attributes in the NEAR. 
Important NEAR reference information can be found in the following documents:
a. NASA Enterprise Architecture Repository (NEAR) Interface Definition Specification

b. NEAR Enterprise Service Catalog (also known as the NASA Enterprise Service Catalog)
5.3 NASA Enterprise Service Desk 

The ESD is a foundational component of NASA’s I3P strategy for delivery of core IT infrastructure services.  The ESD is located at and managed by NASA Shared Services Center (NSSC). The ESD serves as the single point of contact for Enterprise Corporate Services support providing a unified interface between the I3P customers and the I3P service providers (i.e. I3P contracts – ACES, NICS, NEDC, EAST, and WEST).  The primary functions provided by the ESD include management of the IT Service Management (ITSM) software suite and ESD/ESRS Configuration Management Data Base (CMDB), Tier 1 and Tier 0 incident management, service request processing, enterprise notification of planned/unplanned I3P infrastructure outages, I3P SLA metrics collection and reporting using the ITSM, and integration support to the SIM and I3P contractors for service continuity. 
The Enterprise Service Desk will utilize the ITIL v3 framework and associated processes common to all I3P service providers as outlined in the cross-functional PWS elements defined in this document.   ITIL processes are divided between Service Delivery and Service Support with the Enterprise Service Desk being the primary point of contact between IT and users of IT services. The Service Integration Management organization in the OCIO Architecture and Infrastructure Division is responsible for the definition and development of all NASA ITIL v3 processes.  Service Support provides for implementation of operational processes and day-to-day management of the environment. Service Delivery is associated with the tactical processes and planning processes. 
I3P contractors shall interface with the ESD for a number of activities. These include (but are not limited to):
a. Building interfaces between the ESD Remedy system and the Contractor system during the transition period.  If the Contractor chooses to use the ESD’s Remedy system, the Contractor is responsible for all integration work with the NSSC.
b. Resolving, statusing, and closing escalated incidents that cannot be resolved at the Tier 1 or Tier 0 level.
c. Providing and updating knowledge articles used by the ESD call agents to resolve and/or triage I3P Incidents that pertain to their specific contract service. 
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