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1 OBJECTIVES 

The NITS project is responsible for the formulation, implementation and transition to operations of a consolidated NICS incident tracking system (NITS) in support of the NICS services described in PWS sections 3, 4, and 6.1.  The NITS shall consist of the servers, database and tools that will facilitate the ITIL processes and procedures for incident management.  The NITS shall interoperate with the NSSC ESD Tier 0/1 system while meeting the vision, objectives and requirements of Appendix A, Cross Functional Performance Work Statement.  Additionally, NITS shall interoperate with Center helpdesks as required to coordinate the passing of tickets to and from NICS.

Key stakeholders in the NITS project are the NICS Service Owners, and representatives from the I3P Office, NSSC ESD, and Centers.

2 APPLICABLE DOCUMENTS

a. NICS Attachment J-1, Performance Work Statement

b. NICS Attachment J-1, Appendix A, Cross Functional Performance Work Statement
c. NSSC Enterprise Service Desk (ESD) documentation found on http://i3p.nasa.gov, Technical Library, ESD/ESRS
d. NSSC NASA Enterprise Service Request System (ESRS) documentation found on http://i3p.nasa.gov, Technical Library, ESD/ESRS 

3 REQUIREMENTS   

For the NITS project the contractor shall perform the following NPR 7120.7 project lifecycle steps: concept development, preliminary design, final design and fabrication, system assembly, integration and test, and deployment to operations. 

The NITS infrastructure and processes that the project shall deploy includes:

a. The ITIL v3 Tier 2 incident management that supports the NICS services of PWS sections 3, 4, and 6.1 (i.e. Corporate Services, Mission Services, Center and Associated Facility Services, and Russia IT Services).

b. A system (e.g. servers, database, tools) to facilitate the Tier 2 management of end-to-end incident management of NICS infrastructure and tools throughout their lifecycle.  

c. A NITS interface to the NSSC ESD (i.e. Tier 0/1 Service Desk) for PWS 3 Corporate Services only and PWS 4 Center and Associated Facility Services.
d. A NITS interface to existing non-I3P Center service desk to facilitate the transfer of incidents from/to Centers and NICS.
e. A NITS interface to the existing NIIS database.

f. A NITS interface to the existing ENMC (i.e. Corporate) and NOMC (i.e. Mission) tools and systems.
g. A capability to interface to the future NCMS of PWS section 5.3.
h. A capability to interface to the CNOC of PWS 5.4. 
i. Notification to ESD owners 30 days prior to operational change to NICS Tier 2 documentation, scripts, and procedures interface with the ESD.
j. A system that is capable of supporting the incident management and reporting requirements of Attachment J-1, Appendix A, Cross Functional Performance Work Statement. 
k. Associated processes that ensure appropriate change management for both the system and the data therein.  These processes shall include, as a minimum, Change Control Boards (CCBs) and access to data and reports by NASA personnel.

4 ASSUMPTIONS

None

5 CONSTRAINTS

If the contractor proposes to use Remedy, the contractor shall utilize Government-provided Remedy software and servers that are compatible with the NSSC ESD. The Government will provide the necessary Remedy licenses and servers in accordance with the contractors Remedy approach. The Government-provided Remedy system will be fully compatible with the ESD implemented at the NSSC.  Specifically, the Government will provide BMC Remedy ITSM 7.5 and licenses.  Licenses include:

a. BMS Remedy Service Desk – User Add-On License and License Maintenance

b. BMC Remedy Change Management – User Add-On License and License Maintenance

c. BMC Remedy Asset Configuration Management – User Add-On License and License Maintenance

d. BMC Atrium Service Level Management – User Add-On License and License Maintenance

e. BMC Remedy Specialist – User Add-On License and License Maintenance

f. BMC Atrium Dashboards and Analytics – Floating User Add-On License and License Maintenance

g. Remedy Self service and service maintenance 

6 TIMELINE

The contractor shall start NITS on the effective date of the contract and finish in no later than six months.
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