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Department of the Navy Information Technology Division
1.0	Introduction
This requirement is to provide the necessary helpdesk analytics software for the Department of the Navy, Assistant for Administration, Information Technology Division (DON/AA ITD).
1.1	Background
DON/AA ITD is currently using Microsoft Sharepoint to assist in providing IT helpdesk support.  DON/AA ITD is seeking to procure a software license with an annual software maintenance agreement that will provide a way to analyze data associated with all helpdesk support activities.
1.2	Requirement
	The requirement is for two instances of software for two server environments.  This requires two web front end licenses and two server licenses in the first 	year.  Renewal of each license is required for four option years.
· Security Requirement
· The product must meet DoD and DON security IT policies
· The product must be on-site with no external connections
· The product must be installed and configured by DON/AA personnel
· Functional Requirement
· Ticket Triage – Evaluates tickets to determine the level of support needed.
· Ticket Routing – Routes tickets to the appropriate person to perform the job
· Mass Ticket Updates – Ability to update multiple tickets at once
· Complete Audit Trail – Ability to audit the ticket throughout the entire ticket lifecycle
· Multiple Tier Service – Ability to provide different levels of service
· Ticket Comments/Logs – Ability to log comments regardless of support method
· Self-Service Interface – Provide the customer a place to help themselves such as a help board or FAQ
· Email – Allows notifications to customers and helpdesk staff
· Dashboard – Displays a view of tickets based on user roles and ticket statuses
· Key Performance Indicators – Displays ticket statuses using identifying features such as color
· Metrics & Reports – Displays metrics based on types of tickets, number of occurrences, closed, staffed, etc.
· Search Function – Allows ticket-centric and staff-centric search functions
· Submit Tickets for Self and Others – Allows tickets to be submitted by a customer or for another customer
· Sort Function – Allows column sorting
· Archive – Allows tickets to be archived
· Attachments – Ability to attach files to a ticket
· Customer Updates – Ability to allow customers to update only certain parts of a ticket
· Asset Management – Include ability to record and track IT assets and reference assets in tickets
· Change Management – Include ability to integrate with a change management process external to tickets
· Automatic Ticket Handling/Inspection – Ability to set pre-defined rules for automatic ticket handling/response based on contents
1.3	Period of Performance:  Base year and 4 options years
