Statement of Work
Department of the Navy Information Technology Division
1.0	Introduction
This requirement is to provide the necessary helpdesk ticket management 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 quickly deploy a ticket management system for various support activities.
1.2	Requirement
	The requirement is for two instances of software: one for a production SharePoint farm with 2 web front ends, and one for a development environment with one web front end. Renewal of each license is required for four option years. The software must be licensed based on number of servers, site collections, or SharePoint farms. A software license based on user count will NOT be acceptable.
· Be able to meet all other requirements while running on a closed network without access to the internet.
· Have the ability to license per web front end or per server.
· Integrate into Microsoft SharePoint 2013 and operate primary functions from a SharePoint web site interface.
· Not require external parties to perform or assist in installation, operation, or maintenance of the product. External parties include the vendor, commercial support, or a reseller.
· Be compatible with PKI authentication used in SharePoint.
· Allow multiple instances of the ticket system to be established in the same SharePoint portal and operate independently.
· Encrypt all sensitive data at rest and in transit using a FIPS 140-2 compliant encryption.
· Be able to operate and meet all other requirements while behind a firewall and reverse application proxy.
· Be able to operate correctly in Internet Explorer 11 and up for any functions dependent on a web browser.
· The ability to create custom fields in tickets.
· Be currently supported by the product vendor with an application support roadmap that extends beyond 1 year.
· Support both automated and manual ticket routing to internal personnel.
· Allow users to submit tickets for themselves or on behalf of other user.
· Limit the fields the users are allowed to edit when submitting a ticket to specific fields defined by admins.
· Allow different fields to be visible on a new ticket form based on information specified by the user (e.g. cascading dropdowns).
· Provide a “My Tickets” view or web part that allows users to only view their own tickets and limit the information visible to specific fields defined by admins.
· [bookmark: _GoBack]Provide an incoming ticket queue that can be used to view new unassigned tickets and reassign them as necessary.
· Provide a response and update field that allows two-way discussion between the user and the assigned service technician.
· Provide customizable email notifications to users when their ticket was submitted, updated, and closed.
· Provide customizable email notifications to service technicians when a ticket is assigned to them.
· Provide an audit history for tickets that shows what changes were made to the ticket and by who.
· Provide a method for routing tickets through multiple tiers of support (self-service, Tier 1, Tier 2, Tier 3).
· A knowledge base that can be updated from ticket information and is searchable by both service technicians and users.
· Provide ticket metrics to view average time to resolution based on fields, ticket counts based on fields, and other common service desk metrics.
· Allow files to be attached to tickets by both users and service technicians.
· Ability to set pre-defined rules for automatic ticket assignment or response based on ticket contents.
· Ability to create SharePoint tasks based off tickets or allows integration with a separate SharePoint tasks list.
1.3	Period of Performance:  Base year and 4 options years
