Attachment W Service Desk SaaS Minimum System Requirements
	The System provides required functionality described below
	 

	Answer Yes or no in Vendor Response Column
	 

	For definition of terms see Section 1.2 and Attachment Z
	 

	In the event of conflicts in the definition of terms, Section 1.2 shall take precedence

	Ref #
	Criteria
	Vendor Response (Y/N)

	MINREQ - 001
	All system functions shall be accessible via a web browser without requiring any installation on a client workstation.
	     

	MINREQ - 002
	The System shall have the capability to manage Incidents, Service Requests, Problems, Assets, Service Level Agreements, Knowledge Base Articles, Service Catalog items, and Change Management Requests.  This group of capabilities hereafter called “Required Capabilities.”
	 

	MINREQ - 003
	The System shall have a self-service Portal to provide the ability for customers to create incidents and service requests. 
	 

	MINREC - 004
	Customers shall also be able to view their active, pending and closed incidents, service requests and access the Knowledge Base from the self-service Portal.
	

	MINREQ - 005
	The System shall provide the ability to send and receive e-mails.
	 

	MINREQ - 006
	Screens that manage Required Capabilities and System Administration shall provide the ability to designate required fields and optional fields.  The System shall prevent screens with empty required fields from being saved.
	 

	MINREQ - 007
	The System shall provide field types for alphanumeric, numeric and date fields.  The System shall allow only numeric data in numeric fields and only date data in date fields.
	

	MINREQ - 008
	The System shall support the ability to automatically generate a unique identifier for each user, customer, incident, service request, problem, asset, knowledge article, service catalog item, service level agreement, and change request.
	 

	MINREQ - 09
	The System shall support the ability to link problems and incidents to customers, users, assets, Configuration Changes, and knowledge base articles.
	

	MINREQ - 010
	The System shall have a reporting capability that provides standard reports and ad-hoc reports. 
	 

	MINREQ - 011
	The System shall also provide the ability to store, edit, delete, share, print and export reports in PDF, XML and CSV formats.
	

	MINREQ - 012
	The System shall provide a rules-based workflow capability that enables users to route records for Required Capabilities in parallel or sequentially for User or User Group notification, or action or automated system action.
	 

	MINREQ - 013
	The System shall provide a role-based identity management capability that has the ability to grant or restrict access to data at the record level based on user or group role and permissions. 
	 

	MINREQ - 014
	The System shall provide the ability for users and customers to access the system either by using a standards based single-sign on capability or by using a username and password. 
	 


Page 1

