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SRR OVERVIEW
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 Examine the functional, technical,
performance, and security requirements for
the system and elements of the preliminary
Project Plan.

* Ensure that the requirements and the selected
concept will satisfy the system objectives.
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[ Role  |Name | Organization/Affiliation
MANDATORY SERT MEMBER ROLES

SERT Chair NEACC Business Process & Applications
Operations

ITSAB

ICAM NEACC ICAM Lead
E MSFC Advisor
_ NEACC Enterprise Service Bus (ESB) Lead
(sme | NEACC Business Intelligence Lead

OPTIONAL SE Advisory TEAM (SEAT) ROLES

IT Securit EIO IT Security Integration Lead

Contracting Officer NEACC Support Systems

Representative EAST “Acting”

Enterprise Integration Office EIO Director
EIO
EIO Technical Integration Lead
MSFC Advisor
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Item# Entrance Criteria Complete? Artifact of Evidence/Details Responsible POC
L A preliminary SRR agenda, success criteria, and vY * SRR Agenda MITS PM
charge to the board have been agreed to by the
technical team, project manager, and review chair
prior to the SRR.
2. The following technical products (a. — n.) for
hardware and software system elements are available
to the cognizant participants prior to the review:
a. System requirements document vY e RTM MITS PM
b. System software functionality description vY e  PMP MITS PM
c. Concept of Operations vY *  UML Use Case and Activity MITS PM
Diagrams (SRR)
d. Preliminary system requirements allocation to the N/A *  RTM does have high level use MITS PM
next lower-level system cases broken down into lower
level requirements
€. Updated cost estimate N/A
f. Risk assessment and mitigations vY e E-Port (MSFC) NASA PM

v Y (Yes) %N (No) AT (Tailored) N/A (Not Applicable)
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Item# Entrance Criteria Complete? Artifact of Evidence/Details Responsible POC
8. Configuration management plan vY e PMP MITS PM
h. Initial document tree vY e FAD NASA PM
i Verification and validation approach vY e TestPlan MITS PM
j Information/system security categorization. vY *  FAD/PMP MITS CRM
k. Identification of personally identifiable information N/A *  No Pll data required and warnings MITS PM

are provided against including any PII
l. Identification of records retention requirements vY « NRRS NEACC
m. Identification of required system security controls vY e  PMP MITS PM
n. Preliminary software development/management N/A «  N/A per FAD MITS PM
plan
0. Other specialty disciplines, as required N/A .« N/A

v Y (Yes) %N (No) AT (Tailored) N/A (Not Applicable)
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A RID is a formal written request submitted by System Engineering Review Team (SERT) members that
describes a problem, provides possible recommendations, and details impact(s) to the project if the
recommendation is not implemented

RID Considerations

All RIDS submitted during this review will be considered
Only RIDS addressing issues within the scope of this review will be accepted

All RIDS related to this review must be submitted by email to the RID Review Team (RRT) no later than end
of day, March 20, using the instructions and ISRS Transition RID Form provided in the SRR Package

The RRT will notify the submitter within 24 hours if the RID is not accepted and include reason for rejection

All RIDS will be dispositioned prior to the next milestone review (CDR)
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Start Date: 8/29/14
FAD Date: 02/17/15
End/PCR Date: 07/31/15

MISM/AWG CR #: CRQ000000018948

* Project Title: ISRS Transition

e Application: NASA Integrated Service Management (NISM)

* Funding Org/RD/WON:
— 1S60/664/2029
— This project has been funded out of NEACC 2014 using Marshall IT Services (MITS) contractors

* Purpose: The purpose of the ISRS Transition Project is to end the NASA Enterprise
Applications Competency Center’s (NEACC) reliance on custom configuration of its
service request system (ISRS).
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Strategic Vision: Transform NASA’s IT infrastructure and application capabilities and
services to meet evolving stakeholder needs and support mission success.
— Objective 1.1 — Ensure a positive end-to-end computing experience for our stakeholders.

— Objective 1.3 — Provide enterprise applications and services that support the Agency’s business and information
needs, with new initiative and enhancements focused on improving business and management practices.

— Objective 1.4 — Enhance mission value by providing efficient and effective access to enterprise information and
collaborative functionality.

Background: The NEACC has been a consumer of the MSFC service management
system for over a decade. ISRS was developed on the original Remedy platform, with
heavy workflow customization to accommodate the unique audit and approval
requirements of the various business communities served by the NEACC. Most end
users enter their own service requests (SRs) in ISRS, including maintenance and
enhancement requests. There are currently over 1,100 ISRS assigned users with all
NASA Centers represented (anyone with a NASA identity can enter a service request),
and volume of service requests of all types is approximately 1,800 per month. MSFC
deployed BMC Software Incs IT Service Management (BMC ITSM) product that MSFC
calls MISM in 2012, replacing their legacy BMC Remedy system. MISM supports a
number of MSFC Center IT products and customers. With that deployment, the
NEACC’s ISRS configuration was migrated to BMC ITSM/MISM.
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NASA Office of the Chief Information Officer
NASA CIO
13P Program Manager

Enterprise Application Service Executive

MSFC Office of the Chief Information Officer

NASA Enterprise Application Competency Center Director
PMO Manager

ISRS Transition Project Management

MSFC IT Project

Management Board NASA
(ITPMB) s
EAST

Decisional

System Engineering
Review Team (SERT)

Business Systems

Management Board MSFC IT Security

(BSMB)

System Engineering

Reviews/RID Concurrence

Chair

Enterprise Change

Consulted / Informed

Advisory Board (ECAB) MSFC/N EAf(f:.c IT Security
Consulted / Informed Sl

Authority: This Project is being managed by the NEACC. Due to the minimal cost of the project, and to its
interdependence with other MSFC organizations, the NASA OCIO will delegate the KDP reviews to the MSFC
ITPMB. The System Engineering Review Team (SERT) will consist of both MSFC and NEACC representatives,
with the NEACC Director as the Decision Authority (DA); system engineering reviews will be conducted at the

MSFC Center level. . )
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_ Responsibility Stakeholder m Communication Method

The customer who is requesting the changes and provides functional requirements, 1S60

approves functional requirements at SRR, non functional requirements at PDR, product NEACC

design at CDR, Test Readiness Review and Product implementation at MORR. NASA
MSFC/IS30 Org Rep MSFC/IS30 Organizational Representative 1S30
MSFC OCIO AWS CRM Customer Relationship Manager

MSFC/IS30 NISM Data Owner Customer who is responsible for the data stored and collected in the database.
MITS Program Management MITS Program Manager MITS
MITS Deputy Program Manager

MITS AWS Management MITS AWS Manager MITS
Project and Requirements Management

Application Architecture

COTS/Application Operations

Project Manager Manages the project to keep it within cost, schedule and meet quality requirements. Also MITS
serves as quality configuration manager of project artifacts (SharePoint) and software
(Subversion or equivalent).

Requirements Manager Manages the functional and non-functional requirements from definition through test; MITS
manages baseline changes and, if applicable, Product Decision Package; develops EAST
preliminary design of product.

EAST APCMS Owner Verifies the integrity of the interfaces related to APCMS. As EAST lead, responsible for EAST
ensuring they reserve adequate capacity to carry out assigned tasks.
EAST SLM Team Lead Verifies that SLM requirements are covered and tested, leads the effort to build any EAST
necessary reports, and ensures the solution will provide what is needed for EAST metrics.
As EAST lead, responsible for ensuring they reserve adequate capacity to carry out

assigned tasks.
NEACC Records Management Verifies compliance with NASA records management policy. 1S02

4/7/2015

Project Review meetings
Email

AWG meeting

Project Review meetings
Email

Executive Status Report

Competency Team Review
Email

Project Review meetings
Daily Stand-ups

Project Review meetings

Project Review meetings

Project Review meetings

Project Review meetings
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Integration Tester(s)

Customer / User Tester(s)

Software Engineering Governance

IT Security

Network and Systems Operations

Production Application Support
(Steady State)

EAST Business Readiness Lead

4/7/2015

Decomposes preliminary design into detail design (to-be solution), MITS
builds the product, implements COTS, GOTS and SaaS BMC
Finalizes full set of all draft test plan scenarios, including limited MITS
regression test scenarios, and contingency/roll-back plans.

Additionally, generates and conducts test plans to ensure system

operates as expected. Test application to verify changes meet

requirements.

Performs NEACC Regression and customer acceptance testing and

provides product acceptance/approval artifact (email, memo, etc...) to

Project Manager. As EAST lead, responsible for ensuring they reserve

adequate capacity to carry out assigned tasks.

Provides guidelines for governance processes and artifacts; works with MITS
NASA organizations to provide projects with application portfolio,

information management, privacy records, security artifacts, and

compliance.

Provides IT security application assessment guidance, planning for IT MITS
security activities, and IT security artifacts as required NEACC
Provides application administration of software technology stacks MITS
utilized by many applications. Coordinates with IT Security, MCS, and

others on OCIO shared application servers.

Provides server administration and coordination with network

administrators.

Maintains the existing production application MITS
Facilitates the scrum team at daily stand-ups and removes any MITS
obstacles to team progress.

Performs change management communications and documentation to 1S60

the NEACC team including planning and execution. As EAST lead,
responsible for ensuring they reserve adequate capacity to carry out
assigned tasks.

Project Review meetings
Daily Stand-ups

Test Results Report
Test Readiness Review
Daily Stand-ups

Email

Test Results Report
Test Readiness Review
Email

SEF Website
Email

MISTA
Project Review meetings

Email

Project Review meetings
O&M Manual

Project Review meetings
Daily Stand-ups

Project Review Meetings
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KDP E PCR

FAD Approval
7/8  7/23

2/17

September November January

Seld ry1404 FY15Q1 FY1 FY15Q3 Finish
Frig/29/14 P IEVE) 10/1-12/31 1/1-3/31 4/1-6/30 Fri7/31/15

Yoda Vader | | R2-D2 i Luke Leia Han |[|Chewba|| C-3PO | |Sprint9
1/5-1/23|| 1/26- | 12/17-3/6 3/30- ||4/20-5/8|| 5/11- cca 6/22 - 7/13 -
2/13 4/17 5/29 |lg/1-6/19 | 7/10 7/31

PLAN
8/29-2/18

DEFINE
8/29-3/18

DESIGN
1/2-4/8

BUILD
1/5-5/6

TEST
3/31-7/2

SRR CDR ) 6/26-7/2
3/17 4/6 -SI-;RZI: 4 4
MITS Integration Test
4/22-5/6 NEACC Regression Test
5/29 - 6/25 MOR

MITS Regression Test De7 I%yment
5/6-5/28 7/9-7/16
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Phase Milestone
METY Project Management Plan Review (PMPR)

Formulation Authorization Document Approval (FAD)

Define System Requirements Review (SRR) Early Mar 2015
Design Critical Design Review (CDR) Early Apr 2015
KDP C Early Apr 2015
Build Build Completion Peer Review Early May 2015
Test Test Readiness Review (TRR) Late May 2015
Implement Marshall Operational Readiness Review (MORR/ORR) Early Jul 2015
KDP E Early Jul 2015
Production Release Mid Jul 2015
Closeout Project Assessment Review (PAR) Late Jul 2015

Development Approach: Project is being developed using a Scrum-like approach
with Sprint Reviews done at the end of every three week sprint (shown on schedule
starting with “Yoda” through “C-3P0O”). Final regression/user testing will be done
after the completion of all development.

ISRS Transition Project SRR




Unit

Integration

MITS
Regression

NEACC
Regression

UAT

Covers testing of development
objects

Covers initial functional testing and
workflow to ensure systems
integration functionality

Testing end-to-end process of
functionality and workflows as
related to general NISM use

Testing end-to-end process of
functionality and workflows as
related to the NEACC

End Users testing user specific
scenarios

MITS Development Team

MITS Development and
Test Teams with NEACC
support for NEACC
specific applications

MITS Test Team with
NEACC support for
NEACC specific
applications

NEACC with MITS support
based on test findings

NEACC

All development sprints
(Yoda-Leia)

Middle thru end of
development sprints
(Luke-Leia)

End of development thru
early test sprints (Leia-
Han)

Middle of test sprints
(Han - C-3PO)

End of test sprints (C-
3P0)

NOTE: Test cases/scripts will be the responsibility of the group providing the

specific testing. <Draft Test Plan Link>

ISRS Transition Project SRR
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5x5 Risk Summary From 2/1/2015 ta 3/3/2015
{Top 5 Open Risk(s) As of 3/3/2015)

th

Likoelihoo d

Criticality
. High
Med

Low

(el . |
G .
(= .
3
el G el Y Y
(el (el (el (el Y
1 2 3 4 5
Consequences
Current 30 Days Ago | &0 Days Ago | 90 Days Ago
HML ofefal2]s][1]2]s]1]2]s5]n
Open 10 8 2 2
Closed (Total) 1(1) 0 (0} 0 (o) 0 (0)
MNew 3
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5x5 Criteria Definitions

LiC Ramk RiskID o

Trend FromTe  Na Approach - Risk Title

Unch 4 1 I5E54 M- Inability to support cntical requirements

O ISRS-1 M- Issues with rollout related to inadequate

Change Management and Outreach
Unch 5 3 ISRS6 M- Failure to identify all key requirements
Unch B 4 ISEST M- Lack of open and clear commmuncation
between MISM/MNEACC Project Teams

- g IERS13 M- Scope increase

Report generated by eport on 3/3/2015



ISRS Transition

Risk Overview
Planned  Status Approach
Rank ID  Risk Statement Closure L/C  Active Plan Owner Mangement Comments
1 ISRS-4-Inability to suppert critical requirements 3301135 Open  Mitigate
M  Ifthe BMC ITSM product cannot support all critical requirements, then L:3  1Determine all recu
the project may need to replanned. _— early as possible.
Cler4 2 Assessif BMC ITSM can
C(s): 4 support .
3 If not, determine if suitable work-
C(t: 4 arounds can be put in place during
the project timeline.
4If not, assess new direction for
the project (i.e. delayed until EAST
I etc)
2 ISES-1-Issues with rollout related to inadequate Change 6/30/15 Open  Mitipate
Management and Outreach
M  Ifthe change management and outreach requirements are not adequate, L:3 1 Plan for an extensive change
then the rellout of the resulting system could be very difficult due to Crop3 Danagement effort. ensunng
lack of awareness, suppott, knowledge. and ability on the part of the end G2 adequate project staffing in this key
users. Cfs):3 area
2 Develop a traming and
C{t: 4  communications plan that considers

Risk(s) As of 3/3/2015

both internal NEACC and external
agency/center users

3 Plan outreach that will heighten
awareness and provide leaming
opportumities for end users

4 Continue reinforcement efforts
after deployment

Report generated by ePORT on 3/3/2015

ISRS Transition Project SRR
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Planned  Status Approach

Rank ID Risk Statement Closure L/C Active Plan Owner Mangement Comments
3 ISR3-6-Failure to identify all key requirements 5/8/15 Open  Mitigate
M Ifall key requirements are not identified, then the resulting system will L:2  A)Meet with each LOB to gather,

not have the needed capability and result in either additional time and .. . - review, and approve requirements
money being spent to extend the project or the project being cancelled. Cleld  models (use case models and

C{g): 5  activity diagrams)
B) Review requirements models
C{t):4  and baseline requirements with
NEACC management and with key

MESFC reps and baseline
overarching requirements at SRR
and detailed requirements at start of
each sprint

) Conduct thorough testing of test
cases throughout the
implementation and ensure users
are available and thoroughly
execute all test cases

D) If any key requirements cannot
be met, identify workaround and
schedule for a later implementation

ISRS-7-Lack of open and clear commmncation between 6/30/15 Open  Mitigate

MISM/NEACC Project Teams
If the joint MISM/NEACC project teams do not share and maintain L:3 1 Post documentation to a shared
clear. open communications and documentation, then the project counld site and ensure all team members

C:3  have access;

C(s):3 2Hold recuming joint meetings;
3 Jointly prepare and present at

C{t):3  system engineering and key
decision point revVIews.

be impacted with cost, technical and schedule implications.

Report generated by ePORT on 3/3/2015

ISRS Transition Project SRR
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Planned  Status Approach

Rank ID  Risk Statement Closure L/C  Active Plan Ovwmner Mangement Comments
5 ISRS-13-Scope increase 6/30/15 Open  Mitigate
M  Ifscope of CRincreases, the cost and schedule will be impacted L:3 Enhancements and changes will be
Clo): 1 captured and tracked for future
)

implementation and/or presented to
C(s):3 the AWG for incorporation along

with adjustments to the plan, cost
C{t):1  and schedule.

Report generated by ePORT an 3/3/2015

ISRS Transition Project SRR
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. Written Communications (to begin in March for a June Release)

Develop communications to promote awareness to the internal NEACC users
Explornet Updates (MSFC Only)
Center News letters to be distributed to ABPLs, CBPLs, Help Desk, Center Security Admins, and ITPOCs

Develop Business Readiness Impacts (for distribution, so everyone gets the same message)

. Telecons (to begin in April for a June release)

Schedule through each LOB and Delivery Area (super users, Reporting Leads and CBPLs)
ITPOCs

Help Desk

ABPLs

Governance Boards

. Training Sessions and Guides (to be held in May timeframe for a June release)

Training sessions focused primarily on the NEACC (internal community)
Develop online Training Materials using EPSS to support all user communities
Develop Quick Reference Guides and Frequently Asked Questions to support all user communities

Develop online videos to promote awareness

. Marketing Materials

Develop Carousel images for portal (ICAM, bReady and HR)
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MSFC/MITS

Remedy NISM

* CBPL Approval

* Agency BPS Approval

* NASA BPS Approval to Assess
*Service Level Metrics

Remedy ARS
Custom Code

» Assessment Template

* NASA BPS Approval to Work
* NASA Only Work

» Assessment Verification/

* Backlog Planning Process

» Work Completion Process

 Supports Migrate to
Production Process

* Close Request Process

* Factory Support Process

* Billing Report

* Triage
* Assessment
» Default Resource Plan

Certification

The NEACC Application Point Capacity Management System (APCMS) consists
of a custom Remedy application/workflow that runs on Remedy Action
Request System (ARS). The term ARS and APCMS are often used

interchangeably.
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Tbems that are st

worksd an

Remecy System Bouncry

NISH System Boundry |

Query into old ISAS System that
iz set to Remc-Onidy, for completed work.

The fuanding of SRz that ane in Progress
when ISRS retirez inta MISM iz TBD.

Query Historical
I5RS Service Reguests,

Remedy

Crente and View SR

Mark *TAG Fieid in
non-Clased CRincident

Guest Liser

TAS approval is done extemal to
APCME and NISM. Once approval is
received, an " Aucitor will acd the TAG
information to HISM.

* Oinly an auitor is sow to change the
TAS fields but due o system limitations,
By NESM uzer couskd uptete these fisiss

This requirement will have to be enforced
with Business Process Rules.
Oery for CR/Indoents [
Remedy/HISM User Update Avsilabie . s
Flekts and Attachments in 58 With *TAG Fielc Markedt o
14
s
“Add Start/End Dute for
*TAGta non-Clased
CRyfincident
Aucitor
CEPLAppraver Add *TAG Naotes to
non-Clazed CRincident.
Approver e
AEPL Ao = CR/Incident
Upcate Specific Fiskds
of CR/incident in
Remedy/HISM
MEACC Approver ) NEACC User
Maintsin
APCMS [ARS] SLM/Admin
J— s
)
Use Case for CR18948
AL P T
Use Case diagram
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1
B Tocumert Nrioe: | DATE P
| REV. | DESCRIPTION | DATE | BY | 00-000-0000 | 3/17/2013 | 10F 11
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[Lsar. intertace only, APOMS User Roles out of Scope for this

LA, Non ESE LOB processes APCMS never sees the
id Block thi how to document what the colors mesn NISM SRE. nqmyg:u
‘the CRS or Incoents.
NISM User NISM CBPL Approver ABPL Approver NEACC Approver APCMS (via APCMS User Role Actions)

For each specific LOE, the combination of SR Type, Service Anes, I,
BN whather it was sunmitbed by NEACC o 8 Canter datermines

eate CR1cr 58 [No CEPL Review nessed] wihekher or not o CEPL review is needed, whether or not an ABPL
/T = review i needed, and whether or not 8 NEACT review is eeded.
"

The specific i ¥ tyPe of Reviewer is
Getermined based on the Application deait with Dy the 58, For
wemple, if there are 2 specific Aeviewers and sach of these 2

Bpproves for a subset of the Applications, then the Role of the

Approver ca differ depending an which is imvoived. To handie
[ABFL Approved] thiz variation, for each Role seversl "Groups” of Approvers can
be defined and Apas cn be mapped to these "Groaps™.

femate o8]

Creste (R for ESE LOB 5A Type:
Change Reguest/Enhancamant

7| Cross Functional Improvement

Investigation Request

Far Dther LOB 5A Type:
TR The sbove comibinations of LOB, SR Type, Serdce Ares, whether
it was submitted by NEACT or a Center, and the persons] filling
the Reviewer nale for each A9p will Cause instances of warkniow
that follaw ot least n subset of the genersl pattems. These TO-8E
instances wil sepemte

before the start of the Sprint for a LOE.

(08P L Apprenad]

m [ABPL Review n seded]

Reeiew CR.

eview CR
/" [MaNEADE Rmview nezcea]

[NEACC Rvview reecied]

=, Cremte incident for SR
e

[CEFL Rejected wrationaie]

[ABFL Rejected w/mtionale] Review (R

[NEACC Rejected wjretionale]

IDisapprove CRI

Create Incident for ESE LOB SR Type:
‘Change Request/Discrepancy
Change Request/Maintanance
Dizcrapancy |Ereak, Fix)

Hﬁmgz Damand & Caparity, £ Periodically updste NISM cn.ﬂnciaua

Job Regquest
Master Data.

[CR/Incident not Cased, Disapproved
For Other LD8 SR Type: or Canceled in APCME]
TED

[CR/ncident Closed, Disapproved,
or Canceled in APOMS]

-

Gmcﬁﬂnu‘mmm&minmﬂ@

]

Less than 14 days
& Customer Satisfaction
Survey not retumed

reater than 14
days or Customer
Satisfacton Survey
returned.

ECR/Incigent not Closed, Disapp:
o Canceled in APCMS]

Update CR/incident content & State in MSM

e e
y CR18949 AD SR Workflow
A & L Iosawron
= | MEACC pattern for workflow of NISM SR, CR, &
Incident

See APCMS/ISRS Fickts Tab
for draft st of TO-8E content
£ state changes

20F1L

Decarr Hurster
| REW. | DESCRIPTION | DATE | BY R a/7/2ma
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Helpful Information/Contacts:

A link to the MISM SRM User Guide is located on the SRM Home Page of MISM.

For Help, contact:

NASA Information Support Center

256-544-HELP Option 0

MISM Support — available via email at MSFC-ISMSupport@nasa.gov

Instructions for processing Incidents assigned to A&WS Service Management Team:

Assess/review each Incident to include:

. Checking to ensure the impact, urgency, and priority fields are filled out appropriately

. Checking to ensure the assigned product is correct

. Call/email customer to obtain more information concerning the problem and if possible resolve the Incident

If unable to resolve the Incident, assign to appropriate person/manager based on the information provided. **If Incident is
Critical, call appropriate person/manager to notify them. **

Place Incident “In Progress” if the receiving assignee is working the problem and the customer received notification
MITS Contract hours are 6AM-6PM.

In addition to the instructions above, if the Incident is received between the times 6:00 — 7:30AM or 4:30 — 6:00PM, a call will be
placed to the appropriate contacts which have been provided to the service management team and the Incident will be assign to
appropriate person.
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Requirements Approach

* Requirements were elicited by various mean including meetings, documentation, and
demonstrations of NISM functionality.

Requirements Management and Control

* Once approved through the SRR, any changes or additions to the stated requirements will
require use of the change management process.

Requirements Tools

A Requirements Traceability Matrix (RTM) spreadsheet is being used to manage the
requirements and link them with associated designs, software modules, test cases, etc. The
high-level requirements from the RTM are presented in the following slides and the full RTM
is available from the following link: Draft RTM link
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Associated

Use Case Notes

Sprint

Test Case

ID Number
1.0 As a Guest or Remedy User, | can create and view a NISM

Service Request 1.00
2.0 As a Remedy User, | can update available fields and

attachments in a NISM Service Request. 2.00
3.0 As a Guest or Remedy User | can do queries of Service

Requests in NISM 3.00
4.0 As a Remedy User | can do queries of historical Service

Requests in ISRS 4.00
5.0 As a Remedy or NEACC User, or Approver | can receive

notifications related to SRs/CRs/Incidents 5.00
6.0 As a NEACC User, | can add and work on tasks related to This is a capability of NISM but the NEACC has

an SR. determined it will not use this functionality. N/A
7.0 As an Remedy Approver, | can perform all stated Remedy

User functions and can approve/disapprove items

assigned to me. 6.00
8.0 As a member of the Audit Team, | can perform all stated Discussion is needed as there is an issue with

NEACC User functions and can manage information in a having a special group with exclusive access to

CR/Incident related to an SR regarding the approval of  fields, such as TAG (cannot be done without

"Temporary Access Granted" to another system. custom coding). 7.00
9.0 As APCMS (ARS), | can receive data from and send data

to the System. 8.00
10.0  Asa NEACC User, | can perform all stated Remedy User

functions and can also view data related to SLAs

associated with the SR's CR or Incident 9.00

ISRS Transition Project SRR
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Associated . Test Case
D Use Case Notes Sprint Number

11.0 Most of the maintenance functionality requested is not

As an SLM/Admin, | can perform all stated NEACC User functions available to the NEACC (such as updating field selections

and can also maintain SR related data and activities in the in NISM), only those related to setting up and scheduling

System. reports. Changes can be requested via a NISM SR. 17.00
12.0 As a Guest or Remedy User, | can report my satisfaction

regarding completion of an SR. 11.00
13.0 There will not be an automated method in NISM to handle

As a NEACC User, | can report the results of Root Cause Analysis RCA forms. However, this form can be added as an

(RCA) for an SR. attachment to a CR or Incident. N/A
14.0 The data related to SLAs will be maintained by NISM

system administration and can only be changed by the

As an SLM/Admin, | can maintain data items related to SLAs NEACC entering an SR. N/A
15.0 As the System | can maintain the security of SR data. Only to the extent provided OOB by NISM 12.00
16.0 As a Remedy User, | can access "canned" reports. 10.00
17.0 As a Guest or Remedy User, | can access links to EPS and the

Quality Center from the System. 13.00
18.0 As a NEACC User, | can access incidents in APCMS that are

created by the Tier 1 helpdesk (NISC) and assigned to the NEACC.
19.0 As the System, | will be accessed using the name NASA

Integrated Service Management (NISM) instead of the current

designation of Marshall Integrated Service Management (MISM) 14.00
20.0 As the System, my system file structure shall be demoted from

its current state to put the Agency (NASA) at highest level and

Centers (such as Marshall) below it. 15.00
21.0 As the System, | can meet all 508 compliance requirements. 16.00
22.0 As a Guest or Remedy User, | can access ISRS Service Requests A proposal for handling the open requests has been

that were in progress when the System roll-out occurred. provided. An approved method must be determined

before CDR. 18.00

23.0 ISRS will be retired after roll-out of NISM
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Item #

Success Criteria

Satisfied? Details

1. The project utilizes a sound process for the allocation and control of requirements

throughout all levels, and a plan has been defined to complete the definition activity within vY

schedule and cost constraints.
2. Top-level requirements definition is complete, and interfaces with external entities and

between major internal elements have been defined. vy
3. Requirements allocation and flow down of key driving requirements have been defined

down to subsystems. vy
4. Preliminary approaches have been determined for how requirements will be verified and

validated down to the subsystem level. vy
5. Major risks have been identified, and viable mitigation strategies have been defined. Uy
6. IT security, privacy, and records retention requirements are complete and have been

incorporated into project requirements documentation. vy
7. The preliminary software development/management plan meets the requirements of NPR

N/A N/A per the FAD

7150.2.

vY(Yes) %N (No) AT (Tailored) N/A (Not Applicable)
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SUMMARY
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e Lessons Learned will be captured after each major
review and logged in the MITS PWS Lessons Learned

SharePoint Site.

e Lessons Learned applied from other projects

— Use of sprints and sprint reviews to allow customer to see
progress, request minor modifications, etc.

e lessons Learned identified during this phase

— Allow modification of the standard method of “eliciting
requirements without consideration of implementation”
when appropriate (such as when the tool being used to
implement is already identified)
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 All entrance criteria have been met

e All success criteria for the SRR are satisfied
* Key Points

— Draft RTM is completed including Requirements
listing, test scenario identification, and affected
system component

— Draft Test Plan is completed
— Draft UML models are completed
— Draft Microsoft Project Schedule is completed
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 The project requests authorization to proceed to the next
phase; Phase B/C: Preliminary/Critical Design and
Technology Completion

e Concurrence:

NEACC Business Process & Applications Operations: Concur/Non-Concur
NEACC Information Assurance (Security): Concur/Non-Concur

NEACC ICAM Lead: Concur/Non-Concur

MSFC Advisor: Concur/Non-Concur

NEACC Enterprise Service Bus (ESB) Lead: Concur/Non-Concur

NEACC Business Intelligence Lead: Concur/Non-Concur

Decision Authority: Approve/Disapprove
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Acronym Definition Acronym Definition

APCMS Application Point Capacity Management System MORR Marshall Operational Readiness Review
ARS Application Request System NAMS NASA Access Management System
AWG Applications Working Group NEACC NASA Enterprise Application Competency Center
AWS Applications and Web Services NISM NASA Integrated Service Management
BSMB Business System Management Board NRRS NASA Records Retention Schedule
CDR Critical Design Review NSSC NASA Shared Services Center

Clo Chief Information Officer oclo Office of the CIO

coop Continuity of Operations oM Operations and Maintenance

coTs Commercial Off The Shelf ORR Operational Readiness Review

CR Change Request PCAT Privacy and CUI Assessment Tool

Cul Controlled Unclassified Information PCR Project Completion Review

g: gle;';:: ::;:5:3 PDR Preliminary Design Review

EAST Enterprise Applications Service Technology Emg :nger:thh:::;egiz::;g;ﬂce

ECAB Enterprise Change Advisory Board PMPR PMP Review

FAD Formulation Authorization Document .

FIPS Federal Information Processing Standards i Resf)urce Deta!I

GOTS Government Off The Shelf i BEVENRIST) Dlscrepa?cy

13P Information Technology Infrastructure Integration Program ROM Rough (?rder of Magnitude

ICD Interface Control Document Gkl iU AL T

SRS Integrated Service Request System RTM Requirements Traceability Matrix

T FferEiien Tesinelem) SaaS Software as a Service

ITIL Information Technology Infrastructure Library SEF Software Engineering Framework
ITPMB IT Project Management Board SERT System Engineering Review Team
ITSM Information Technology Service Management SLA Service Level Agreement

KDP Key Decision Point SR Service Request

MACS Marshall and Agency Computing Services SRR System Requirements Review

MCS Marshall Computing Services SsP System Security Plan

MISM Marshall Integrated Service Management TRR Test Readiness Review

MISTA MITS Initial Security Threshold Analysis wBs Work Breakdown Structure

MITS Marshall IT Services WON Work Order Number
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Sprint # Sprint Name Sprint Deliverables Project Documentation Deliverables

0 howine basicf onali th £SE

o Yoda configuration-data;SprintReleasePlan PMP
5 i £SB : ion data APCMS initial

1 \ad . e LA onality SRR d .
s T o WEPEY: : PERv

. ifications, and NEACC .

2 R2-D2 mode} SRR-decumentationandpresentation
Demo with additional LOB configuration data
(completed Financial, ICAM, Procurement, and
Logistics), completed APCMS integration, and TAG

3 Obi-Wan functionality. CDR documentation
Demo including configuration data from all LOBs,
search/query/report capabilities, & Customer

4 Luke Satisfaction Survey. CDR presentation, KDP C
Demo including NISC incident mgmt. Status of user

5 Leia acceptance testing. TRR documentation and presentation
Demo of conversion mapping and historical SRs

6 Han access. Status of user acceptance testing.
User Acceptance Test Results, Final Demo including
rebranding to NISM and moving of in-progress ISRS

7 Chewbacca SR's. MORR documentation and presentation

KDP E, PCR documentation and
8 C-3PO Product Release presentation
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Service Request

NISM Controlled

APCMS Controlled

NISM Controlled

Rejectad]
[PPecied - gom to wich NESM Stated]

this State.

CR becomes available in APCMS.
Nofunctional changes are allowed
‘to be made by & NISM User after

Fianring i

n progress |

n Progress

annot be accessed by

HISM Actor.

Respanse or Ll T
14 day fime dodk — 7 CROosed

Red lines incuding the darker red iine in the
emmples below cause NISM to jump states
¥ia 2 cascade gOing through multiple sta

[~ — | In APCMS unselect “Customer Hodd and East Hold™ ﬁ

The notes below are only a representative set
of examples as demoed to the customer for the
Vader sprint.

In APCMES, sedect “Ves™ for “Customer Hold™

‘Werify “Enst Hold® is stomatically set and Save.
This will changs the AFOMS statis to “Pending Hakd”

buttons and save. APCMS Status will neturn to “Hew”.

In APCMS, salect ~Yes” in LOB Acoepted fiskd and Save. \j

Bnd type come charcters in the “Action Plan® fiskd.

In APCMS, sedect =Approve” in BPS Action fisid Il‘

..—45\ e

b NISM State Diagram for CR18948
<" |omowmon
MISM Change Request State Diagram

Diocumant Rumiser | DATE PaGT

[ ]

DESCRIFTION

00000000 | 3172043 | 3OFLL
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Service Request

NISM Controlled

T
-
3
&
APCMS Controlled
- _ - The Assigreed state for an incident
:T“;Psc?mnzuwm:"hk:m in NISM comesponcs to the states
o functional changes are sllow: !
2 e made by = MISM User after :::.;::,::;EMl & Backiogged
this State. in APOMS.
s -

| Can orify et to this state when
APCMS leaves the Eackicgged
state.

MISM remaing in the Resolved
State until the Survey

Fesponse is received or the
Canceten Besolved |~ | 14 Cay time clock expires.

=

NISM State Diagram for CR18948

[T

NISM Incident State Diagram

| REV. | DESCRIFTION

Documart Nar | DATE Lo
OHIO0-0000 | 3/17/2013 | 4OF 11
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APCMIS handies bath Incidents and
CRx the same.

‘Once & CR or Incident has transitioned

o APCMS, anly an APCMS user vis

APCMS can change information in NISM.

The infonmation that can be updated is limited
to the fields described on the tabs ksbeled CR
=nd Incident Fiekd Mappings

NISM fiekds are set to “read onfy” for all

Mew R or New incident recieved in APCMS ﬁ'nl'r\ NEEM

Pending Hald

F-FI-F

\r |
e

NISM users.
Rquest fee Autherleatie.
App el IEALLC, all
Requea fee Autheor leatics
Pansling Agsncy BPS Apgeosal [MEALC Apsrorval Phase/ Agency 545)
Request fer Chings:
Jeinial MEACE Rt [iitial MEACE Rt Phis])
sl W [Plasning is Progesis Jassign ed
[ ersting Asseccmant_|Sehaduled ler R Jussigned
L Scheduled for Acproval Jhssigned
|2pproved JBackiagged [cadiian jasdignad
e Procesi i P s limplessantation in Peegress i prcgress
| Panading Oedure |Cleiad [Ramiclvad
Ocsad Clasant Closes Chcsed
kel ersding kold Pandicg Pesding
R el | D s oo A ctimed Cancelad
Janesiad |Canisbet |Esmaied [

Disapproved

%

Cancefed l’

The notes below are only a representative set of
examples as demoed to the customer for the
Vader sprint.

In APCMS, select “Ves® for “Customer Hold®™
Werity “East Hol” is Butomstically szt and Save.
“Thiz will chiang the APCIS status to “Pening Hold™

_| In APOMS unsziect “Custamer Hald and Exst Hold™
basttons and sy, AFCMS Status will rebum o “Hew™.

In APOMS, select “Ves™in LO@ Accepted fisid and Save.

In APOMS, select “Approve” in BPS Action fieid
—| mna type come characters inthe “action Plan~ fisid.

Rl lines inchuding the darker red ling in the
exsmples sbove csuse NISM to jumg states
vinn cascace poing through muitiple states.

The Non-fed lines cause anly 2 single
State change within M

Oosad
e
I _
. y APCMS State Diagram for CR18948
// DESCRPTION.
Aeturns contral ta APCMS State Diagram
NISM for gizpasition.
n -4
e ar [orr— 3
| REV. | DESCRIFTION | DATE | BY 00-000-0000 | 3/17/2013 | SOF 41
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NISM (MISM) Field
Change Number

Description

lop Cat 2 and
[CHG Field 15 (SR Type)

Prod Cat 3 and
[CHG Field 14 (Application)

Prod Cat 1/0p Cat 1
p Cat3

[CHG Field 13 (APCMS Status)

PPriority

[Target Date

[Scheduled End Date
ICHG Field 08 (Approval
Level)Approval Level
ICHG Field 10 (FCB/CCB)

CHG Field 11 (FCBICCB Priority)

[CHG Field 07 (Date Approved)

ICHG Field 03 EAST Hold? (Yes or
0)
IStatus = "Pending"

[Closed Date
ork Details (Work Info)
[CHG Field 09 (Total Hours)

ICHG Field 04 (Complexity)
[CHG Field 05 (Resource Types)

ICHG Field 08 (Approval Level)

ICHG Field 09 (Total Hours)

[CHG Field 2 (Exclude) and
[CHG Field Field 03
[East Hold (Yes/No)

ARS (APCMS) Field
SR Number

SR Description

SR Type

Application

Line of Business
Service Area

Status.

Severity

Expected Completion Date

Release Date
Approval Level

FCB/CCB

FCB/CCB Priority

Date Approved

EAST Hold?

Customer Hold?

Date Completed
Status/Comments.
Estimated Hours

Complexity
Resource Types

Approval Level

Plan Estimate

NASA Only (Yes/No)

Field Type/Length (NISM)
Character (15)

Character (255)

Character (40) / Drop Down List

Character (60) / Drop Down List
Character

Character (40) / Drop Down List
Character (60) / Drop Down List

Selection

Character (30) / Drop Down List

Date

Date
Selection

Character (40)

Integer

Date/Time

Selection

Selection

Date/Time
Diary (unlimited)
integer

Character
Character

Integer

integer

Character

Field Description (NISM) Directional Flow ARS Initial Creation MISM Rea

Always

System Generated / Unique Identifier From NISM to ARS when ARS record is created

Description of Request From NISM to ARS when ARS record is created, then only from ARS to NISM x
Types of Requests: Change Request, From NISM to ARS when ARS record is created, then only from ARS to NISM X
Cross Functional Improvement Request,

Discrepancy (Break/Fix), Investigation

Request, Job Request, Master Data.

Agency BPS in available NISM only and

will be converted to another SR Type

before being sent to ARS.

Applications supported by the NEACC. From NISM to ARS when ARS record is created, then only from ARS to NISM x
Autopopulated based on the Application From NISM to ARS when ARS record is created, then only from ARS to NISM X
selected.

Type of Service Needed From NISM to ARS when ARS record is created, then only from ARS to NISM x

Status of Request

New, Pending Hold, Pending Assessment,
Pending Approval, Canceled, Backlogged,
In Process, Closed, Disapproved

From NISM to ARS when ARS record is created, then only from ARS to NISM

Break/Fix selection: 1,2, 3,4/ All other From NISM to ARS when ARS record is created, then only from ARS to NISM X
requests: Emergency, High, Medium, Low
Date expected to be complete From NISM to ARS when ARS record is created, then only from ARS to NISM X

From ARS to NISM
From ARS to NISM

Date planned for Release
Approval Levels selections: 1,2, 3, 4

Autopopulated based on application selected From ARS to NISM

Assigned manually From ARS to NISM

BPS Action Date is set when the BPS From ARS to NISM
approver chooses Approved, Disapproved,

Hold o Cancel. The DatefTime is passed

to the NISM Date Approved field only when

the action is set to Approved.

Set when SR is placed on EAST or Customer From ARS to NISM
Hold (EAST metrics clock stops while on hold)

Set when SR is placed on Customer Hold Both ways
(Customer metrics clock stops while on hold)

Date/Time when SR is Closed, Canceled or  From ARS to NISM
Disapproved

Includes userid and timestamp with each Both ways
comment

Auto-calculated from ARS Resources table  From ARS to NISM

Complexity of the request From ARS to NISM
Resources needed to complete the request From ARS to NISM

Level of approval needed (1, 2,3 0r4)  From ARS to NISM

Auto-calculated from ARS Resources From ARS to NISM
table. Estimate of hours based on
Resources defined for the request

When NASA Only is set o "Yes", East Hold From ARS to NISM
is also set to "Yes". (EAST metrics clock
stops while on hold.)
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Initial

Initial

Initial

Initial

Initial

Initial

Initial

Always
Always

Always

Always

Always

Always

Always

Always

Always
Always

Always

Always

Always



NISM (MISM) Field ARS (APCMS) Field Field Type/Length (NISM) Field Description (NISM) Directional Flow

Incident Number

Description

[Op Cat 2

Prod Cat 3

Prod Cat 1/Op Cat 1

Op Cat3

HPD 13 (APCMS Status)

Priority

Expected Resolution Date

HPD Field 08 (Approval Level)Approval
Level

HPD Field 10 (FCB/CCB)

HPD Field 11 (FCB/CCB Priority)

HPD Field 03 EAST Hold? (Yes or No)

[Status = "Pending"

[Closed Date
lork Details (Work Info)
HPD Field 09 (Total Hours)

HPD Field 04 (Complexity)

HPD Field 05 (Resource Types)
HPD Field 2 (Exclude) and
HPD Field Field 03 (East Hold)

HPD Field 07 (Date Approved)

SR Number

SR Description

SR Type

Application

Line of Business

Service Area

Status

Severity

Expected Completion Date

Approval Level

FCB/CCB
FCB/CCB Priority
EAST Hold?

Customer Hold?

Date Completed
Status/Comments
Estimated Hours

Complexity
Resource Types
NASA Only (Yes/No)

Date Approved

Character (15)

Character (255)

Character (40) / Drop Down List

Character (60) / Drop Down List

Character (40) / Drop Down List

Character (60) / Drop Down List

Selection

Character (30) / Drop Down List

Date

Selection

Character (40)
Integer
Selection

Selection

Date/Time
Diary (unlimited)
Integer

Character
Character
Character

Date/Time
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System Generated / Unique Identifier

Description of Request

Types of Requests: Change Request, Cross Functional
Improvement Request, Discrepancy (Break/Fix), Investigation
Request, Job Request, Master Data. Agency BPS in available
ISRS only and will be converted to another SR Type before

being sent to ARS.

Applications supported by the NEACC.

Autopopulated based on the Application selected.

Type of Service Needed

Status of Request

New, Pending Hold, Pending Assessment,
Pending Approval, Canceled, Backlogged,
In Process, Closed, Disapproved

Break/Fix selection: 1, 2, 3, 4 / All other requests: Emergency,

High, Medium, Low

Date expected to be complete

Level of approval needed (1, 2, 3 or 4)

Autopopulated based on application selected
Assigned manually

Set when SR is placed on EAST or Customer Hold (EAST

metrics clock stops while on hold)

Set when SR is placed on Customer Hold (Customer metrics

clock stops while on hold)

Date/Time when SR is Closed, Canceled or Disapproved
Includes userid and timestamp with each comment
Auto-calculated from ARS Resources table. Estimate of
hours based on Resources defined for the request

Complexity of the request
Resources needed to complete the request

From NISM to ARS when ARS record
is created

From NISM to ARS when ARS record
is created, then only from ARS to
NISM

From NISM to ARS when ARS record
is created, then only from ARS to
NIsM

From NISM to ARS when ARS record
is created, then only from ARS to
NISM

From NISM to ARS when ARS record
is created, then only from ARS to
NISM

From NISM to ARS when ARS record
is created, then only from ARS to
NISM

From NISM to ARS when ARS record
is created, then only from ARS to
NIsM

From NISM to ARS when ARS record
is created, then only from ARS to
NISM

From NISM to ARS when ARS record
is created, then only from ARS to
NIsM

From ARS to NISM
From ARS to NISM

From ARS to NISM
From ARS to NISM

Both ways
From ARS to NISM
Both ways

From ARS to NISM

From ARS to NISM
From ARS to NISM

When NASA Only is set to "Yes", East Hold is also set to From ARS to NISM

"Yes". (EAST metrics clock stops while on hold)

BPS Action Date is set when the BPS approver chooses
Approved, Disapproved, Hold or Cancel. The Date/Timeis
passed to the Date Approved field only when the action is set

to Approved.

From ARS to NISM

Initial

Initial

Initial

Initial

Initial

Initial

Initial

Initial

Always
Always

Always
Always

Always
Always
Always

Always
Always

Always



