Appendix L, Service Management Integration Requirements
The Commonwealth uses Information Technology Infrastructure Library (ITIL) aligned processes and supporting procedures for IT Service Management which includes IT Service Asset and Configuration Management (SACM), an IT Service Management (ITSM) tool (currently ServiceNow), a standard integration model, data model, and error handling methodology.

The aforementioned components are in a state of continual improvement and may be modified by the Commonwealth, at which time the Offeror(s) must work cooperatively with Commonwealth staff to accommodate needed changes.*

1. The selected Offeror(s) must describe its approach to integration with the Commonwealth’s IT Service Management (ITSM) system.
0. [bookmark: _GoBack]Offeror must use the Commonwealth’s current integration model, data model, and error handling methodology, which are subject to change*.
0. Offeror must be able to integrate with the Commonwealth’s current ITSM tool. 
0. Offeror(s) must provide an asset (inventory) record  and any supporting data to the Commonwealth at the time of asset/equipment  shipment and/or delivery via the web service integration:
0. The selected Offeror(s) will supply the mandatory data fields in the format provided by the Commonwealth and defined in the ITSM data model.
0. The selected Offeror(s) may provide optional data fields, in a format provided by the Commonwealth and defined in the ITSM data model
1. The selected Offeror must work cooperatively with Commonwealth staff, including but not limited to the ITSM Process Owners and the Commonwealth’s ITSM Automation team to establish and modify integration as needed.
1. The selected Offeror(s) will coordinate with Commonwealth staff to establish, test, and validate the asset/equipment data exchange via web service integration within the first month of contract execution and prior to any scheduled asset/equipment deliveries
1. Specific OEM vendors’ equipment will be required to integrate with the Commonwealth’s monitoring tools via a standard interface using Simple Network Management Protocol (SNMP).
