Statement of Work for Hardware Maintenance Contract

The contractor shall perform preventive and remedial maintenance and repair services, including labor, parts, and transportation, for the Government-owned equipment identified in the contract/delivery order, at the William J Hughes Technical Center, Atlantic City, NJ. The Government will:

1. Maintain the equipment-operating environment in accordance with Original Equipment Manufacturer’s (OEM) specifications.

2. Provide adequate working and storage space near the equipment for use by the contractor personnel.

3. Allow the contractor maintenance personnel full access to the equipment (subject to WJ Hughes Technical Center security regulations).

4. Provide proper use, care and cleaning of equipment in accordance with OEM instructions. 

The contractor is required to provide all necessary implements to maintain the equipment in working condition in accordance with OEM specifications: i.e. skilled technical labor, documentation, schematics, repair parts, maintenance supplies, tools, test equipment, transportation and other related services.

All required tools, test equipment, service manuals and diagnostic manuals, software and equipment shall be located at the site where maintenance is to be performed. All required tools, test equipment, service manuals, diagnostic manuals, software and equipment shall be immediately available to contractor maintenance personnel.

While the contractor’s personnel are at the Government facility, the contractor is responsible for compliance with all laws, rules and regulations governing conduct with respect to documentation copyrights, software licenses, health and safety not only as they relate to:

1 Its employees and agents.

2 Other personnel who are Government employees or agents of the Government.

3 All property at the site regardless of ownership.

Should the Government make alterations or install attachments, which affect the maintenance of this equipment, the continuation of maintenance service on this equipment shall be subject to mutual agreement. Should the alterations or attachments increase or decrease the maintenance costs to the contractor, adjustments to maintenance charges shall be made on an individual installation basis.

The contractor must also have the technical resources and ability to determine the need for (with Government approval) initiation of design engineering changes, and implementation of hardware engineering changes that may be required to insure high availability and proper operation of the computer systems under maintenance.

Maintenance services do not include:

a. Service that is impractical for the contractor to render because of alterations in the equipment made by persons other than the contractor without receiving the contractor’s prior written approval.

b. Electrical work external to the equipment.

c. Refinishing of equipment.

d. Work on equipment caused by maintenance or repair performed by other than authorized contractor personnel or resulting from improper operation by Government personnel.1
e. Replacement / replenishment of consumables (i.e. ink, toner, paper, ribbons, etc.).

REMEDIAL MAINTENANCE

Remedial maintenance shall begin after notification that the equipment is inoperative, within a response time of 2 hours. The contractor shall provide the Administrative Contractor (ACO), within one day of contract award, a designated point of contact and shall make arrangements to enable its maintenance representative to receive such notification. The contractor shall maintain continuous telephone coverage (not a machine-answering device) twenty-four hours a day, seven days a week to receive remedial maintenance requests. The Principal Period of Maintenance (PPM) is Monday through Sunday, 7 days a week, 24 hours a day.

Should the Contractor’s personnel be unable to restore the equipment to operating condition within two hours, the Contractor is required to provide sufficient assistance, either “specialist” Contractor personnel or authorized manufacturer personnel, for resolution of the problem, at no additional cost to the Government. This expertise shall extend to cover all aspects of the electronic and electro-mechanical components, which comprise the systems. The contractor shall establish lines of communication with this reserve so that consultation is available by telephone, or if needed, by personnel from this reserve. These reserves are experts in the referenced areas, who may be transported to the site, on a temporary basis, to aid in the diagnosis of malfunctions or other maintenance considerations. There shall be no additional charge to the Government.

Should the contractor’s personnel be unable to repair or replace the malfunctioning equipment or component within 24 hours, or if an individual component is malfunctioning for a total of 24 hours (not necessarily consecutive), the contractor is required to immediately arrange for Original Equipment Manufacturer (OEM) assistance. If the contractor is the OEM, the contractor is required to call in back-up-expert assistance from corporate field engineering. OEM or OEM higher-level assistance must be on-site within 24 hours of notification. The contractor shall bear all costs of OEM assistance and any costs if a purchase of replacement equipment or components is necessary.

The contractor shall furnish a malfunction incident report to the COTR upon completion of each maintenance call. The report shall include as a minimum the date and time notified, the date and time of arrival, the type and model number(s) of machine(s), the time spent for repair, description of malfunction, and the list of parts replaced.

SPARE PARTS

The contractor has the responsibility for repair or replacement of all faulty equipment of the system including cables, cabinets, power supplies, etc. The contractor shall use only new or remanufactured and warranted as new standard parts in effecting repairs. All replaced parts that have been removed from the equipment shall become property of the contractor and the contractor is responsible for removing said parts from the site.

Repair / Replacement Parts

1. The contractor shall use only new or remanufactured and warranted as new OEM standard parts in effecting repairs. All parts other than new shall be identified as such and certified by the contractor. The contractor shall have in existence a logistics organization to provide for high quality parts replacement.

2. The contractor shall provide necessary replacement parts and other maintenance supplies (such as texwipe, freon, q-tips, etc.) for all components serviced under this contract for the life of the contract. Replacement parts shall include all parts other than normal operational type supplies (paper, ribbons, magnetic tapes, and other input/output median).

3. Replacement of worn or defective parts shall be consistent with OEM’s design of the equipment. Field maintenance personnel shall not try to repair faulty modules on-site if the equipment was designed for the replacement of modules. The contractor has the responsibility for repair or replacement of all faulty parts or components of any equipment under contract. This responsibility includes furnishing all needed cables, power supplies, fans, components, circuit boards, assemblies, and other items as may be necessary to restore the equipment to proper operating condition.

Spare Parts Inventory

1. The contractor shall provide the Government with a plan for a local on-site spare parts inventory. The local on-site spare parts inventory shall include high consumption rate items for the devices under contract.

2. The contractor shall maintain parts requiring climate control, such as HDAs, in a climate-controlled environment in accordance with OEM specifications. The Government shall provide adequate space for maintaining a climate controlled spare parts inventory at the Technical Center

3. The contractor shall provide a plan for off-site spare parts storage to assure the offeror’s maintenance personnel access to replacement parts in order to achieve minimal down time of the system.

PERSONNEL REQUIREMENTS

Maintenance service

Fully qualified personnel that are certified by the OEM shall perform all maintenance services. In no case, does the arrival of only a trainee meet the response time or any other requirement of this contract.

All contractor field maintenance personnel must be trained on the specific equipment (make and model number) to be maintained. Training must include an OEM maintenance course. The contractor will maintain a list of maintenance personnel qualified for this system.

Personnel Training

Maintenance personnel shall attend formal training so that they will keep current on the equipment being maintained. The training must be OEM factory training.

PREVENTATIVE MAINTENANCE

Preventative maintenance shall be scheduled to be consistent based on the specific needs of the equipment being maintained as specified by the Original Equipment Manufacturer’s (OEM) specifications.

On a quarterly basis, the contractor shall furnish a report to the COTR indicating the preventative maintenance that is performed. The report shall include as a minimum the date and time of performed work, the type and model number(s) of machine(s) maintained, the time spent for repair, and the list of parts replaced.

MALFUNCTION REPORTS

The contractor shall also furnish a signed malfunction incident report to the COTR of each maintenance action performed and a quarterly report of equipment failure by component. These reports shall include as a minimum:

a. Date and time notified of failure

b. Date and time of on-site/on-call arrival of maintenance personnel.

c. Type, serial number and model number(s) of component(s).

d. Duration of the repair from notification to the time equipment becomes operational.

e. Description of malfunction.

f. Description of action taken to repair the malfunction.

The Government will record the date and time the contractor is notified of a malfunction and the date and times the equipment is returned to the Government in operational status.

DIAGNOSTICS AND DOCUMENTATION

Maintenance service shall include the items of equipment manuals, documentation, and field diagnostic routines, including on-line and off-line diagnostic routines necessary to the maintenance of the machines being serviced.

1. Diagnostics

The contractor shall provide Original equipment Manufacturer (OEM) or OEM functionally equivalent diagnostic tests for each equipment type, for each system, to be updated as per OEM promulgation of Diagnostic Revisions. The contractor shall obtain all legal licenses necessary for the diagnostics software/documentation at no cost to the Government.

The Government, as a party to the contract, will not be required to assist the Contractor in the acquisition of test and diagnostic procedures.

2. Documentation

During the contract period, the contractor shall keep all maintenance documentation current. Any further documentation pertinent to performing maintenance under this contract is to be acquired by the Contractor, labeled as Contractor property, and remain Contractor property. The contractor, at no cost to the Government, shall obtain any copyright agreements or legal licenses for maintenance documentation.

ENGINEERING CHANGES (EC) AND MICROCODE CHANGES / UPDATES

The contractor shall be required to provide information on field modifications based upon manufacturer-sponsored modifications, which either enhance the value of the system to the Government or decrease the overall maintenance cost.

The Field Change Order / Engineering Change Order (FCO/ECO) level of all equipment covered by this contract shall be maintained in a manner such that new software releases dependent on a given FCO/ECO level will operate when such new software is released to users.

The contractor shall be responsible for the installation of FCO’s/ECO’s including updating all diagnostic routines and documentation and briefing the Government and designated representatives on any operational changes. Schematics are to be updated to reflect OEM FCO/ECO.

Status Reporting Requirements

The contractor shall provide to the COTR a copy of the FCO/ECO’s and hardware modifications/microcode updates and changes that may be required to insure high availability and proper operation of the computer systems under maintenance. This notification shall be made to the Government concurrent with the official release of such modifications to the contractor’s field personnel. The notification will contain, as a minimum, full documentation on the function of the change and the estimated time (man-hours) to install the modification.

Installation Requirements

1. The contractor shall provide FCO/ECO and hardware/microcode updates and changes that are available from the OEM to maintain the current level of operation enhancements for equipment being maintained through this contract.

2. The contractor shall be required to install and maintain the modification (agreed upon by both parties) at no cost to the Government.

CONDITION OF EQUIPMENT PRIOR TO THE END OF THE CONTRACT

Prior to the termination, expiration, or the addition or removal of any equipment from this contract, the contractor shall insure the equipment meets the most current OEM standards. If the equipment does not meet the OEM’s standards for mechanical, electrical, and operating conditions, the Contractor shall return the equipment to an acceptable level for OEM maintenance (or in accordance with OEM published specifications). The Contractor’s failure to comply will result in reimbursement to the Government for any charges including, but not limited to, travel, cost of parts and labor required to restore the equipment in proper mechanical, electrical and operating conditions as determined by the OEM specifications.

RELOCATION OF EQUIPMENT

The Government reserves the right to relocate the equipment being maintained under this contract to an installation other than the one for which the initial order was written. In the event such as a contingency develops, the Government shall give the Contractor not less than thirty (30) days written notice of its intention to move the equipment. Further, if in an emergency situation the Government shall move the necessary equipment, the Government shall furnish the parties involved, as soon as practical, after the fact notification. If the receiving site is not listed in this contract, maintenance for this equipment shall be a matter for negotiation and mutual agreement of the parties to this contract.

Site Reconfiguration

The contractor shall perform deinstallation, movement, installation, cabling, and testing services to reconfigure and/or relocate within site environs the ADP equipment maintained under this contract. The contractor shall be paid for labor and parts/supplies necessary to affect the reconfiguration as negotiated with the contractor.

Contractor Assistance

The contractor shall assist the Government, upon request, in the connection of hardware and/or software monitoring devices or monitors, or any other device deemed essential by the Government. The contractor shall be paid for labor as negotiated with the contractor.

MAINTENANCE FACILITIES

The Government shall provide on-site storage space for spare parts and working space including heat, telephone for local calls, light, ventilation, electric current, and outlets for the use of the contractor’s maintenance personnel. These facilities shall be within a reasonable distance of the equipment to be serviced and shall be provided at no charge to the contractor.

ON-CALL MAINTENANCE

The basic monthly maintenance charge shall entitle the Government to maintenance service during the PPM. Maintenance service shall be provided by on-call Maintenance Personnel. Response by the contractor shall be limited to only maintenance personnel necessary to adequately perform the repairs.

� NOTE: Any such repairs / alterations shall be determined on an individual basis by mutual agreement between the Government and the contractor. Should the repair / alteration increase or decrease the maintenance cost to the contractor, adjustments to maintenance charges shall be made on an individual basis.  No contract action that will result in a price increase shall be taken without the express written approval of the Contracting Officer, in the form of a fully funded and executed modification.





� Only upon specific direction of the COTR, shall the contractor repair / replace / install consumables. If the contractor is requested by anyone other than the COTR for consumable replenishment, the contractor shall contact the COTR prior to proceeding for approval. Approval from the COTR must be in writing, either by EMAIL, FAX, or US Mail.
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