ATTACHMENT J-5 

HARDWARE MAINTENANCE/WARRANTY

The contractor shall provide a 36-month manufacturer’s warranty on all NexGen hardware.  The warranty, at a minimum, shall require the on-site replacement of a failed part within 24 hours.

In lieu of replacing the failed part, at the FAA’s discretion and as authorized by the COTR, the contractor may provide, telephonically, Tier 2 hardware engineering support to NexGen sites when the NexGen Helpdesk or FAA technicians cannot resolve the problem.  The Tier 2 telephonic support shall respond within 2 hours of the request for telephonic support.  If the problem cannot be resolved telephonically, the contractor shall ship a replacement part or, at the FAA’s discretion and with the COTR’s authorization, dispatch engineering support personnel to the NexGen site.  When the contractor dispatches engineering support to the NexGen site, the contractor shall dispatch engineering support personnel within 24 hours of on-site support requests.  If the contractor’s efforts to resolve the issue via dispatched engineering support fail, then the contractor shall replace the failed equipment within 24 hours of knowing that the repair attempt failed. 
