ATTACHMENT A




                      O9/21/04


UNITeS Contract

Nortel Maintenance Renewal

Statement of Work

1
INTRODUCTION

1.1
Purpose

This document is to request participation in providing a Nortel Enterprise Support Service program to NASA Marshall Space Flight Center, UNITeS Contract.  The information you provide will assist MSFC/UNITeS in selecting a solution for the Nortel networking equipment to be maintained and supported for a contract term of 12 months.  The Nortel Maintenance Support Service will provide high quality Nortel networking support to NASA’s’ current and future Mission requirements.  The selection will be based on a combination of the technical capabilities, past performance, and cost information you provide.

The goal of this SOW and RFP is to procure the following Nortel support Nortel equipment currently installed and supported by the NASA Mission Network at Goddard Space Flight Center on the UNITeS contract. 

2
TECHNICAL REQUIREMENTS

2.1 Nortel Maintenance
The Nortel Maintenance Program consists of twelve key elements for coverage requested: 

• 7x24 Phone Support
• Priority Phone Access to TSC over Non-Contract Customers, Reduce time to problem resolution with individualized attention and   \

  management of open Nortel Assistance Center cases
• Unlimited TSC Callers
• Major Software Releases

• Software Updates and Patches

• Return to Factory Parts Shipment to Customer Site

• Advance Parts Shipment to Customer Site

• Same Part or Like Part Delivered to Customer

• On-Site Labor

• Response Time

• Service Coverage Period

• Response Time Terms/Conditions

3
BASELINE REQUIREMENTS

3.1 Maintenance Allocation
· Delivery of hardware replacement parts, within the specified service level of support  8X5XNBD onsite 
· 24X7X4 onsite
· 8x5xNBD Courier
· 24X7X6 onsite

· Optivity Analysis

· Optivity Campus

· Optivity NMS

3.2 Maintenance Service Descriptions

For Maintenance service description and requirements please refer to Attachment A
3.3 Contract Registration 
· Contract Registration with Nortel to be registered as SAIC/NASA/UNITES.  Not under the name of the reseller selected.

· Contract Registration Information such as contract numbers and information for utilization of the maintenance contract are to be sent to Karen Sproston at Karen.R.Sproston@msfc.nasa.gov and Norman Reese at NReese@sled.gsfc.nasa.gov


· Karen Sproston is to be notified 90 days in advance of expiration of the current contract with contract renewal notice information, provided in a excel spreadsheet format with the minimum information:
1) quantity

2) hardware part number

3) hardware serial number

4) Description of equipment and software

5) Equipment location

6) Manufacturer Service Part Number

7) Description of Manufacture Service Part Number

8) Unit cost for service

Attachment A

	
	Nortel Networks Support Services

	5300000 Services Terms and Conditions
	Software Services 
	Technical Support Services Pack
	Repair Services Pack
	Managed Spares Services Pack
	Managed On-Site with Spares Services Pack

	
	Software Release Service - Basic
	Software Release Service - Plus
	Technical Support Service
	Return and Replace Service   
	Next Business Day Service
	4 Hour (7x24) Service
	Next Business Day Service
	4 Hour (7x24) Service

	Service Model Number
	GW5300000
	GU5300000
	GE5300000       
	GL5300000
	GF5300000
	GH5300000
	GJ5300000
	GN5300000

	7x24  Phone Support 
	No
	Yes
	Hardware & Operational Software 
	Hardware &            Operational     Software
	Hardware &            Operational     Software
	Hardware &            Operational     Software
	Hardware &            Operational     Software
	Hardware &            Operational     Software

	Priority Phone Access  to TSC (Over Non-Contract Customers)
	No
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Unlimited TSC Callers
	No
	No
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Major Software Releases
	Applications & Operational Software
	Applications & Operational Software
	 No
	No
	No
	No
	No
	No

	Software Updates and Patches 
	No (included in product purchase)
	No (included in product purchase)
	No (included in product purchase)
	No (included in product purchase)
	No (included in product purchase)
	No (included in product purchase)
	No (included in product purchase)
	No (included in product purchase)

	Electronic Support
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Return-To-Factory Parts Shipment to Customer Site 
	No
	No
	No
	Yes
	No
	No
	No
	No

	Advance Parts Shipment to Customer Site
	No
	No
	No
	No
	Yes
	Yes
	Yes
	Yes

	Same Part or Like Part Delivered to Customer
	No
	No
	No
	Same or Like
	Like
	Like
	Like
	Like

	On-site Labor 
	No
	No
	No
	No
	No
	No
	Yes
	Yes

	Response Time 
	No
	No
	Meet TL9000 escalation response times
	Shipped within 10 business days upon receipt of part
	Next business day parts only 
	4 hour same day parts only (No. Amer if site within 50 mi of parts depot, 6 hrs 51-100 mi); see availability matrix rest of world)
	Next business day parts & labor (No. Amer if site within 250 mi. of parts depot;  see availability matrix rest of world)
	4 hour same day parts & labor (No. Amer if site within 50 mi of parts depot, 6 hrs 51-100 mi); see availability matrix rest of world)

	Service Coverage Period
	No
	No
	24X7 
	NA
	    Mon - Fri (excluding holidays) 8AM - 8 PM local time (7AM - 7PM North America)   
	7-day-a-week, 24-hour-a-day
	    Mon - Fri (excluding holidays) 8AM - 8 PM local time (7AM - 7PM North America)   
	7-day-a-week, 24-hour-a-day

	Response Time Terms/Conditions  
	No
	No
	No
	Begins upon RMA being issued by NN
	If RMA issued by 4PM (7PM North America) local time, otherwise 2nd business day   
	No Prerequisites Apply (begins upon RMA being issued by NN)
	If RMA issued by 4PM (7PM North America) local time, otherwise 2nd business day   
	No Prerequisites Apply (begins upon RMA being issued by NN)
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