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Solicitation 100ARC32308

Statement of Work

Facsimile Machines

1.0 GENERAL

Unified NASA Information Technology Services (UNITeS) is submitting a request for proposal for a contract for maintenance of facsimile machines located at the Marshall Space Flight Center (MSFC) including five, nearby off-site facilities and the Michoud Assembly Facility (MAF) located just outside of New Orleans, Louisiana.

2.0 SITE SPECIFICS

2.1 The vendor shall be responsible for maintenance of approximately three hundred ninety (390) facsimile machines at MSFC and its five off-site locations at the Intergraph Complex, the Space and Rocket Center, United Space Alliance on Discovery Drive, the National Space Science and Technology Center (NSSTC) and at Bradford Drive as well as for approximately eighty (80) machines at MAF.  Note: The number of machines is as the count stands today. The final numbers are dependant upon end-user funding.

2.2 These machines are largely Pitney Bowes machines but the vendor must have technicians that are certified/qualified to work on all equivalent name brand facsimile machines and make the needed repairs.  (See Attachment A)

2.3 The vendor shall be responsible for maintaining additional offsite locations if they are added in the future.  

2.4 The UNITeS contractor will provide a depot area at both major sites where defective machines shall be housed as the central point for the vendor to pick up the machines to be repaired as well as to return the repaired machines.  

2.5 The vendor is required to deal directly with individual machines at the nearby Marshall Sites and shall not pick these machines up through a depot location.  (See Attachment B)  

2.6 While UNITeS shall be responsible for first tier trouble identifications at both major installations, the vendor shall be wholly responsible for the nearby sites.  

2.7 The vendor shall provide, at a minimum, two loaner machines at MSFC and MAF.  

2.8 The vendor shall maintain the nearby sites without first tier support, so they may keep any loaner machines needed for those sites at their headquarters as long as loaner machines are always on hand when required.

2.9 The vendor shall be responsible for coordination with UNITeS and NASA Security for obtaining badges and vehicle decals so they have access to both NASA facilities (MSFC Building 4728 and MAF Building 350).  

3.0 TROUBLE TICKET/REPAIR PROCESS

3.1 The UNITeS Primary Period of Maintenance (PPM) is defined as beginning at 0730 Central Standard Time and ending at 1630 Central Standard Time on a Monday through Friday workweek.  

3.2 For troubles received outside the PPM, the vendor’s time/clock is suspended at the end of the business day until the resumption of activities the following business day.

3.3 The UNITeS contractor is notified electronically through the Marshall Trouble Ticketing System when a trouble ticket is initiated on a machine.  UNITeS will perform an initial review of the problem to catch any troubles that could be solved without initiating the repair process.  If, after this review the machine is determined to need a repair, UNITeS will deliver the machine to the depot area if it is located on one of the major installations, contact is made with the vendor via e-mail, pager, or telephone to initiate pick-up and to inform them of the time remaining.

3.4 The vendor shall repair the broken machine or provide a like replacement within four (4) hours of being notified via pager/phone and/or  e-mail and placed in the depot for the two major installations.  The vendor shall have four hours also on the nearby MSFC sites that they shall deal with directly, including first tier support.  The vendor shall determine the course of action and shall inform UNITeS of the status before the four-hour window has elapsed so that the trouble ticket system can be updated.  A like machine is defined as a machine that has similar functionality and features but not necessarily the same manufacturer.

4.0 METRICS & REPORTING

4.1 The UNITeS contractor will use the reporting tools available through the trouble ticketing system for documentation of metrics, completion times and reporting, as well as customer feedback which is obtained on a basis of twenty percent sampling.  UNITeS shall require regular reporting (weekly/monthly) of the successes, failures, and average times of services provided by the vendor.  

4.2 Any requests that take longer than four hours to be resolved will be documented and the vendor shall be formally notified via e-mail.  The vendor shall then have three days to respond in writing to the notification as to why the four-hour window was missed, and the UNITeS contractor will determine if extenuating circumstances may warrant excluding the missed metric.  If the vendor provides no written response within three days of notification, then the penalty for missing that metric shall be imposed.  The UNITeS contractor shall establish an evaluation board and will review each case and make the final determination.

5.0 MAINTAINING EQUIPMENT

5.1 The vendor will have to comply with local MSFC and MAF policies.  

6.0 VENDOR REQUIREMENTS

6.1 Upon award of contract, the vendor will be provided with point-of-contact information including room numbers and locations.  

6.2 In order to fulfill the four-hour repair or replacement requirement, it is strongly recommended that the vendor have the personnel and a suitable "Depot/Repair Facility" located close enough to the MSFC to facilitate successful achievement of this window.  The vendor shall specify its location.  The UNITeS contractor reserves the right to inspect the location(s) before award.  

6.3 The vendor should also be able to provide four-hour repair or replacement service at MAF, and they may satisfy this requirement through a partnership with a local vendor who is also capable of servicing all of the MAF machines cited on Attachment A.  Attachment A lists all the Fax machines (MSFC and MAF) by model numbers, and location information.
6.4 The vendor will describe what constitutes the need for replacement of equipment, such as age, recurring problems, or legibility of documents sent and received.  

6.5 The vendor will need to supply point-of-contact information for three levels of management in the case of an emergency where the primary or secondary contacts cannot be reached.  This listing will need to be provided for both major installations.

6.6 Should, for any reason, the vendor be unable to complete any four-hour repairs or replacements in any one-month, then they will forfeit that machine’s fees for that month.  In the event that the vendor is unable to meet the required repair/replacement cycle for ten machines or more in any calendar month, TWENTY PERCENT (20%) of that month’s maintenance fee is forfeited. 

6.7 The vendor will provide a list of three references for similar support contracts.  The contractor reserves the right to contact these references.

7.0 MODIFICATIONS 

7.1 The UNITeS Contractor reserves the right to add or delete facsimile equipment maintained without termination liability or cost penalty (for

deletions).  The UNITeS contractor shall provide thirty days notice for

modifications through the UNITeS Procurement Office.  The vendor will be

required to update costs monthly to reflect the current number of facsimile

equipment maintained.  Cost modifications for additions and deletions will

be based upon a standard unit maintenance cost as defined in Section 8.0 -

Offers. It is anticipated that over the life of the contract, the total

number of units maintained will fluctuate.

8.0 OFFERS

8.1 The vendor should offer a total cost based upon a standard unit

maintenance cost.  This cost should be uniform and not based upon the type

of machine serviced.  For example, Maintenance for 100 Machines priced at

$800 per month would be equal to a unit cost of $8.00 per machine.  This

unit cost will serve as the basis for penalty assessment (described in

Section 6.6) as well as determining monthly costs as a result of

modifications (Section 7.1).

Attachment A
Fax Machines by Site, Model Numbers & Quantities
	MSFC
	Model
	Quantity

	Pitney Bowes
	1530
	5

	Pitney Bowes
	2030
	1

	Pitney Bowes
	2050
	1

	Pitney Bowes
	2500
	4

	Pitney Bowes
	3400
	57

	Pitney Bowes
	9300
	62

	Pitney Bowes
	9350
	21

	Pitney Bowes
	9720
	77

	Pitney Bowes
	9750
	5

	Pitney Bowes
	9820
	99

	Pitney Bowes
	9920
	11

	Pitney Bowes
	9930
	21

	Canon
	2060P
	2


	MAF
	Model
	Quantity

	Pitney Bowes
	1530
	4

	Pitney Bowes
	3400
	6

	Pitney Bowes
	9300
	15

	Pitney Bowes
	9350
	2

	Pitney Bowes
	9720
	14

	Pitney Bowes
	9820
	16

	Pitney Bowes
	9920
	11

	Pitney Bowes
	9930
	11

	Canon 
	2060P
	1


	NSSTC
	Model
	Quantity
	Room

	Pitney Bowes
	9300
	1
	C103

	Pitney Bowes
	9930
	1
	1052


	Bradford Dr.
	Model
	Quantity
	Room

	Pitney Bowes
	2030
	1
	207

	Pitney Bowes
	9720
	2
	209/222-1

	Pitney Bowes
	9820
	4
	205



Attachment A
Fax Machines by Site, Model Numbers & Quantities (cont)
	Intergraph
	Model
	Quantity
	Room

	Pitney Bowes
	9920
	1
	27

	Pitney Bowes
	9930
	2
	12/26A

	Pitney Bowes
	3400
	3
	31/14K/44I


	United Space Alliance
	Model
	Quantity

	Pitney Bowes
	9300
	2

	Pitney Bowes
	9720
	2

	Pitney Bowes
	9820
	4


	ASRC
	Model
	Quantity

	Pitney Bowes
	9820
	1



Attachment B

MSFC Sites/POC Information

	Site
	Address
	POC
	Telephone
	POC Location

	NSSTC
	320 Sparkman Drive Huntsville, AL 35805
	Stephanie Chandler
	256-544-2431
	4207/110

	Bradford Drive
	5041 Bradford Dr. Huntsville, AL 35814
	Jim Worley
	256-961-9485
	Room 120

	Intergraph 100
	301 Cochran Rd. Huntsville, AL 35824
	Fred Harrington
	256-544-1493
	100/10F

	Intergraph 200
	290 Dunlop Blvd.  Huntsville, AL 35824
	Norma Bolander
	256-544-2555
	800/863

	Intergraph 500
	285 Dunlop Blvd.  Huntsville, AL 35824
	Norma Bolander
	256-544-2555
	800/863

	Intergraph 600
	14205 Cochran Rd. Huntsville, AL 35824
	Norma Bolander
	256-544-2555
	800/863

	Intergraph 700
	14205 Cochran Rd. Huntsville, AL 35824
	Chris Robinson
	256-544-1422
	4200/353

	Intergraph 800
	283 Dunlop Blvd. Huntsville, AL 35824
	Norma Bolander
	256-544-2555
	800/863

	United Space Alliance
	555 Discovery Drive
	Mike Bridwell
	256-971-3347
	Room 346

	U.S. Space and Rocket Center
	I-565 Huntsville, AL 35824
	Ian Harding
	256-544-6280
	4207/Annex
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