Statement of Work

Network Services Maintenance Support
Attachment C-1 

Background
Science Applications International Corporation (SAIC) is tasked under Prime Contract Number NNM04AA02C to provide engineering, operations, and maintenance of UNITeS Agency Wide Network Services equipment located primarily at Marshall Space flight Center (MSFC) but also including equipment at other NASA Centers.
Scope of Work
The purpose of this subcontract is to provide the UNITeS contract with technical and hardware support on the major systems, subsystem and peripheral equipment that are identified in Attachment J-1. The selection will be based on a combination of the technical capabilities, past performance, and cost information provided, but not necessarily the lowest bid.
The Seller shall submit pricing for initial year with four (4) option years pricing. 

The systems and any on site spares are considered Government Owned Property and must be handled in accordance with NASA property regulations, UNITeS property guidelines and Configuration Asset Management Control Procedure.
The seller shall provide Hardware Maintenance for the IT systems and peripheral equipment that are identified in Attachment J-1. Hardware Maintenance support consists of remedial maintenance with fault isolation and corrective action, installation of Engineering Changes as required and user assistance on hardware related issues.
The seller shall provide Mean Time to Repair services of next business day (NBD), two (2) hour and four (4) hour repair services for each piece of hardware as designated in the Attachment J-1.  The seller shall provide these services to all NASA installations with Marshall Space Flight Center being the primary center for these services.

The systems to be maintained under this Statement of work are used to manage and monitor a global communications network that operates 24x7x365.  These systems are considered extremely critical and downtime is completely unacceptable.   Based on equipment designation, there are three service levels for repair or return to service; Mean Time to Repair (MTTR) of 2 Hours, MTTR of 4 Hours, and MTTR of Next Business Day.

Furthermore, although there are no penalties associated with failure to meet the specified service levels, SAIC requires monthly reporting showing the suppliers’ performance against each of these MTTR requirements.  Frequent or consistent failure to meet these monthly service levels will be considered a material breach of the contract and is the basis for a Termination for Default.  For example, if the supplier failed to meet the required MTTR for two or more consecutive months, or three times within a six month period, SAIC would consider the supplier to be in breach and subject to possible termination.

The seller shall provide a plan with procedures for executing said maintenance.   
1.
Remedial Maintenance

The Seller shall provide remedial maintenance on hardware problems reported by SAIC/UNITeS and respond in accordance with the terms of the contract. Upon notification, a properly trained System Support Engineer, or equivalent, will be dispatched to perform maintenance/repair activities. The seller will assist in determining or diagnosing the cause of problems or errors encountered in the use of the hardware. The Seller will provide remedial maintenance, repair and assistance during the Principle Period of Maintenance (PPM), which is seven days a week, twenty-four hours a day, including Federal holidays or PPM of Monday through Friday, from the hours of eight am to five pm.  Time zone to be used is per equipment item location time zone. Principle Period of Maintenance is line item level of service required as indicated in Attachment J-1.
1.1. The Seller shall respond to reported problems upon receipt, by service level as follows and provide detailed plan for accomplishing the below tasking:

· Telephone response within one hour or less for all levels of support
· Hardware Mean-Time to Repair of 2 Hours (Service Level 24x7x2). 

· Hardware Mean-Time to Repair of 4 Hours. (Service Level 24x7x4)
· Hardware Mean-Time to Repair of Next Business Day (9x5xNBD)
1.2 The Seller shall provide Mean-Time-to Repair services to all NASA installations within contract equipment list Attachment J-1, with Marshall Space Flight Center being the primary center for these services.   The Seller shall be able to provide two (2) hour repair, four (4) hour repair, and next business day (NBD) repair to all locations under current contract and must provide a detailed plan of such services.  The Sellers providing (2) hour response, (4) hours response and (NBD) response offers are excluded from this procurement. 
1.3 Current locations are mainly MSFC and GSFC but include all NASA centers. The seller will show a plan for accommodating the mean time to repair for all locations.   
1.4 The Seller shall provide depot locations, number of qualified technicians and engineers at each location designation within each area to support mean-time-to repair for each location.   
1.5 Personnel requiring access to complete repairs must be able to obtain clearances for access to government installations. 
1.6. The Seller shall provide a listing of inventory parts that can/will be used to support the equipment maintenance.

1.7. The Seller shall provide a detailed plan for supporting equipment maintenance for any items that they do not have on hand when such an occasion may arrive.

2.
Preventive Maintenance

The Seller shall provide preventive maintenance in accordance with Original Equipment Manufacturer (OEM) requirements at intervals recommended by the manufacturer.  
2.1 The seller shall provide plan for OEM preventive maintenance.

3.
Parts

The seller will provide OEM parts that are new or equivalent to new and warrantees as new for replacement of defective components in equipment listed in Attachment A. Replacement parts will become the property of NASA and replaced parts will become the property of the seller. All spares or stocked repair parts will be at the then current revision level. The seller shall stock sufficient parts locally that would ensure that the guaranteed two hour, four hour and next business day return-to-service is achieved. All parts that are unavailable locally shall be obtained in the most expeditious manner at the seller's expense. 
Replacement and/or re-initialization of storage media must have prior approval from NASA or SAIC/UNITeS. All data must be eliminated or destroyed and verified by SAIC/UNITeS before removal of storage media from the equipment location.

3.1 The Seller shall provide a current parts inventory listing for equipment listed in Attachment J-1.

3.2 The Seller shall provide a plan as to how they will maintain current parts inventory listing.

3.4  The Seller shall certify that they hold that that qualifies their personnel qualified to repair, replace and work on equipment as described in this statement of work. 

4.
Field Change Orders

The Seller shall provide OEM Field Change Orders (FCO's) when it is determined that such implementation is required to correct a failure, a known problem, or to address a safety related issue on equipment identified in Attachment J-1. This service is included as a no cost installation/service, upon approval of all manufacturer releases Mandatory or Safety Related field change orders issued during the period of contract coverage for the equipment under maintenance.

4.1. The Seller shall provide their qualifications for OEM Field Change Orders (FCO’s). 

4.2 The Seller shall provide their process for Field Change Orders and notification process. 
5.
Problem Reporting

The Seller will provide per call incident reports on each call received. These reports will include at a minimum, user, problem description, and date, time of report, repair action, replacement parts, serial number, model number and return-to-service time. The seller will also provide, on an as needed basis, reports containing call history, system performance, parts usage and system configuration. Incident reports shall be delivered to Technical Representative (TR) via email or hard copy. 
5.1 The Seller shall provide plan and procedures for per call incident.

5.2 The Seller shall provide sample reporting history

5.3 The Seller shall provide report samples available.
6.
Notification of Trouble Requests
The seller will provide a Web based interface and/or a Toll-free access for hardware problem notification from the NASA Information Support Center (NISC) and Network Services Group. 
6.1 The Seller shall provide their process for problem notification and escalation processes.
7.   Key Contacts

SAIC key contacts will be identified at contract award and as such will be authorized to send/receive communications to/from the Seller regarding issues or hardware failures.

7.1. The Seller will submit a list of their key contacts responsible for coordinating and conducting the required software maintenance functions.  This listing shall include contact name, title and responsibility, phone number, pager number, location and facsimile number.

8.
Diagnostic Software and Tools

The Seller shall provide or maintain all diagnostic software and tools necessary to effectively diagnose and repair equipment malfunctions on equipment identified in Attachment J-1. These tools and software will be available so that equipment can be restored to service in a timely manner.

9. Trouble Reporting Procedures

In the event of a network failure and/or network problem, the Seller providing service under this contract would be required to provide support per the terms and conditions specified within this contract.  The subcontractor will track all calls via a trouble ticketing system.  All ticket information will be retained for the duration of the contract.  Reports are to be available to the UNITeS TR and alternate on an as needed basis.  
9.1 The Seller shall provide a detailed plan for support for Trouble Reporting Procedures.

9.2 The Seller shall provide a sample of reporting data to be available upon request. 
10. Service Calls

The Seller must provide a procedure for performance of contract not later than the first day of the performance period, detailing the steps and information required to place a service call. The Seller must have in place a method for SAIC/UNITeS to obtain the contracted services for the covered elements on the first day of the performance period.
10.1 The seller shall provide their plan/method for service call procedures.
11. 
GENERAL SUPPORT SERVICES

11.1 The Seller shall provide technical support and consultation via telephone or on-site as required.  This technical support shall include, but is not limited to, diagnostics, interpretation and assistance involving hardware and firmware.

11.2 The Seller shall provide Web based or Toll-Free access that SAIC/UNITeS can utilize to report hardware errors and obtain assistance.  This access during the Principle Period of Maintenance (PPM) will be available seven days a week, twenty-four hours a day, including Federal holidays.

11.3 The Seller will assist SAIC/UNITeS in answering questions and resolving routine problems regarding the use of the hardware.  Those questions and problems may include, but are not limited to, product installation, configuration, use of manuals and documentation and use of system features.

11.4 The Seller must be capable of responding on-site within the specified Remedial Maintenance repair guidelines within the Statement of Work and J-1 Equipment listing. . 

11.5 The Seller shall not contract with a second tier subcontractor to provide maintenance support. 

12. Equipment additions and deletions

The Seller shall provide equipment addition and deletion options with contract with no more than 30 day notice requirements.   Additions of new equipment types are subject to acceptance at negotiated rates by the Seller and NASA UNITeS/SAIC. 

12.1 The Seller shall maintain an updated listing of equipment under contract and automatically show replaced items removed and replacement unit under contract.

12.2 The Seller shall accept email notification from SAIC/UNITeS TR of any serial number corrections to the Attachment J-1 listing and correct their information within 48 hours of notification.

13.  Shipping and Delivery of equipment

The Seller shall provide shipping and delivery information for each case opened with the Seller to SAIC/UNITeS requester for service and the TR.
13.1 The Seller shall assume all shipping and delivery costs. 
14. Option Years 

The Seller shall provide pricing for the period of performance and with guaranteed pricing for up to four additional renewals without escalation in pricing for consecutive renewal if options are exercised.  

14.1 The Seller shall provide pricing for base and option years.

15. Technical Evaluation 

This statement of work requests all vendor submitting proposals to provide maintenance support specified in this document. Sellers must cover each of the topics and all secondary topics should be addressed accordingly.  Failure to provide proposal information regarding any one of the designated mandatory topics or secondary topics will result in the proposal being disqualified due to technical non-compliance.

Definitions
SAIC – Science Applications International Corporation
Prime Contractor – Science Applications International Corporation
MSFC - Marshall Space Flight Center, Huntsville Alabama.
UNITeS – Unified NASA Information Technology Service
Arcata – Subcontractor to SAIC as procurement agent under UNITeS contract
Seller – Maintenance vendor selected for services procured under this maintenance agreement.
Normal Business Hours – For the purpose of this contract, UNITeS normal business hours will be 8:00 a.m. – 5:00 p.m. Central Standard Time (CST)
After Hours – For the purpose of this contract, after hours refers to any time outside the normal business hours to include weekends and holidays.
Catastrophic Failures – These are failures such as fire, earthquake, tornadoes, floods, and other acts of nature that are beyond the control of the UNITeS contract.
Technical Representative (TR) –UNITeS technical representative who will be responsible for coordination between the UNITeS technical staff and the vendor’s representatives.  The Primary TR and alternate TR will be appointed at the time of contract award.

Locations: 
MSFC  Marshall Space Flight Center

MSFC PRIMARY LOCATION:

UNITeS Contract

Building 4207 

Huntsville AL 35812

MSFC SECONDARY LOCATION
UNITeS Contract

5021 Bradford Drive 

Huntsville Al 35805

GSFC Goddard Space Flight Center 
UNITeS Gateway

Building 1 – Basement

Room 55 Code 290

Goddard Space Flight Center
Greenbelt, MD  20771
JSC  Johnson Space Center 

UNITeS/NASA

2101 NASA Road 1

Building 17, Room 117

Houston, TX   77058
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