LOGISTICS SUPPORT PERFORMANCE REQUIREMENTS

MARINE CORPS COMMON HARDWARE SUITE (MCHS)

1U SERVER

The cost to provide the following services and data shall be included in the price for each contract line item number (CLIN) hardware configuration.  

1.0  Maintenance Support Provisions.  The vendor shall provide maintenance support services to correct defects in material and workmanship.  Due to the deployable nature of the mission of Marine Corps units, the vendor shall consider all hardware purchases as requiring worldwide support services.  The Government requires the points of service for Hawaii and Okinawa, Japan, to be in Hawaii and on the island of Okinawa respectively.  The services shall be responsive to the following requirements:

1.1  Length.  The vendor shall provide three years of support services on all system components.  

1.2  End Date.  Support services shall end no sooner than the last calendar day of the month in which the hardware is shipped from the original equipment manufacturer plus the length of the support services period. 

1.3  Repair Turn-around Time and Replacement Parts.  Support services for all hardware purchased shall include parts and labor.  

The turn-around time for a defective server shall be a maximum of 48 hours from the time of receipt at the designated repair facility (weekends and national holidays excluded).  The server will be returned as a unit (less customer removable units (CRU), if they are confirmed as operational during the support hotline telephone call).  A defective server will be shipped prepaid by the Government to the vendor designated repair facility.  The vendor shall return ship the repaired server prepaid to the Government owner in a like or faster mode and priority of transportation.  

A defective CRU may be returned for replacement without the associated server.  CRUs are defined as:  external peripherals, internal drives (e.g., hard disk, CD-RW, or floppy), external (signal and power) cables, and system accessories.  The vendor shall advance ship (via the most expeditious means of transportation available) CRU replacement parts within 24 hours of receipt of a support claim (weekends and national holidays excluded). The Government caller will provide a commercial shipping address (to include a building number and street) at the time of making a claim.  Replacement parts shall not be shipped to APO/FPO addresses.  A prepaid, preaddressed shipping carton, for return of the defective item, shall accompany the replacement part.  Due to unit deployments and remote area operations, the Government requires up to 45 days to return defective parts.  

2.0  Help Desk, Hotline, and Web Site.  The vendor shall provide help desk services and a Marine Corps-unique toll free telephone hotline to facilitate the administration of support claims.  These services shall be available 24 hours per day, year around.  Web based access to this service is also required.  The help desk must:  1) provide answers to general hardware issues, 2) validate results of, or (if requested) assist in, the caller’s troubleshooting efforts, 3) document the support claim sufficiently to provide the call log report required in paragraph 3.0. 

A Marine Corps-unique Web site to access product support information and frequently asked questions shall be provided.  

Help desk support service for network operations is not required. 

3.0  Help Desk Call Log Report.  The vendor shall log all support calls, track all problems until resolution, and reply to the originator.  On a monthly basis, the vendor shall provide problem call logs, to include summary actions, via e-mail to the addressee in paragraph 9.1 on a monthly basis.  The report shall be provided as an attachment to the e-mail in a Microsoft Excel spreadsheet, or CSV file format.  The first report is due no later than 60 days after the first delivery order is issued.  All hotline calls for the period, whether closed or not, shall be reflected on the monthly report.  Monthly reports are due to the Government within 10 calendar days following the month covered in the report.   Negative reports are required.  At a minimum, the following information shall be included in the report:

Column A:  Caller Name    

Column B:  Caller Location  

Column C:  Date of Call (MM/DD/YYYY (or YY) format)

Column D:  Date of Resolution (MM/DD/YYYY(or YY) format)

Column E:  Type of System (List by CLIN or model name of system)

Column F:  System Serial Number  

Column G:  Brief description of Problem  

Column H:  Resolution  

4.0  Point of Contact.  The vendor shall provide the name, telephone number, and Web address for the individual(s) authorized to provide authoritative responses to escalated support claim administration issues.  This information shall be provided to the addressee in paragraph 9.1 below.  This point of contact must be at a higher level of management in the vendor’s organization than the help desk.

5.0  Label.  The vendor shall provide plastic or plastic like label, sufficiently sturdy to last through the expected system life, containing information specified below.  Each server shall have a label affixed to the top or one of the sides.  If a monitor or a rugged carrying case is ordered, a label shall be affixed to each item (the label shall reflect the system serial number vice the component serial number).  The following information, in the order specified, must be reflected on each label:

THIS SYSTEM HAS PARTS AND LABOR SUPPORT

Warranty Hotline Telephone Number:  

Web address for Product Support Information:  

Delivery Order Number:  

Support Services End Date:  (MM/DD/YYYY (or YY) format)  

Reseller/Distributor Name:  

OEM System Serial Number/CAGE Code:  

TAMCN:  (Government provided via Delivery Order, alphanumeric 5 characters)

NSN:  (Government provided via Delivery Order, numeric 16 characters)

6.0  Registration.  The vendor shall register items into their support services database prior to shipment to the customer.  Submission of a registration card shall not be required to obtain support services.  

7.0  Quick Restore Compact Disk.  The vendor shall provide a compact disk containing all operating system and commercial software loaded on the original hard disk drive.  This compact disk simplifies re-installation of the original software image in the event of disk corruption or hard drive failure.

(NOTE:  This disk is usually provided by the OEM to every commercial customer and is packed in one of the system component boxes.  Only one compact disk is required per computer system.)  

8.0  Documentation.  The vendor shall provide a user’s manual for each item ordered (hardware and software).  

(NOTE:  This manual is usually provided by the OEM to every commercial customer and is packed in one of the system component boxes.  Only one user manual per item is required.)  

9.0  Asset Information Report.  The vendor shall provide the data specified below in a Microsoft Excel spreadsheet, or CSV file format, via e-mail, within five business days of completion of shipping all assets for a particular Delivery Order.  (Do not send a report on partial shipment of assets.)  A separate spreadsheet is required for each Delivery Order issued.  (Do not combine Delivery Order reports.)  The e-mail shall be provided to the addressee in paragraph 9.1 following.  (Using a specialized software program, the Government will extract the data from the e-mailed spreadsheets to populate an asset management database.)  The spreadsheet shall contain one row for the table headings and a row of data for each computer system shipped.  

The following data is required on each computer system shipped:

Column A:
Serial Number-CAGE Code (System serial number ONLY) (maximum of 30                                                                     characters, left adjusted).

Column B:
CLIN (CLIN number combined with model name as listed on the Marine Corps Buyers Guide).

Column C:
Delivery Order Number (Government’s: left adjusted).

Column D:
Ship Date (MM/DD/YYYY (or YY) format: right adjusted, enter without spaces).

Column E:
Support Services End Date (MM/DD/YYYY (or YY) format: right adjusted, enter without   spaces).

Column F:
Ship to Address (maximum of 255 characters: left adjusted).

Column G:
TAMCN (Government provided via the Delivery Order: left adjusted).

Column H:
NSN (Government provided via the Delivery Order: left adjusted).

Column I:
Target Site (name of USMC installation to which the asset was shipped, i.e., Camp Lejeune NC, Cherry Point NC, Parris Island SC, Beaufort SC, Albany GA, Blount Island FL, Quantico VA, Barstow CA, Camp Pendleton CA, MCAS Miramar San Diego CA, MCRD San Diego CA, Hawaii, Okinawa JA, and Iwakuni JA; if other than one of the preceding, insert “other”: maximum of 35 characters, left adjusted).

Column J:
Configuration  (Description of parts that make up the system.  Use part descriptions (from the part #s purchased).  Identify enhancements purchased.  Separate (delimit) data elements with the VERTICAL BAR symbol “|” (uppercase backslash), NO COMMAS: Limit to 32,000 characters, left adjusted).

To avoid errors when importing into the Government’s database, ensure the following requirements are met:

  - All alpha characters shall be in upper case.

  - Each spreadsheet shall contain one row with the column headings as provided above.

  - All data for each system serial number shall be included in only one row.  

  - All applicable fields shall be completed for each system serial number (i.e., do not use ditto).  

  - Do not use formulas to populate fields.  

  - Do not use hard returns in any data field.  

  - Do not use text wrap in any data field.  

  - Do not use commas in any data field.  

9.1  E-Mail Address.  Data deliverables shall be sent to the following addressee:

E-mail:  TrackingMA@mcsc.usmc.mil  
If an e-mail delivery problem arises, call the asset manager at (703) 784-0768.
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