MARINE CORPS COMMON HARDWARE SUITE (MCHS)

LOGISTICS SUPPORT PERFORMANCE REQUIREMENTS


MICROSOFT( WINDOWS( LAPTOPS, DESKTOPS, AND SERVERS

3 YEAR WARRANTY PLAN (WITH EXTENSIONS)
PART I – Standard Logistics Support: 

The cost to provide the following services and data shall be included in each BPA Line Item Number (BLIN) hardware configuration.

1.0
Warranty Provisions.  The vendor shall provide a product warranty and warranty support services, accessible worldwide, that are responsive to the following requirements (the vendor may offer upgraded services as value-added items at no additional cost).

Length.   The vendor shall provide a three-year warranty.  The warranty shall begin the month the equipment is accepted by the Government. 
         a.  An  one year additional  warranty extension period (4 year total) can be ordered before the original three-year warranty expires.

         b.  A second  one year additional warranty extension (5 year total) can be ordered before the 4th (1st additional year extension) year warranty expires.

         c.  A two year additional warranty extension (5 year total) can be ordered before the original three-year warranty expires.

1.2
Service.  The following are minimum requirements:

1.2.1
Servers.  The vendor shall provide a parts and on-call labor warranty on all system components.  

1.2.2
Desktops and Laptops.  The vendor shall provide a parts and labor mail-back/carry-in warranty on all system components.  

1.2.3
Points of Service.    The vendor shall identify to the Government the OCONUS points of service and service coverage available to satisfy the requirement for worldwide warranty support.  A Web site reference is required.  Due to the deployable nature of the mission of Marine Corps units, the vendor shall consider all hardware purchases as requiring worldwide warranty support.

Additionally, the Marine Corps maintains major permanent installations at the following locations:  Camp Lejeune, NC, Camp Pendleton, CA, Kaneohe Bay, HI, and the island of Okinawa, JA.  The vendor shall identify specific points of service for each of these locations.   The Government requires the points of service for Camp Lejeune and Camp Pendleton to be located in North Carolina and California respectively.  Further, the points of service for Kaneohe Bay and Okinawa must be located in Hawaii and on the island of Okinawa respectively. 

Additionally the vendor will identify the specific points of service for Bahrain, Saudi Arabia. 
The Government understands that warranty service is to be requested through the vendor’s centralized help desk system.  The request to identify the above points of service is to demonstrate the vendor’s warranty service support structure.  

1.3
Response Time.  The following are minimum requirements:   

1.3.1 On-Call Labor for Servers.   For CONUS, a field service representative shall arrive at the Government installation no later than the next business day after receipt of a service call (excluding weekends and local national holidays). For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within two business days/best effort  after receipt of a service call (excluding weekends and local national holidays).
1.3.2
Mail-Back/Carry-In for Desktops and Laptops.  For CONUS and OCONUS, a not-to- exceed 72-hour in-plant turnaround is required (excluding weekends and local national holidays).

In-plant turnaround is defined as the time from when the component is accepted by the vendor from the in-bound delivery agency until the time the component is transferred from the vendor to the outbound delivery agency.

1.4
Transportation of Equipment for Warranty Repair.   Whenever the mail-back warranty service is used, the cost of transporting defective equipment to the vendor’s service facility will be the responsibility of the Government.  The mode and priority of shipment is at the direction of the Government.  The vendor shall bear the cost of returning the repaired or replaced equipment to the Government’s location via like transportation and priority.  

2.0
Warranty Claim Administration.  The vendor shall provide the following services 24 hours per day, year around:   

2.1  Telephone Hotline.  A direct line, Marine Corps-unique, telephone number is preferred.  An automated answering service with menu selections is acceptable.  However, hardware support for Marine Corps customers as one of the first two selections is required.  The person answering the telephone shall immediately recognize the caller as a Marine Corps customer.  An answering service that takes messages and returns calls is not permitted. Additionally an E-mail address will be provided that will provide the same warranty claim registration capability as the  Telephone Hotline.

2.2
Help Desk.  The help desk must:  1) provide answers to general hardware issues, 2) validate results of the caller’s troubleshooting efforts, 3) document the warranty claim sufficiently to provide the call log report required in paragraph 3.0, 4) issue a return material authorization (RMA) and a ship-to address, if required, and 5) initiate action to dispatch on-call labor services, if appropriate. Help desk support service for network operations is not required. The use of an existing commercial help desk is permitted.

3.0
Warranty Help Desk Call Log Report.  The vendor shall provide a warranty claim call log report, via e-mail, to the addressee in paragraph 11.2 on a monthly basis.  The report shall be provided in a Microsoft Excel spreadsheet as an attachment.  The first report shall be due no later than 60 days after the vendor’s first delivery order is issued.  Monthly reports are due to the Government within 10 calendar days following the month covered.  Negative reports are required.   

Only hardware failure warranty calls shall be reported.  The report shall provide data only on calls completed during the reporting period.  Each call shall be reported only once.  

The following information shall be included in the report:  

Column A:  Date of Call (MM/DD/YYYY) 

Column B:  Date Resolved (MM/DD/YYYY)

Column C:  System Serial Number

Column D:  OEM Model Name (e.g., Optiplex GX 240)

Column E:  Caller Name/Rank

Column F:  Caller Phone Number

Column G:  Caller Location/Ship to Address 

Column H:  Warranty Claim Problem Category 
Column I:  Warranty Claim Description 

Column J:  Number of warranty calls open at the end of the reporting period

4.0   Warranty Label.  The vendor shall provide a plastic, or plastic-like, coated, smear-proof warranty label, sufficiently sturdy to last through the expected system life.  Each laptop shall have one label affixed to an external location.   Each desktop system shall have (identical) labels affixed to external locations on the central processing unit (CPU) and on the monitor.  Each server shall have a label affixed to an external location on the CPU and, when included, to the monitor.  The label on the monitor shall reflect the system serial number (vice the monitor serial number).  In all cases, the label shall be visible in the unit’s normal operating position. If the warranty is extended on a system the vendor shall provide to MARCORSYSCOM sufficient quantities of the updated Warranty Labels for distribution. Appropriate data elements on the Warranty Label will also be bar-coded. MARCORSYSCOM will provide a sample layout subsequent to BPA Award.  The following information, in the order specified, shall be reflected on each label: (minimum font size, 10 Times New Roman)

“MCHS”

Warranty Hotline Telephone Number:  

E-Mail Address for Product Support:  

Government Delivery Order Number:  

Warranty Expiration Date:  (MM/DD/YYYY format)  

Reseller/Distributor Name:  

OEM System Serial Number/CAGE Code:  

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

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

Program Name:  (Marine Corps program name: provided via the Delivery Order)

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

5.0
Warranty Registration.  The vendor shall register items into their warranty database prior to shipment to the customer.  Submission of a warranty registration card shall not be required to obtain warranty service.  

6.0 Warranty Administration Point of Contact.  The vendor shall provide the name, telephone number, and Web address for the individual(s) to whom warranty administration issues may be escalated for quick resolution.  This point of contact shall be at a higher level of management in the vendor’s organization than the help desk.  The information shall be maintained current and provided to the addressee in paragraph 11.2 below.

7.0
On-Board Diagnostics Software.  The vendor shall install the latest edition of Norton System Works Professional.

8.0  Restore Compact Disk (CD).  The vendor shall provide the CDs or floppy disks containing the operating system and commercial software, including drivers, loaded on the original hard disk drive at the time of purchase. The manufactured drivers need to be in a separate folder or disc in order to repair/restore individual components without having to execute the entire restore program. These are the disks provided to every commercial customer and packed in one of the original component boxes.  These disks simplify the re-installation of the original software in the event of disk corruption or drive failure or the need to re-install individual component drivers.  A single disk with an image of the original software is not acceptable.  

9.0
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.)  

10.0
Media Retention.  The vendor shall waive the requirement to return a complete failed hard disk drive on which classified information is stored.  A no additional cost provision is required that permits the user to destroy the recording platter and ship the hard disk drive carcass to the warranty provider.  The user may take this action only after making a warranty claim submission via the telephone hotline or the Web.  A replacement hard disk drive shall be advance shipped within 48 hours of the warranty claim initiation (weekends and local national holidays excluded).  

11.0
Asset Information Report.  The vendor shall provide a shipment report for each Delivery Order issued.  (Do not combine Delivery Order reports.)  The report shall be provided by electronic means (e.g., e-mail, ftp, etc.) within one business day of completion of shipping all assets for a particular Delivery Order.  (Do not send a report on a partial shipment of assets.)  The shipment report shall contain the data shown below in an Excel, CSV or other acceptable flat file type format.  A CSV file attached to an e-mail is preferred.  Reports sent via attachment to an e-mail shall be sent to the addressee in paragraph 11.2 below.  Electronic delivery of reports by means other than e-mail may be arranged with the asset-tracking manager at the address and phone number in paragraph 11.2 below.  

11.1
Required Information.  The shipment report shall contain one row for the table headings and a row for each computer system shipped.  The following data is required on each computer system shipped:

Column A:  System Serial Number – CAGE Code 

Column B:  BLIN (Government provided via the Delivery Order) 

Column C:  Delivery Order number (Government’s) 

Column D:  Ship Date (MM/DD/YYYY) 

Column E:  Warranty Expiration Date (MM/DD/YYYY) 

Column F:  Ship to Address (Government provided via the Delivery Order) 

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

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

Column I:  Target Site (Government location provided via the Delivery Order, indicated by the name of USMC command or installation to which the asset is shipped, i.e., ALBANY GA, BARSTOW CA, BEAUFORT SC, BLOUNT ISLAND FL, CHERRY POINT NC, CAMP LEJEUNE NC, CAMP PENDLETON CA, CAMP SMITH HI, HQMC WASHINGTON DC, IWAKUNI JA, KANSAS CITY KS, KANEOHE HI, MARFORLANT NORFOLK VA, MIRAMAR CA, NEW ORLEANS LA, QUANTICO VA, SAN DIEGO CA, OKINAWA JA, PARRIS ISLAND SC, STUTTGART GE, YUMA AZ and 29 PALMS CA)

Column J:  Added Option Feature Data:  (The added option feature items associated with each system serial number, list by BLIN added feature number, separate by a PIPE Symbol (upper-case Backslash) – if multiple options are purchased, separate each BLIN with the PIPE Symbol)

Column K:  Marine Corps Program Name:  (Government provided via the Delivery Order, leave blank if not applicable)

Column L:  Comments: (Do NOT insert “No Comment”)

To avoid errors when imported 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 provided above.

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

· All fields shall be completed for each system serial number, i.e., do not use a ditto mark.

· All data must be within indicated fields.

· 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.  

11.2
E-Mail Address.  Data deliverables shall be sent to the following addressee:

Email:  TrackingMA@mcsc.usmc.mil  
If an e-mail delivery problem arises, call the asset tracking manager at (703) 784-0768 or the MCHS Warranty Administrator (229) 639-6591.  

PART II  THREE YEAR WARRANTY PLAN (WITH EXTENSIONS)

 Separately priced BLIN(s) or SubBLIN(s)

1.0
WARRANTY ENHANCEMENTS FOR BASIC THREE YEAR WARRANTY PLAN
1.1 Warranty Service Upgrade – Servers.  The vendor shall offer the following features:

1.1.1
On-Call Labor:  For CONUS, a field service representative shall arrive at the Government installation within 24 hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within 48 hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call. 
1.1.2 On-Call Labor: For CONUS, a field service representative shall arrive at the Government installation within 4  hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within 24  hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call 

1.1.3
Parts Only:  Advance ship replacement parts within 24 hours of hotline call, 365 days per year, include a pre-paid shipping container to return the defective part.

1.2
Warranty Service Upgrade – Desktops and Laptops.  The vendor shall offer the following features:

1.2.1
Mail-Back/Carry-In:  In-plant turnaround not to exceed 24 hours.  

1.2.2 On-Call Labor:  For CONUS, a vendor field service technician shall arrive at the Government location no later than the next business day after hotline call. For OCONUS, a vendor field service technician shall arrive at the Depot Repair Facility supporting the unit holding the system two business days/best effort after hotline call.

2.0
WARRANTY ENHANCEMENTS FOR THREE YEAR PLAN WITH ONE YEAR EXTENSION
2.1   Warranty Service Upgrade – Servers.  The vendor shall offer the following features:

2.1.1
On-Call Labor:  For CONUS, a field service representative shall arrive at the Government installation within 24 hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system  within 48 hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call. 
2.1.2 On-Call Labor: For CONUS, a field service representative shall arrive at the Government installation within 4  hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within 24  hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call 

2.1.3
Parts Only:  Advance ship replacement parts within 24 hours of hotline call, 365 days per year, include a pre-paid shipping container to return the defective part.

2.2
Warranty Service Upgrade – Desktops and Laptops.  The vendor shall offer the following features:

2.2.1
Mail-Back/Carry-In:  In-plant turnaround not to exceed 24 hours.  

2.2.2 On-Call Labor:  For CONUS, a vendor field service technician shall arrive at the Government location no later than the next business day after hotline call. For OCONUS, a vendor field service technician shall arrive at the Depot Repair Facility supporting the unit holding the system  two business days/best effort after hotline call.

3.0
WARRANTY ENHANCEMENTS FOR THREE YEAR PLAN WITH A SECOND ONE YEAR EXTENSION (AT THE END OF FOUR)
3.1   Warranty Service Upgrade – Servers.  The vendor shall offer the following features:

3.1.1
On-Call Labor:  For CONUS, a field service representative shall arrive at the Government installation within 24 hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system  within 48 hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call. 
3.1.2 On-Call Labor: For CONUS, a field service representative shall arrive at the Government installation within 4  hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within 24  hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call 

3.1.3
Parts Only:  Advance ship replacement parts within 24 hours of hotline call, 365 days per year, include a pre-paid shipping container to return the defective part.

3.2
Warranty Service Upgrade – Desktops and Laptops.  The vendor shall offer the following features:

3.2.1
Mail-Back/Carry-In:  In-plant turnaround not to exceed 24 hours.  

3.2.2 On-Call Labor:  For CONUS, a vendor field service technician shall arrive at the Government location no later than the next business day after hotline call. For OCONUS, a vendor field service technician shall arrive at the Depot Repair Facility supporting the unit holding the system two business days/best effort after hotline call.

4.0
WARRANTY ENHANCEMENTS FOR THREE YEAR PLAN WITH A TWO YEAR  EXTENSION (AT THE END OF THREE)

4.1   Warranty Service Upgrade – Servers.  The vendor shall offer the following features:

4.1.1
On-Call Labor:  For CONUS, a field service representative shall arrive at the Government installation within 24 hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within 48 hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call. 
4.1.2 On-Call Labor: For CONUS, a field service representative shall arrive at the Government installation within 4  hours from the time of the hotline call, 365 days per year after receipt of a service call. For OCONUS, a field service representative shall arrive at the Depot Repair Facility supporting the unit holding the system within 24  hours/best effort from the time of the hotline call, 365 days per year after receipt of a service call. 

4.1.3
Parts Only:  Advance ship replacement parts within 24 hours of hotline call, 365 days per year, include a pre-paid shipping container to return the defective part.

4.2
Warranty Service Upgrade – Desktops and Laptops.  The vendor shall offer the following features:

4.2.1
Mail-Back/Carry-In:  In-plant turnaround not to exceed 24 hours.  

4.1.3 On-Call Labor:  For CONUS, a vendor field service technician shall arrive at the Government location no later than the next business day after hotline call. For OCONUS, a vendor field service technician shall arrive at the Depot Repair Facility supporting the unit holding the system two business days/best effort after hotline call.

5.0
Warranty Self-Maintenance.  The Government requires the capability to perform warranty self-maintenance on all computers purchased via the MCHS BPA.  

5.1
Requirements.   Following are the Government’s requirements for the warranty self-maintenance program:  

· The vendor shall provide a computer based instructional tool for individualized training.  The training shall be Web-based or CD-ROM based.  The end result of this training is that the individual will be Qualified and Certified to perform warranty maintenance. The Certifications will be individually renewed on a yearly basis and will be valid thru the full warranty period of equipment purchased under this BPA. General Information:  The Warranty Administrator at MATCOM, MCLB Albany GA will coordinate the Warranty Maintenance Certification program with the Marine Corps Operating Forces, Support Establishment and the Vendors.

· Advance shipment of replacement parts within 24 hours (including excluding weekends and holidays) of receipt of a warranty claim.  Parts shall be shipped via the most expeditious means of transportation available.   

· Return shipment of defective parts will be via a pre-paid shipping container furnished by the vendor when the replacement part is provided.  

· Return time of 45 days for defective parts.

· The capability to initiate a warranty claim via the Web and telephone hotline.  Vendor response to Web warranty claim submission shall not exceed 24-hours maximum (excluding weekends and national/local holidays).

· Web-based access to service manuals, parts listings, troubleshooting aid, and service tips.

· Credits for labor reimbursement are not applicable.

· Examination for annual certifications, if required by vendor, shall be available online. 

· An open credit line (to facilitate the resolution of non-returned defective parts) shall not be required.  

4.2
Background Information.  Certification authorizes the performance of maintenance without voiding the warranty.  (The previous statement does not obviate the necessity of addressing misuse, abuse, or improper maintenance actions should they occur.)  Maintenance herein is defined as isolating a malfunction to a system component (i.e., CPU, monitor, or laptop) and isolating a malfunction within a system component and restoring that component to an operational condition by removing and replacing a module or assembly (e.g., a power supply module) from within that component. 

Government computer technicians who possess self-maintenance certification will provide the labor to perform warranty repairs.  The repairs are performed in concert with a hotline telephone call or Web access to the vendor’s help desk.  The help desk operator is responsible for confirming the diagnosis and initiating action to advance ship (via the most expeditious means of transportation available) a replacement part within 24 hours.  When necessary, the vendor’s help desk shall act as a source of remote technical support for problem resolution.  Replacement parts shall be provided at no additional expense to the Government.  The Government will return ship the defective part to the vendor within 45 calendar days in a pre-paid container furnished by the vendor with the replacement part.

The preferred method of providing replacement parts support to Marine Corps units in a deployed status is the use of a vendor’s point of service at or near a port city that the deployed unit is scheduled to visit.  If this is not possible due to either location or the unit’s mission,  the Government computer technician initiating the warranty claim will provide an appropriate ship to address: FPO/APO addresses will not be used.  

� Throughout this document, the use of the last two digits of the year (i.e., YY) is acceptable where YYYY is indicated.  
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