EVIDENCE OF COMPETITION - INFORMAL SOLICITATION

Mainframe Hardware Maintenance

October 3, 2004
The Administrative Office of the Courts (AOC) is soliciting quotes to purchase hardware maintenance on their IBM 9672-RD6 mainframe.  The costs proposed must be month to month, with no term commitment required; or a refund issued if the equipment is removed before the end of term.
AOC will evaluate the responses based upon price and reference checks.  AOC may factor into the evaluation technical specifications that exceed the required specifications.  The RESOLUTION OF COMPLAINTS AND PROTESTS procedures that are attached will be followed for this procurement.

The AOC reserves the right without penalty and at its sole discretion to:

a. Reject the apparently successful Vendor's response and contract proposal and select the next best qualified Vendor; or

b. Reissue this solicitation with any changes the AOC deems appropriate; or

c. Take no further action under this solicitation.

Please fill out the attached Response Form or a reasonable facsimile and return by mail, fax, hand delivery, or email to:


Dennis Longnecker


Administrative Office of the Courts


1206 Quince Street SE


PO Box 41170


Olympia, WA  98504-1170


(360) 705-5269


FAX:  (360) 586-8869


Email:  Dennis.Longnecker@courts.wa.gov

Your response must contain only the Vendor Response Form.  No other cover page (other than a fax cover page) or material should be returned.  All responses must be received by Monday, October 11, 2004 12:00 PM (noon) pacific time.

If you have any questions about this informal solicitation, please contact the RFQ Coordinator.

Vendor Response Form

VENDOR INFORMATION:


Name:

____________________________


Street Address:
____________________________


City, State, Zip:
____________________________


Contact Name:
____________________________


Telephone No.:
____________________________


Fax No.:
____________________________


Email Address:
____________________________

	REQUIRMENTS
	VENDOR’S PROPOSAL

	Supported Quoted is 24x7
	___ Yes      ___ No

	Understand and Meet all the requirements in Appendix A 
	___ Yes      ___ No

	Monthly Cost for 24x7 Support on 9672-RD6

	$________________

	Supply three references, for which the proposed vendor is supplying the same type of support for similar equipments
	1A Name:

1B Company:

1C City, State:

1D Phone:

2A Name:

2B Company:

2C City, State:

2D Phone:

3A Name:

3B Company:

3C City, State:

3D Phone:


APPENDIX A - DETAILS OF SCOPE OF WORK

Standard On-Site Repair

Maintenance service shall consist of preventive maintenance and on-call remedial maintenance for IBM mainframe and associated peripheral equipment. Maintenance service is to be performed at the AOC office in Olympia, Washington.  All maintenance service must be prompt and effective and must be performed by engineers trained, experienced, and qualified to work on the equipment.

The Contractor shall perform maintenance service that will keep the equipment in optimum operating condition and make repairs that will restore the equipment to working order, in accordance with the manufacturer's specifications. All maintenance and repairs shall be in accordance with manufacturer’s guidelines, instructions, manuals, standards, and procedures. The Contractor will test and repair equipment at the AOC’s installation site. Preventive maintenance shall be based on the specific needs of individual equipment. The Contractor shall also provide on-call remedial maintenance. Contractor shall furnish all labor, tools, equipment, parts, transportation and supervision required for maintenance service of equipment. Preventative maintenance shall include lubrication, adjustments, and replacement of worn or malfunctioning parts, all as deemed necessary in accordance with manufacturer’s guidelines, instructions, manuals, standards, and procedures.

Contractor shall furnish all labor, tools, equipment, parts, transportation, and supervision required for preventive and on-call remedial maintenance services described herein. Contractor shall maintain all equipment in accordance with manufacturer’s guidelines, instructions, manuals, standards, and procedures. The AOC will not be liable for the security, theft, loss, or damage of any equipment, components, or other items located at an on-site storage or working space.

Maintenance parts shall be only original manufacturer’s parts, either new or equivalent to new; but may not be new, but it will be in good working order and at least functionally equivalent to the item replaced, or certified spare parts. The replacement assumes the warranty or maintenance service status of the replaced item. The item the Contractor replaces, becomes the property of the Contractor and the replacement becomes the AOC’s property.

Parts Availability

An adequate parts inventory must be maintained locally by the Contractor in order to effectively

repair equipment. This parts inventory must be stored geographically close to the AOC datacenter.

In the event that a failing component, assembly, or part is not available from the local parts inventory, the Contractor will be required to ship the replacement component or part and deliver it to the AOC’s site within twelve (12) hours, or the extension time period mutually agreed by Contractor and AOC, after identification of replacement. This condition shall apply to 24 x 7 maintenance service on equipment that the AOC considers critical. For non-critical equipment on 24 x 7 maintenance service, and equipment on Base Maintenance Service, the Contractor will be required to ship the replacement component or part and deliver it to the AOC’s site within twenty-four (24) hours, or the extension time period mutually agreed by Contractor and AOC, after identification of replacement.

The operational status of the system will be determined in accordance with the manufacturer's specifications. In all cases, Contractor shall provide equipment in the manner described herein. 
Maintenance/Service Reports

The Contractor shall furnish information verbally to the supervisor at the equipment installation site upon completion of each maintenance call. Upon request, the information shall be written on the report log furnished by the supervisor at the equipment installation site. For example, such information shall consist of the following:

· Date and time Contractor was notified

· Date and time of Contractor’s personnel arrival

· Type and model number(s) of equipment

· Time spent for repair

· Description of malfunction

· List of parts replaced

· Additional charges, if applicable (Contractor shall seek approval of AOC personnel before commencing any work which will include an additional charge)

· Date and time of turnover to AOC and signature of person accepting service performance for AOC.
· Signature of person performing repair/maintenance

Maintenance Service Class (Periods)

The AOC may select periods of maintenance service for different equipment depending on individual agency needs:

· Base Maintenance Service: 7:30 am to 4:30 pm, Monday through Friday, except AOC observed holidays. Maintenance service that is performed outside of these days and times will be considered as out-of-scope maintenance service and out-of-scope maintenance service charges will apply.

· 24 x 7 Maintenance Service: Twenty-four (24) hours a day, seven (7) days a week, including AOC-observed holidays.

Out-of-Scope Maintenance Service and Additional Charges

Maintenance service that is performed outside of the Base maintenance service period shall be considered out-of-scope maintenance service. Out-of-scope maintenance service charge shall not apply to 24 x 7 maintenance service.

There shall be no additional maintenance charges for the following: 

· Preventive maintenance during principal period of maintenance contract.

· Time spent by maintenance personnel at the site awaiting the arrival of parts, etc.

· Remedial maintenance occasioned by the recurrence of the same malfunction repaired in the preceding forty-eight (48) hour period.

Response and Repair Time

Contractor must provide a telephone number to receive trouble calls and to provide a current status of calls referred for service. The phone line must be open and be able to handle callers 24 hours per day, every day of the year. This phone line must be available at no charge.

Telephone acknowledgement of all requests for service shall be made within sixty (60) minutes from the time the service request is made. On-site response time shall be as follows:

24 x 7 Maintenance Service

Two (2) hour on-site response time after service call is placed, or time period mutually agreed by Contractor and AOC for the specific repair occurrence.

Base Maintenance Service (9 x 5)

Two (2) hour on-site response time for service calls placed by 2:30 p.m., or time period mutually agreed by Contractor and AOC for the specific repair occurrence. For service calls placed after 2:30 p.m., on-site response time shall be 8:00 a.m. the next working day.

Resolution of the maintenance request must be made within six (6) hours from time of on-site arrival, after ordered parts are received, or time period mutually agreed by Contractor and AOC for the specific repair occurrence.

Diagnostic Software and Hardware, Tools, and Test Equipment

Contractor shall provide a remote modem dialup hardware support on 9672 processors and storage subsystems such as SHARK, and other equipment which allows remote modem dialup support. The remote support system will provide the customer engineer with the capability to remotely access error logs, system status and run diagnostic tests.

The equipment shall have the capability to diagnose internal hardware failures and contact a remote hardware maintenance facility to report the problem, identify the failing component, and request dispatch of a customer engineer without AOC intervention. This facility must have the option to first request authorization before contacting the remote hardware maintenance facility.

The equipment shall provide a facility from which a remotely located customer engineer is capable of assisting a local customer engineer in problem determination. In particular, the facility shall permit the remotely located customer engineer to run diagnostic routines, display hardware status indicators, correct microcode faults, and interact with the local customer engineer.

The equipment shall further provide the remote customer engineer with the capability to transmit corrective microcode maintenance from the remote site directly into the equipment and apply such maintenance to correct hardware problems.

The AOC reserves the right to deny any remote access of equipment by the Contractor at any point in time.

Contractor shall be able to monitor hard (immediate) and soft (proactive) equipment failures.

Engineering Changes (ECs)

From time to time, IBM makes technical equipment improvements to existing installed and operational IBM equipment at the AOC. These are accomplished through field ECs. These ECs are not only desirable but shall be critical when they are prerequisites to the addition of features to the IBM equipment and when they are required to be consistent with the equipment configuration and microcode levels. Therefore, the Contractor must track the requirement for and the installation activity of these ECs on each model type of IBM equipment. Services to perform ECs, including parts, labor, equipment, transportation, other related items, etc., shall be furnished by the Contractor.

All manufacturer sponsored engineering changes to IBM equipment shall be accomplished by the Contractor and shall require AOC’s approval prior to commencement of work, except for "Safety Ec's", which shall be installed by the Contractor as required. ECs shall be approved on a case-by-case basis for each piece of equipment covered under this maintenance contract. The Contractor shall notify the AOC of any ECs within 30 days of manufacturer’s release date. Such ECs shall be completed within 60 days after AOC’s approval to implement the changes.

Hierarchy of Support for On-Site Repair Equipment

The AOC recognizes that complex maintenance problems will occur which require service resources beyond that available at the local level. Contractor shall make available to the AOC at no extra charge, hierarchies of support to quickly elevate difficult problems and resolve these complex equipment malfunctions.

· Initial Level Technical Support: The Customer Engineer that normally responds to customer’s call for maintenance service.  This individual must be trained to work on the equipment for which he/she is called upon for maintenance service.

· Second Level Technical Support: A specialist with additional training and/or experience who specializes in providing diagnostic assistance and/or repair expertise when a service call is particularly difficult. This individual must have at least three (3) years of experience as Second Level Technical Support in the maintenance and repair of IBM equipment and is normally recognized by the employer for his/her skills by job title or pay classification.

· Third Level Support: A specialist whose geographical responsibilities are regional and/or national in scope. This specialist has received in-depth specialized training on subject equipment and/or experience beyond the second level technical support specialist on the specific equipment types requiring maintenance attention, and specializes in providing diagnostic assistance and consultation to assist in unusually complex problems. This individual must have at least three (3) years of experience as Third Level Support in the maintenance and repair of IBM equipment and is normally recognized by the employer for his/her skills by job title or pay classification.

When equipment fails or becomes inoperative, maintenance service will be provided as follows: After Contractor’s initial service personnel arrive at the AOC’s installation to respond to a remedial maintenance call and the equipment malfunction has not been diagnosed and repair initiated within two (2) hours of the time of arrival of the service personnel, the Contractor will dispatch for second level technical support. In the event that four (4) additional hours elapse from the time of response at the second level of technical support and the equipment malfunction has not been diagnosed and repair initiated the Contractor will dispatch for third level technical support.

Work Not Covered Under this Price List

The following work and/or services are not covered under this price list:

· Service to equipment not listed herein, with removed or altered Machine or parts identification labels, and accessories/attachments not supported by IBM.

· Repair of equipment including replacement of damaged components, assemblies, and/or parts, when damage is due to or caused by accident, misuse, neglect, modification, unsuitable physical or operating environment, or improper maintenance, or malicious intent; disasters such as flooding, earthquake, and other acts of God; and other damages resulting from shipment/transportation of equipment, components, assemblies, and/or parts, where the carrier or supplier is determined to be responsible for repair of damages.

· Equipment failures caused by a product not furnished or recommended by the manufacturer.

· Service of equipment alterations excluding manufacturer sponsored engineering changes; maintenance or removal of alterations, attachments or other devices not furnished or recommended by the manufacturer or Contractor; painting or refinishing the equipment, and providing material thereof.

· Accessories supply items, and certain parts, such as batteries and items not on IBM product user responsibility user guides.

· Electrical work external to the equipment or installation; rearrangement or relocation of equipment.

· Such service which is impractical for the Contractor to render because of alterations in or attachments to the equipment.

RESOLUTION OF COMPLAINTS AND PROTESTS

NOTIFICATION TO UNSUCCESSFUL PROPOSERS

Firms whose proposals have not been selected for further negotiation or award will be notified via email at the email address given in the management proposal. 

DEBRIEFING OF UNSUCCESSFUL PROPOSERS

Firms which submitted a proposal that was not selected will be given the opportunity for a debriefing conference. The request for a debriefing conference must be received by the RFQ Coordinator within twenty-four hours after the notification of the successful firm is emailed to the Firm. The debriefing must be held within twenty-four hours of the request.

Discussion will be limited to a critique of the requesting Firm's proposal. Comparisons between proposals or evaluations of the other proposals will not be allowed. Debriefing conferences may be conducted in person or on the telephone and will be scheduled for a maximum of one hour. 

PROTEST PROCEDURE

This procedure is available to Firms who submitted a response to this solicitation document and who have participated in a debriefing conference. Upon completing the debriefing conference, the Firm is allowed twenty-four hours to file a protest of the acquisition with the RFQ Coordinator.

Firms protesting this procurement shall follow the procedures described herein. Protests that do not follow these procedures shall not be considered. This protest procedure constitutes the sole administrative remedy available to Firms under this procurement.

All protests must be in writing and signed by the protesting party or an authorized Agent. The protest must state the grounds for the protest with specific and complete statements of the action(s) being protested. A description of the relief or corrective action being requested should also be included. All protests shall be addressed to the RFQ Coordinator. 

Only protests stipulating an issue of fact concerning the following subjects shall be considered: 

· A matter of bias, discrimination or conflict of interest on the part of the evaluator; 

· Errors in computing the score; 

· Non-compliance with procedures described in the procurement document or AOC policy.

Upon receipt of a protest, a protest review will be held by the AOC. All available facts will be considered and a decision will be issued by the AOC Administrator or her delegate within five business days of receipt of the protest. If additional time is required, the protesting party will be notified of the delay.

In the event that a protest may affect the interest of another Firm which submitted a proposal, such Firm will be given an opportunity to submit its views and any relevant information on the protest to the RFQ Coordinator. 

The final determination of the protest shall:

· Find the protest lacking in merit and uphold the AOC's action; or 

· Find only technical or harmless errors in the AOC's acquisition process and determine the AOC to be in substantially compliance and reject the protest; or 

· Find merit in the protest and provide the AOC options which may include: 
- Correct the errors and re-evaluate all proposals, and/or 
- Reissue the solicitation document and begin a new process, or 
- Make other findings and determine other courses of action as appropriate.

If the AOC determines that the protest is without merit, the AOC will enter into a contract with the apparently successful contractor. If the protest is determined to have merit, one of the alternatives noted in the preceding paragraph will be taken.
