Agency Consolidated End-User Services (ACES)

DRAFT Attachment 1 Performance Work Statement


ADDENDUM 3
ACES SERVICE LEVEL AGREEMENTS (DRAFT)
	No.
	PWS Section Title

	3.3.4
	Configuration Control

	No.
	SLA

	1
	System architectures and “as-built” diagrams shall be developed within 30 business days of authorization to operate, maintained current (updated within 10 business days of a change), and available for Government review and use upon request.


	No.
	PWS Section Title

	5.6.1
	IT Security

	No.
	SLA

	1
	The anti-malware management solution shall provide automated updates of anti-malware signatures to clients at least once every 24 hours.

	2
	Patches will be deployed in accordance with the requirements below.


For High Categorization Systems:

	STANDARD REQUIREMENT
	CRITICAL
	HIGH
	MEDIUM
	LOW

	Time to mitigation after severity concurrence
	1 business days
	5 business days
	1 calendar months
	Per mitigation plan

	Time to create a plan for permanent mitigation
	If temporary mitigation is used, 5 business days
	If temporary mitigation is used, 15 business days
	N/A
	3 calendar months

	Occurrences expected per contract year
	2
	20
	25
	25

	EXPEDITED REQUIREMENT
	CRITICAL
	HIGH
	MEDIUM
	LOW

	Time to mitigation after severity concurrence
	4 business hours
	16 business hours
	10 business days
	N/A

	Time to create a plan for permanent mitigation
	If temporary mitigation is used, 8 business hours
	If temporary mitigation is used, 2 business days
	N/A
	N/A

	Occurrences expected per contract year
	1
	3
	N/A
	N/A


For Moderate Categorization Systems:

	STANDARD REQUIREMENT
	CRITICAL
	HIGH
	MEDIUM
	LOW

	Time to mitigation after severity concurrence
	5 business days
	15 business days
	3 calendar months
	Per mitigation plan

	Time to create a plan for permanent mitigation
	If temporary mitigation is used, 10 business days
	If temporary mitigation is used, 30 business days
	N/A
	6 calendar months

	Occurrences expected per contract year
	2
	20
	25
	25

	EXPEDITED REQUIREMENT
	CRITICAL
	HIGH
	MEDIUM
	LOW

	Time to mitigation after severity concurrence
	4 business hours
	16 business hours
	10 business days
	N/A

	Time to create a plan for permanent mitigation
	If temporary mitigation is used, 8 business hours
	If temporary mitigation is used, 2 business days
	N/A
	N/A

	Occurrences expected per contract year
	1
	3
	N/A
	N/A


For Low Categorization Systems:

	STANDARD REQUIREMENT
	CRITICAL
	HIGH
	MEDIUM
	LOW

	Time to mitigation after severity concurrence
	5 business days
	1 calendar month
	Per mitigation plan
	Per mitigation plan

	Time to create a plan for permanent mitigation
	If temporary mitigation is used, 10 business days
	If temporary mitigation is used, 30 business days
	1 calendar year
	1 calendar year

	Occurrences expected per contract year
	2
	20
	25
	25

	EXPEDITED REQUIREMENT
	CRITICAL
	HIGH
	MEDIUM
	LOW

	Time to mitigation after severity concurrence
	1 business day
	5 business days
	N/A
	N/A

	Time to create a plan for permanent mitigation
	If temporary mitigation is used, 8 business hours
	If temporary mitigation is used, 2 business days
	N/A
	N/A

	Occurrences expected per contract year
	1
	3
	N/A
	N/A


	No.
	PWS Section Title

	3.1
	INCIDENT MANAGEMENT

	No.
	SLA

	1
	Nominal support hours for customer support services are 6 a.m. to 6 p.m. local time, Monday through Friday, except Federal holidays. Skeletal support hours for customer support services include nights, weekends, and Federal holidays.

	2
	Support requests received after the nominal support hours shall be acknowledged to the requester within 2 business hours of the beginning of the next business day. Support requests received during the day shall be acknowledged to the requester within 2 business hours of the received request.

	3
	Non-ACES support requests shall be routed to the Enterprise Service Desk and the appropriate service provider within 15 minutes after acknowledgement of receipt of the request.


	No.
	PWS Section Title

	??
	DATA BACKUP AND RESTORE

	No.
	SLA

	1
	The Contractor shall be able to restore the latest backup copy of user data, up to the previous five versions.

	2
	In no event shall a user lose more than one day’s work.


	No.
	PWS Section Title

	3.5
	SOFTWARE RIGHT TO USE

	No.
	SLA

	1
	Make right-to-use software available to ACES end-users within 2 business days of an approved request.


	No.
	PWS Section Title

	4.1
	TEMPORARY SEATS

	No.
	SLA

	1
	Requests for 10 or fewer temporary seats at each NASA facility shall be fulfilled within 2 business days of Government approval.

	2
	Requests for more than 10 temporary seats in any single week at any NASA facility will be coordinated with the ACES LTM.


	No.
	PWS Section Title

	4.2
	PRIORITY SERVICE

	No.
	SLA

	1
	Once a priority service ticket has been initiated by the customer, response to the problem shall be no greater than 30 minutes.

	2
	Once a priority service ticket has been initiated by the customer, return to service or a workaround shall be implemented in no greater than 2 business hours.


	No.
	PWS Section Title

	5.3
	LOANER POOL MANAGEMENT

	No.
	SLA

	1
	Loaner devices shall be made available to the end-user at the designated drop-off/pick-up location within 4 business hours of request.


	No.
	PWS Section Title

	5.7
	SOFTWARE LICENSE MANAGEMENT

	No.
	SLA

	1
	All commercially released upgrades, enhancements, and patches (non-security) shall be installed within 6 months after commercial release. The Contractor shall submit the appropriate Service Request to start the work so that the enhancement or patch can be completed within the 6-month timeframe requirement.

	2
	This documentation shall be kept up to date within 2 business days, securely stored, and continuously available to NASA management and the Agency IT Security team. Written detailed documents shall also be maintained at the same levels that shall reflect the current configurations of servers, inventories, licenses, systems descriptions, and changes.


	No.
	PWS Section Title

	6
	SEAT MODEL AND PERIPHERALS

	No.
	SLA

	1
	Requests for IMAC service shall be acknowledged within 3 business days. The acknowledgement shall include a proposed scheduled date for the IMAC service to be provided and a request for confirmation of the scheduled date by the requestor.

	3
	The following service levels apply to each IMAC request:
Quantities

Service Characteristic (timeframes apply after receipt of hardware 


and software and availability of network connection (if either are 



required))
<= 5 IMACs:
Completed within 2 business days

6 - 24 IMACs:
Completed within 5 business days

25 - 50 IMACs:
Completed within 10 business days

> 50 IMACs:
Requires time to be negotiated with the Contractor

	4
	Within 1 business day after an IMAC service has been performed, requestor shall be given an opportunity to identify the IMAC as complete or incomplete. If the requestor indicates that the IMAC is incomplete, the Contractor shall follow up with the requestor to meet all requirements of the IMAC request within 1 business day.


	No.
	PWS Section Title

	6.1.2
	Requirements for All Computing Seats

	No.
	SLA

	1
	Retrofit of all changes to the standard load shall be provided within 3 months to all ACES systems (that incorporate the standard load) each time the standard load changes.

	2
	An average of 10 hours total of periodic end-user training per month per NASA facility for the breadth of ACES-provided standard products and services, including hardware and software


	No.
	PWS Section Title

	6.1.6.1
	“S” Seat Standard Services

	The following Service Levels, defined in Section 6.1.6.3, shall be provided to make up the “S” seat.

	No.
	SLA

	1
	The hardware platform shall be a laptop with docking station solution with a 19-inch monitor (or TBD desktop).

	2
	The operating system shall be Windows or Macintosh.

	3
	The ACES Software Standard Load, as defined in Section 6.1.6.3.8, shall be included.

	4
	The return to service level shall be 8 business hours.

	5
	The hardware refresh cycle shall be 3 years.

	6
	Backup and restore services shall be implemented according to Section 6.1.6.3.7.

	7
	Full system administration, as defined in Section 6.1.6.3.6, shall be included.


	No.
	PWS Section Title

	6.1.6.2
	“M” and “B” Seat Service Levels

	The following Service Levels, defined in Section 6.1.6.3, shall be available for the “M” and “B” seats, if commercially available. An “X” in the seat column indicates that the Service Level shall be offered for that seat type. Each platform for the “M” seat shall be a subset of the hardware family proposed for the “B” seat.


	Service/Service Level
	“M” Seat
	“B” Seat

	Hardware Platform *
	
	

	     None
	
	X

	     Desktop
	X
	X

	     Laptop
	X
	X

	     Lightweight
	X
	X

	     Tablet
	X
	X

	     Workstation
	X
	X

	     Build
	
	X

	Operating System
	
	

	     None
	
	X

	     Windows
	X
	X

	     Macintosh
	X
	X

	     Linux
	X
	X

	     UNIX
	X
	X

	     Build
	
	X

	Monitor
	
	

	     None
	X
	X

	     19-inch
	X
	X

	     21-inch
	X
	X

	     24-inch
	X
	X

	Return to Service 
	
	

	     2 business hours
	X
	X

	     8 business hours
	X
	X

	Hardware Technology Refresh Cycle
	
	

	     None
	
	X

	     3 year – no refresh
	
	X

	     3 years
	X
	

	     4 years
	X
	

	System Administration
	
	

	     None
	
	X **

	     Regular
	X
	X

	     Local
	X
	X


* All hardware platforms may not be available in the proposed product family. These will only be available if the manufacturer provides them.

** The Contractor will have no obligation for IT security or C&A for any ACES-supported system ordered with “None” under System Administration.
	No.
	PWS Section Title

	6.1.6.3
	Service Level Definitions

	The following Service Level definitions apply to the “S,” “M,” and “B” seats, which are defined in Sections 6.1.3, 6.1.4, and 6.1.5, respectively.  Seats “M” and “B” may have data that changes some of the definition; those changes are addressed in the Seat specific sections.


6.1.6.3.1  Hardware Platform
Each platform shall meet or exceed the minimum configuration recommended by the software manufacturer for the software installed with each seat.
None

No hardware shall be provided by the Contractor (only available for the “Build” seat).

Desktop

The Desktop shall provide a computer platform in an enclosure that allows for expansion and that can sit on a desk or on the floor. The Contractor shall provide a keyboard, mouse, and external speakers with each Desktop seat.

Laptop

The laptop shall be optimized for the end-user who requires seat mobility and does not want to trade-off performance for less weight and extended battery life.   

The Contractor shall provide a laptop carrying case with each Laptop seat. The laptop carrying case must be capable of holding the laptop, mouse, power cord, charger/power supply, modem cable, Ethernet cable, a CD-ROM sized device, smartcard reader, and an extra battery. The Contractor shall provide the option to order a docking station solution.

Lightweight Laptop

The Lightweight Laptop is optimized for the end-user who requires seat mobility, less weight, and extended battery life over performance. 

A Lightweight Laptop shall not exceed 4 pounds (excluding expansion unit) in weight and shall include all features and functionality of the Laptop platform and commercially available lightweight/ultra portable laptops.  

The Contractor shall provide a laptop carrying case with each Lightweight Laptop seat. The laptop carrying case must be capable of holding the lightweight laptop, mouse, power cord, charger/power supply, modem cable, Ethernet cable, a CD-ROM sized device, smartcard reader, and an extra battery. The Contractor shall provide the option to order a docking station solution (i.e., docking station, monitor, keyboard, mouse, and external speakers) for each seat capable of using such hardware, including expansion ports. (Port replicators are acceptable only when no base station solution exists.)

Tablet 

The Tablet is a convertible unit that typically serves as the end-user’s primary personal computer as well as a note-taking device. 

The Tablet shall include an internal display that rotates 180 degrees and can be folded down over the keyboard, full-function keyboard, and connections for external peripherals. The Tablet shall include a stylus and a touch-based OS. The Tablet shall weigh no more than 4.5 pounds.

The Contractor shall provide a laptop carrying case with each Tablet seat. The tablet carrying case must be capable of holding the tablet, mouse, power cord, charger/power supply, modem cable, Ethernet cable, a CD-ROM sized device, smartcard reader, and an extra battery. The Contractor shall provide the option to order a docking station solution (i.e., docking station, monitor, keyboard, mouse, and external speakers) for each seat capable of using such hardware, including expansion ports. (Port replicators are acceptable only when no base station solution exists.)  

Workstation 

The Workstation is typically a multi-processor system intended for application development and execution of higher-performance scientific and engineering programs. Workstations typically offer additional expansion options utilizing high-speed peripherals, system expansion slots, and additional processor sockets.

The Contractor shall provide a keyboard, mouse, and external speakers with each Workstation seat.

Build

The Contractor shall make available the full platform professional product line for the Laptop, Lightweight Laptop, Desktop, and Tablet hardware platform Service Levels described above for a minimum of one Microsoft Windows-compatible, Apple-compatible, Linux, and UNIX hardware platform manufacturer each. The full product lines shall be offered at a pre-set fixed percentage of the then current lowest commercially listed price at the time the product is ordered. The offering of additional manufacturers is desired; however, all hardware manufacturers must be fully supported for all computing seat service levels (e.g., Return to Service, Standard Load, and System Administration).
6.1.6.3.2  Operating System
Each architecture shall follow the configuration requirements defined in NASA-STD-2804x.

None

Only available for the “Build” seat; no software is to be delivered by the Contractor.

Windows

The Contractor shall deliver a Microsoft Windows OS.

Macintosh

The Contractor shall deliver an Apple Macintosh OS.

Linux

The Contractor shall deliver a Redhat Enterprise Linux OS.

UNIX

The Contractor shall deliver a Solaris UNIX OS for Seat “M” workstation platforms and make it available for type “Build” seats.

Build

The Contractor shall deliver an OS, as requested by the end-user, that is compatible with the hardware ordered in conjunction with the “Build” platform.

6.1.6.3.3  Monitor
The minimum color monitor standard size is a 19-inch viewable, flat-panel, color LCD display with minimum screen resolution 1280x1024 at 60 Hz. Larger screen options selected via the Desktop Monitor Service Level shall have the same minimum specifications with the exception of the viewable screen size, which is dependent on the Service Level selected. Flat-panel monitors equal to or greater than 20-inch shall support a minimum screen resolution of 1600x1200 at 60 Hz.

None

19-Inch

21-Inch

24-Inch

6.1.6.3.4  Return to Service

The Contractor shall maintain each seat to the seat’s selected ‘Return to Service’ Service Level.

2 hour

8 hour

6.1.6.3.5  Hardware Technology Refresh

None – The platform portion of the build seat service is fully paid for up-front.

3 year no refresh - The platform portion of the build seat service will be paid for over a 3 year period.
3 year

4 year

6.1.6.3.6  System Administration

None

The ACES Contractor shall not perform any administrative tasks on the seat. This service level is only applicable to the “Build” seat.

Regular

The ACES Contractor shall be fully responsible for all system administrative tasks on the seat.  (Note: The Government still has the ability to share system administrative tasks as defined in Section TBD.)

Local

The Contractor shall provide for the ability to locate dedicated system administrators for a pre-defined group of users needing enhanced services as defined below. At a minimum, the following labor categories shall be available:
a.
Intermediate System Administrator: Frequent use and application of technical standards, principles, theories, concepts, and techniques. Provides solutions to a variety of technical problems of moderate scope and complexity. Works under general supervision. Follows established procedures. Work is reviewed for soundness of technical judgment and overall adequacy. Contributes to the completion of milestones associated with specific projects. Failure to achieve results or erroneous decisions or recommendations may cause delays in program schedules and may result in the allocation of additional resources. Uses primarily internal company contacts. Engages in infrequent inter-organizational and outside customer contacts on routine matters.

b.
Senior System Administrator: Complete understanding and wide application of technical principles, theories and concepts, in the field. General knowledge of other related disciplines. Provides technical solutions to a wide range of difficult problems. Solutions are imaginative, thorough, practical, and consistent with organization objectives. Works under only general direction. Independently determines and develops approach to solutions. Work is reviewed upon completion for adequacy in meeting objectives. Contributes to the completion of specific programs and projects. Failure to obtain results or erroneous decisions or recommendations would typically result in serious program delays and considerable expenditure of resources. Engages in frequent inter-organizational and outside customer contacts. Provides solutions to difficult technical issues associated with specific projects.

Dedicated system administration services shall be made available on an hourly, daily, monthly, or yearly basis. The local system administrator may be co-located at the customer’s option.

For periods greater than 1 month, the customer will provide office space, in close proximity to the end-users being served, for the individual performing the dedicated system administration services.

The local system administrator functions shall include all tasks covered under regular system administration.

Additional functions to be offered shall include, but not be limited to:

a.
Network protocol administration

b.
E-mail account management

c.
Access to and management of Center’s/Facility’s domain-available peripherals and services (e.g., network time and Domain Name System (DNS))

d.
Network security management

e.
User account management

f.
Provision of Configuration Guidelines and/or remote or on-site system software installed according to those guidelines, where applicable

g.
Workstation host-level security, including information about and access to system/application security patches, network services access control mechanisms, and/or anti-virus mechanisms with installation guidelines and/or remote or on-site installation

h.
System software problem resolution

i.
Hardware procurement configuration consultation

j.
Local, customized backup, restore, and archive service

k.
Site-specific license management for Support Level 2 and 3 applications

l.
Direct on-site end-user education and assistance

m.
Site-specific consistent system configurations

n.
Site-specific system documentation

o.
Desk side system administration functions to support the installation and effective execution of organizational specific applications

p.
Daily system monitoring

q.
System-level performance monitoring, tuning, and optimization

r.
Site-specific client-server and network configuration management

s.
Desk side, per system account management (e.g., create, lock, and remove IDs)

t.
Site-specific peripheral management

u.
Web server installation and administration and Web site management

v.
Addressing ongoing and emerging life cycle system administration issues for the installed computing environment

w.
Performing capacity planning and site architecture to optimize use of information technology resources

6.1.6.3.7  Data Backup and Restore

This Service Level is either set or not.
6.1.6.3.8  Standard Load

This Service Level is either set or not.

6.1.6.3.9  Docking Station

This Service Level is either set or not. TBD.

6.1.6.3.10  Ruggedized

This Service Level is either set or not. TBD.

	No.
	PWS Section Title

	6.2.1.2
	Cellular Phone Seat Service Levels

	The following Service Levels shall be available for the “CELL” seat, if commercially available. An “X” in the seat column indicates that the Service Level shall be offered for that seat type.


	Service Type
	Standard
	Build

	Architecture
	
	

	    Standard
	X
	X

	    Enhanced
	
	X

	Hardware Refreshment
	
	

	    Standard
	X
	X

	    Regular
	
	X

	Service Plan
	
	

	    Standard
	X
	X

	    Enhanced
	
	X

	    Unlimited
	
	X

	Text Messaging
	
	

	    Standard
	X
	X

	    Unlimited
	
	X

	Voice Mail
	
	

	    None
	
	X

	    Standard
	X
	X

	Return to Service
	
	

	    Standard
	X
	X

	    Enhanced
	
	X

	International Calling Plan
	
	

	    Yes
	
	X

	    No
	X
	X


	No.
	PWS Section Title

	6.2.1.3
	Service Level Definitions

	The following Service Level definitions apply to the “CELL” seat, which is defined in Section 6.2.1.1.


6.2.1.3.1  Instrument

Standard – Personal Cell Phone

Enhanced – Personal Cell Phone with Push to Talk

6.2.1.3.2  Hardware Technology Refreshment

Standard – 18 month

Regular – 24 month

6.2.1.3.3  Service Plan

Standard – 500 anytime minutes
Enhanced – 1200 anytime voice minutes

Unlimited – Unlimited anytime voice minutes
6.2.1.3.4  Text Messaging

Standard – TBD (Bidder provided data) per month

Unlimited – Unlimited text messages

6.2.1.3.5  Voicemail

None – No Voicemail

Standard – TBD (Bidder provided data) per month

6.2.1.3.6  Return to Service

Standard – Return to service within 8 business hours

Enhanced – Return to service within 2 business hours

6.2.1.3.7  International Calling Plan

This Service Level is either set or not.
	No.
	PWS Section Title

	6.2.2.2
	PDAs With Voice Service Table

	The following Service Levels shall be available for the PDA with voice seat, if commercially available. An “X” in the seat column indicates that the Service Level shall be offered for that seat type.


	Service Type
	Standard
	Build

	Architecture
	
	

	    None
	
	X

	    Regular
	X
	X

	    Enhanced
	
	X

	Hardware Refreshment
	
	

	    None
	
	X

	    Standard
	X
	X

	    Regular
	
	X

	Service Plan
	
	

	    Data Only
	
	X

	    Standard
	X
	X

	    Enhanced
	
	X

	    Unlimited
	
	X

	Text Messaging
	
	

	    None
	
	X

	    Standard
	X
	X

	    Unlimited
	
	X

	Voice Mail
	
	

	    None
	X
	X

	    Standard
	
	X

	Return to Service
	
	

	    None
	
	X

	    Standard
	X
	X

	    Enhanced
	
	X

	International Calling Plan
	Standard
	Domestic and international voice and data capability

	    Yes
	
	X

	    No
	X
	X


	No.
	PWS Section Title

	6.2.2.3
	Service Level Definitions

	The following Service Level definitions apply to the PDA with voice seat, which is defined in Section 6.2.2.1.


6.2.2.3.1  Architecture

None – The Contractor shall not provide a device, only services as selected

Regular – RIM-based Device

Enhanced – Other OS-based device (Windows Mobile, OS X, Palm, or Linux)

6.2.2.3.2  Hardware Technology Refreshment

None – No refresh

Standard – Replacement every 18 months

Regular – Replacement every 24 months

6.2.2.3.3  Service Plan

Data Only – Unlimited data transmission

Standard – Unlimited data transmission plus 500 anytime minutes per month for use anywhere in the continental U.S. with no roaming or long-distance changes

Enhanced – Unlimited data transmission plus 1200 anytime minutes per month for use anywhere in the continental U.S. with no roaming or long-distance changes

Unlimited – Unlimited data transmission plus unlimited minutes per month for use anywhere in the continental U.S. with no roaming or long-distance changes

6.2.2.3.4  Text Messaging

None – No Text messaging 

Standard – TBD (Bidder provided data) per month
Unlimited – Unlimited text messages

6.2.2.3.5  Voicemail

None – No Voicemail

Standard – TBD (Bidder provided data) per month

6.2.2.3.6  Return to Service

Standard – Return to service within 8 business hours

Enhanced – Return to service within 2 business hours

6.2.2.3.7  International Calling Plan

This Service Level is either set or not.

	No.
	PWS Section Title

	6.2.3.2
	Pagers Service Table

	The following Service Levels shall be available for the Pager seat, if commercially available. An “X” in the seat column indicates that the Service Level shall be offered for that seat type.


	Pager Type

	SLA

	Instrument
	

	     Numeric (500 pages/month)
	X

	     Alphanumeric (200 pages/month, e-mail) One-way/Alias
	X

	     Alphanumeric (200 pages/month, e-mail) Two-way/Alias
	X

	Hardware Refreshment
	

	     Standard
	X

	     Regular
	X

	Service Plan
	

	      Local Only
	X

	      Statewide
	X

	      Nationwide
	X

	      800 Number
	X

	Voicemail Notification
	

	     None
	X

	     Regular 
	X

	Octel Message Notification  (Outcalling)
	

	     None
	X

	     Regular 
	X

	     Return to Service
	

	     Regular
	X

	     Enhanced
	X


	No.
	PWS Section Title

	6.2.3.3
	Service Level Definitions

	The following Service Level definitions apply to the Pager seat, which is defined in Section 6.2.3.1.


6.2.3.3.1  Instrument

Numeric – Digital numeric pager, can only receive numeric pages from a touch-tone telephone 

Alphanumeric One-way – Digital alpha pager can only receive numeric pages from a touch-tone telephone and can receive text messages; includes Alias or e-mail account/alias setup for receiving text messages via e-mail.

Alphanumeric Two-way – Digital alpha pager can send and receive numeric pages, as well as text messages; includes Alias or e-mail account/alias setup for receiving text messages via e-mail.

6.2.3.3.2  Hardware Technology Refreshment

Standard – 18 month
Regular – 24 month
6.2.3.3.3  Service Plan  

Local – Unlimited messaging (local coverage)

Statewide – Unlimited messaging (statewide coverage)

Nationwide – Includes 500 pages/messages per month (CONUS coverage)

800 Number – Toll-free pager number

6.2.3.3.4  Voice Mail

None – No voicemail notification

Regular – Voicemail notification sent to pager

6.2.3.3.5  Octel Message Notification  (Outcalling)

None – No Octel notification

Regular – Octel notification

6.2.3.3.6  Return to Service

Regular – Return to service within 8 business hours

Enhanced – Return to service within 2 business hours

	No.
	PWS Section Title

	6.3.2.1
	Network Printer Seats, Definition/General Requirements

	No.
	SLA

	1
	If the Contractor plans to replace the currently selected manufacturer/model for any installed PRN seat, then the Contractor shall provide written notification of the proposed replacement to the ACES COTR no less than 30 business days prior to first installation of the replacement manufacturer/model.


General Requirements for all Printers:

The features of all printers shall include the following:

a. Fully Automatic Duplexing: 1-1, 1-2, 2-2, and 2-1

b. Auto Document Feeder (capable of handling up to 11 x 17 paper)

c. Resolution: Minimum of 600 dpi

d. Print multiple pages on single sheet of paper, e.g., 2-up, 4-up

e. Each device shall either have built-in surge protection devices, or the Contractor shall provide a surge protector for each device

f. Output tray selection

g. Printer language: At a minimum, support PCL6, PCL5e, Adobe Postscript, and other emerging printing standards

h. Support downloadable fonts

i. Standard 10Base-T/100Base-TX and other emerging communications standards

j. Web-based monitoring software for assessing each device remotely; features such as manage print jobs, check status (for service calls) of each function, check paper trays, and monitor production; and administrator privileges allow remote configuration changes for IT Security

k. Availability of 98% of Prime Time Hours

l. A Return to Service in 4 Hours

m. A Hardware Refresh cycle of 5 years

	No.
	PWS Section Title

	6.2.3.2
	Pagers Service Table

	The following Service Levels shall be available for the Pager seat, if commercially available. An “X” in the seat column indicates that the Service Level shall be offered for that seat type.


PRN BW1 Seat

	Service Type
	Service Description

	Print Speed
	25 pages per minute

	Duty Cycle
	5,000 pages per month


PRN BW2 Seat

	Service Type
	Service Description

	Print Speed
	35 pages per minute

	Duty Cycle
	15,000 pages per month


PRN BW3 Seat

	Service Type
	Service Description

	Print Speed
	45 pages per minute

	Duty Cycle
	30,000 pages per month


PRN C1 Seat

	Service Type
	Service Description

	Print Speed
	20 pages per minute

	Duty Cycle
	1,500 pages per month


PRN C2 Seat

	Service Type
	Service Description

	Print Speed
	25 pages per minute

	Duty Cycle
	5,000 pages per month


PRN C3 Seat

	Service Type
	Service Description

	Print Speed
	30 pages per minute

	Duty Cycle
	10,000 pages per month
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