Attachment C                                                                                                               DAAB07-98-A-V003


B.1
Warranty Support Offered

GTSI will provide warranty support for all products provided under ET-1, including all parts and labor, in accordance with our GSA Schedule contract warranty terms and conditions, which reflect standard manufacturer warranties, managed by GTSI’s Service Management staff.  

In cases where the standard manufacturer warranties are less than the one-year duration required for ET-1 or do not provide the CONUS two-day response time, GTSI will provide extended warranty to cover the full year so that all warranties, minimally, will be of the same duration.  As a value-add, in cases where the standard warranty exceeds one year, GTSI will provide those additional years of service to ET-1 users under the terms of the OEM’s warranty.   

Note that no warranty services have been separately priced; however, should the Government desire additional or further extended warranties, GTSI would be glad to make such services available through separate CLINs/SLINs commensurate with the corresponding offerings available through our GSA Schedule.

On-Site Locations.   Consistent with the standard manufacturer warranties, GTSI will provide on-call, on-site, or mail-back warranty service for all equipment and software delivered to CONUS locations including the 48 contiguous states, Alaska, Hawaii, the District of Columbia and Puerto Rico and the OCONUS locations of Germany, Holland, Belgium, Italy, Panama, Korea and Japan.  Under various manufacturer warranties, products will be shipped either to/from GTSI directly or to/from the OEM.  

GTSI will bear all transportation costs for the provision of all parts shipped to/from GTSI, consistent with our GSA Schedule terms and conditions.  However, in cases where the products are shipped to/from the manufacturer, the manufacturer’s terms and conditions pertaining to transportation costs will apply.  Specifically, the Government will be responsible for one-way shipping to the OEM-designated facility.

OCONUS Locations.  In accordance with our GSA Schedule Terms and Conditions (submitted with Tab 3 of our proposal), for equipment being returned from overseas installations to the GTSI Service Center, GTSI will pay for the freight charges via ground transportation from the point of entry within the continental United States. For equipment being returned to overseas installations from the GTSI Service Center, GTSI will pay for the freight charges via ground transportation to the point of exit within the continental United States.  Accordingly, the Government, may at its option, ship to an APO or FPO location, from which GTSI will provide transportation, as described above.  As an additional benefit to ET users, if the Government does not ship to an AFO, FPO, or other CONUS point of entry/exit, resulting in no shipping charges to the Government, then GTSI will pay the shipping expenses and direct the method of shipment.  Equipment received by GTSI, will be repaired and shipped within 20 working days of receipt by GTSI.

Coverage Period Commencement.  The warranty period for all products delivered to all users will commence immediately upon Government acceptance.   Any inoperable equipment received by an ET-1 user will be either handled through the warranty provisions stated herein or through replacement effected by GTSI, at the option of the customer.

Replacement Components. When defective parts are replaced under the warranty provisions of the BPA, the defective parts replaced become property of either GTSI or the Original Equipment Manufacturer, as designated by GTSI’s standard manufacturer warranties.  Any new parts provided will become property of the Government.  However, GTSI will allow the Government, at its option, to purchase defective hard drives and removable hard drives, which will then remain property of the Government.  GTSI agrees to negotiate fair and reasonable prices for the purchase of such drives with the ordering Contracting Officer. The effective warranty for all replacement items will be, at a minimum, the greater of (1) the remaining warranty period on the original item or (2) 90 days.

New or Warranted Parts.  Only new parts or parts warranted by the OEM as equal to new will be utilized for repair or replacement.

Time to Repair/Replace.  Equipment within CONUS locations will be repaired or replaced and fully operational within two business days following the user’s problem notification through GTSI’s Technical Assistance Center, for a period of one year following acceptance.  Equipment in OCONUS locations including Germany, Holland, Belgium, Italy, Panama, Korea, and Japan will be repaired or replaced, and fully operational within 15 business days where possible.  

Warranty Conditions.  The conditions of GTSI’s offered warranty allow the Government to connect or upgrade any existing system purchased from the PM Small Computer Program ID/IQ contracts or BPAs by inserting items or attaching other devices such as third party cards or disk drives without voiding the warranty on items delivered under this BPA.  

Substitutions and additions of equipment not manufactured or supplied by GTSI will be subject to the following:  (1) GTSI will not be responsible for damages caused to the equipment provided the damage results from the use of such equipment, and (2) GTSI will not be responsible for defects or overall system performance degradation if such defects or performance degradation result from the use of such equipment. 

Software Upgrades.  The effective warranty for all software upgrades shall be the greater of the remaining warranty period on the original software purchased or 90 days from Government acceptance of the software upgrade.

How Warranty Service is Provided.  While GTSI uses a variety of subcontractors and manufacturers to perform physical repairs, and while the warranty durations and guaranteed response times vary among our contracts, in nearly all cases, the customer’s procedures for obtaining support, and GTSI’s methods for coordinating it are identical.  

When a user requires warranty support under the ET-1 contract, as under other GTSI IDIQs, the user will place a toll-free call to GTSI’s Technical Assistance Center, described in detail in Tab 2, Section D of this proposal.  The Center is staffed with technical personnel who are able to provide problem assistance and problem diagnosis over the phone in order to first determine if actual physical repair or replacement is needed.  In the event that it isn’t, our technical personnel will help the user effect problem resolution over the phone.  If repairs are needed, the appropriate manufacturer will effect physical repair under the applicable standard warranty terms and conditions.  

C.1
General Requirements

1. Delivery Service.  The BPA requires delivery services commensurate with the offeror’s/contractor’s GSA Schedule terms and conditions.  Although GTSI’s GSA Schedule offers a delivery commitment of up to 60 days for all users, GTSI proposes a delivery commitment of 15 days for CONUS users and 30 days for OCONUS users, with same-day order acceptance guaranteed for valid orders.

2. Contract-Specific Web Site.  Though no such contract requirement exists, GTSI proposes to establish a web site dedicated to ET-1.  This site will include, at a minimum, a full on-line ordering guide, product compatibility and configuration data, links to manufacturer web sites, information on special contract promotions, contract terms and conditions, warranty support procedures, and a list of applicable points of contact.

C.2
Technical Support Services 

In addition to meeting the requirements of Part D-1, paragraphs 17.x, GTSI offers a technical support solution which:

1. Provides demonstrated rapid call response times (calls answered within four rings) and demonstrated rapid problem resolution time (see resolution timetable following Tab 2 Section D).

2. Provides electronically accessible answers to Frequently Asked Questions (FAQs).

3. Provides electronic access to download bug fixes, software patches and software updates.

4. Provides electronic access to manufacturer installation guides and GTSI compatibility and configuration guides.

5. Allows for users to request technical assistance via telephone, e-mail, facsimile or fax-back service.

6. Offers support provided by personnel with extensive familiarity with most legacy systems delivered under existing DoD vehicles (e.g. PC-1, PC-2, Portable-1, Portable-2, Air Force Desktop IV, etc.)

C.3
Warranty Support Services
As detailed in the Warranty Support Plan – Tab 2(b), we are proposing to enhance our GSA Schedule warranty terms to include two-business day CONUS repair/ replacement warranty for one year.   

As an enhancement to our GSA terms and conditions, GTSI will provide the Government OCONUS users with the option of returning equipment to our Service Center without incurring shipping charges, as fully described in Section B.1.

Additionally, our GSA Schedule offers more significant value-added warranty services including increased length of warranty term, expedited return-to-service guarantees for CONUS and OCONUS users, up-lifts from mail-back depot repair to cross-ship

replacement programs or on-site service, etc.   To ensure that users are only paying for these services if they are needed, we offer these value-added features on our Schedule as separately orderable CLINs.  We would be able to offer similar value add through comparable separately orderable additional CLINs/SLINs on ET-1, but the limitations imposed by Part E, Section C.2 do not allow us to at the present time.  

Further, the Army’s requirement for prices equal to or lower than our comparable GSA Schedule product prices does not allow us to bundle such value-added services in with the ET-1 product CLINs directly. 

We are able to offer the Army separately-orderable value-added warranty CLINs at prices lower than our current comparable GSA Schedule CLINs.  Should the Army desire this and allow us to offer it, we will gladly negotiate a favorable offering, accordingly.

C.4
OEM Warranty Summary

Many proposed products have warranties from the manufacturer that exceed the required one-year BPA warranty.  Rather than merely passing manufacturer’s warranty through to the Government, GTSI will fully support all such longer warranties using the manufacturer’s terms and conditions.  This approach maintains a centralized solution providing the Government with a single point of contact for warranty.  The following table details specific items where the manufacturer’s warranty exceeds the proposed 12-month BPA warranty.

Item Number
Proposed Product
Manufacturer’s Warranty

0012AA through 0018AD
Memory (all proposed)
Lifetime

0021AA
Panasonic SL90 19” Monitor
3 Years (1st year on-site)

0021AB
Samsung 400FT 14” Flat Screen Monitor
3 Years (1st Year backlight)

0021AC
Panasonic LC50 15” Flat Screen Monitor
3 Years (1st year on-site)

0023AA
Diamond Speed Star 64 Graphics 2200XL 2mb DRAM ISA
5 Years

0024AC
Adaptec SCSI-ISA Adapter Kit
5 Years

0024AD
Adaptec SCSI-PCI Adapter Kit
5 Years

0025AA
Boca Research BOC-IDEG22M Hi-Perf IDE Controller
5 Years

0025AB
Dolphin Peripherals FASTPCI-4078 PCI/IO board with 2 serial, 1 parallel
5 Years

0026AA
Creative Labs Soundblaster AWE Value
3 Years (speaker)

1 Year  (card)

0027AA through 0027AD
US Robotics Internal ISA Data/Fax Modem
5 Years

0029AA
Procom PR-IDE-2000 3.5" 2.1 GB  EIDE Hard Disk Drive
4 Years

0029AB
Procom PR-IDE-4300U 3.5" 4.3 GB EIDE Hard Disk Drive
4 Years

Item Number
Proposed Product
Manufacturer’s Warranty

0029AC
Procom PR-IDE-6400U 3.5" 6.4 GB EIDE Hard Disk Drive
4 Years

0029AE
Panasonic 12X BIG  5 Internal IEDE CD-R Changer
2 Years

0030AA
Western Digital 3.5” 2.1GB SCSI Hard Disk Drive
5 Years

0030AB
Western Digital 3.5” 4.3GB SCSI Hard Disk Drive
3 Years

0030AC
Western Digital 3.5” 9.1GB SCSI Hard Disk Drive
3 Years

0030AD
Panasonic Single-Platter SCSI CD-ROM Drive
2 Years

0032AA
Black Box AT (DB9) Mouse Extension
Lifetime

0032AB
Black Box AT (5pin DIN) Keyboard Extension - 6ft
Lifetime

0032AC
Black Box PS/2 Keyboard or Mouse Extension - 6ft
Lifetime

0033AH
Black Box Female DB25 to Male DB9 Adapter
Lifetime

0034AA
Belkin RS-232 Cable – 10ft
Lifetime

0034AB
Black Box RS-232 Cable – 15ft
Lifetime

0034AC
Belkin RS-232 Cable – 25ft
Lifetime

0034AD
Belkin RS-232 Cable – 50ft
Lifetime

0035AA
Black Box Parallel Printer Cable – 6ft
Lifetime

0035AB
Black Box Parallel Printer Cable – 10ft
Lifetime

0035AC
Belkin Parallel Printer Cable – 15ft 
Lifetime

0036AA
NEC IDE Disk Drive Cable
Lifetime


0036AB
Black Box Single Ended 50 Position SCSI Cable
Lifetime

0036AC
Black Box Single Ended 68 Position SCSI-3 Ribbon Cable
Lifetime

0036AD
Black Box SCSI-1 Centronics 50 Position Active Terminator
Lifetime

0036AE
Black Box SCSI-2 MicroD 50 Position Active Terminator
Lifetime

0036AF
Belkin Power Supply Y-Cable
Lifetime

0038AC
QuickShot Headphones
3 Years

0038AG
Jensen Tool 19pc Tool Kit
Lifetime

D.1
Telephonic Support Offered

GTSI will provide all ET-1 users with technical telephonic support from its central Technical Assistance Center, located in Chantilly, Virginia, local to Washington, DC.   From all CONUS locations, as well as in Korea, Japan, Germany, Italy, and Panama, users will have access to GTSI’s technical support through toll-free telephone service.  All users in both CONUS and OCONUS locations will be provided the same level of telephonic technical support. 

Availability.  Our Technical Assistance Center will support ET-1 users 24 hours per day, 7 days per week, 365 days per year.   Our center is staffed to answer calls at all times and does not use recorded answering services.  With 24x7x365 availability and toll-free access provided for users in many countries, our central Technical Assistance Center is established to provide assistance to users in all time zones around the world, meeting the needs of all users in locations specifically cited in the solicitations provisions at Part D-1, paragraph 17.1, and cited in the paragraph above.

Services.  Through our Technical Assistance Center, GTSI will provide ET-1 users with the following:

· Order Processing and Order Tracking Information

· User Technical Assistance for problem resolution

· ET-1-specific configuration and compatibility information

· Electronic access to bug fixes, software updates, etc. 

· Electronic access to ET-1 Frequently Asked Questions

· Web site links to manufacturers’ installation guides for ET-1 products

By contacting GTSI with a delivery order number, users will be able to get confirmation of order receipt dates, order acceptance dates, order processing status and order shipment status information.  

With the delivery of each product under 

ET-1, users will be provided with contact information (e.g. a toll-free telephone number) for any technical assistance required including problem reporting, over-the-phone installation assistance, etc.    The technicians in our Technical Assistance Center are dedicated to assisting customers over the telephone to reach problem resolution.  

When users call GTSI for support, their call is answered by a technician who will own that user’s problem until it is resolved.  Even in the event that it becomes necessary to dispatch a third party (e.g. a manufacturer) to perform physical repairs, the engineer who answered the call will maintain contact with the user, providing daily status updates and continuing to provide assistance, until the problem is resolved. 

We realize that it is often difficult for a user to isolate problems to a specific component prior to placing a call for assistance.  We also realize that the ET-1 components provided under the contract will be installed for use with a variety of existing or later-purchased equipment from other sources.  Taking this into consideration, we will not only support GTSI-provided products which are under warranty (as required by the contract) but also, at no charge, all systems or components related to or operating with ET-1 products regardless of their warranty status or their source of origin.   We view this value-add as more of a necessity for our customers than a luxury and consider it part of our cost of doing business. 

While ET-1 users can get support telephonically, we also provide certain support services electronically.   Product configuration and compatibility information will be developed by our lab engineers and made available through the internet (www.gtsi.com), as will be answers to contract-specific Frequently Asked Questions (FAQs) for users’ reference.  Additionally, GTSI makes available software bug fixes, patches, updates, etc. for customers to download as desired.

To ensure we are best positioned to support ET-1 users, GTSI engineers will visit appropriate DoD locations to work with government technical specialists in reviewing compatibility requirements for older equipment and to maintain familiarity with the users’ technical environments.

Users gain support to the Center by calling a provided toll-free number for telephonic support (1-800-333-GTSI) or electronically by sending an e-mail inquiry (TECH.SUPPORT@GTSI.COM) or viewing information provided on our technical support internet site.  For users calling in, GTSI is committed to answering all calls within 4 rings and our automated call tracking system statistics reflect that we are consistently meeting and exceeding this commitment.  Most problems are resolved during the initial phone call.




