Attachment C                                                                                                                 DAAB07-98-A-V005


1.a Comark’s Comprehensive Warranty Support Plan

Comark offers the extensive support of its manufacturer network, complemented by the Comark corporate support team and, where requested, supplemented by Wang’s International network of service offices.  All these services are offered in accordance with the terms of this agreement and are consistent with existing GSA Schedule pricing and practice.  In addition to the outstanding domestic and International commercial coverage offered through many manufacturer warranties (i.e., HP, Microsoft, etc.), Comark’s service center is centrally located in Illinois and, where warranted, provides an additional resource for nationwide coverage.  This support infrastructure is further augmented by a teaming relationship with Wang Government Services that allows the Army access to one of the premier service schedules for the addition of SLINs or time and material support to enhance and uplift the warranted support services where needed.

1.a.1 The ET-1 Warranty  

Comark provides a minimum warranty solution including all parts and labor for all equipment offered in accordance with our GSA Schedule contract or 1 year, whichever is greater.  Several of the products offered have warranties that extend beyond one year and these products are identified in Attachment A.  In accordance with the solicitation, no additional cost is required to secure the warranty support provided through our GSA Schedule and identified in this response.  During the one year Comark warranty period, Comark will pay for all shipping costs for both CONUS and OCONUS to a designated mail-back facility.

1.a.2 Software Media

All software warranties are in conformance with manufacturer specifications and, except for consumable items and software media, they have been uplifted (where necessary) to a minimum of 1 year of support.  Most software media is only covered for 90 days, but the manufacturers typically cover patches and software “bug fixes” for the required warranty period under their commercial practice.  These types of fixes are typically made available to the customer at no additional fee.  

1.a.3 Consumable Support

Consumable items are typically warranted for suitability in use, but cannot be covered for prolonged storage periods where the product is not in use.  As such, consumable warranties are typically set at 90 days

1.a.4 Extended Service and OCONUS Support

Supplemental service support is available through our relationship with Wang to uplift or enhance the standard levels of coverage provided in our GSA Schedule contract.  SLINs tied to the Wang GSA Schedule or time and material can be used to access this level of coverage.  This provides ET-1 customers with a method of warranty for other OCONUS locations not required in the solicitation.  Once incorporated, the additional SLINs will provide for non-standard repair of equipment including the means to transport the systems.  If SLINs are used, Comark will bear all shipping costs and responsibilities both to and from the Government site.  Once supplemental service is purchased, ET-1 users can request dispatch of Wang technicians and Comark will ensure that covered systems are picked up, repaired, and returned within the ordered response period to the user.  Whereas the manufacturers that are identified as providing OCONUS support under 2.f cover the mandatory locations identified in the solicitation, Wang’s Government Services and International divisions provide office support in the following locations:

United States Locations:

· Alabama

· Alaska

· Atlanta

· California

· Colorado

· Connecticut

· Florida

· Georgia

· Hawaii

· Illinois

· Maryland

· Massachusetts

· North Carolina

· Ohio

· Oklahoma

· Puerto Rico

· Texas

· Virginia

European Locations:

· Argentina

· Australia

· Belgium

· Canada

· Chile

· Colombia

· France

· Germany

· Hong Kong

· Ireland

· Italy

· Japan

· Mexico

· Netherlands

· New Zealand

· Singapore

· South Korea

· Spain

· Sweden

· Switzerland

· Thailand

· United Kingdom

1.a.5 Coverage Period 

The warranty period will commence no later than fifteen (15) calendar days after Government acceptance for CONUS shipments (excluding Alaska, Puerto Rico, and Hawaii), and thirty (30) calendar days for OCONUS, Alaska, Puerto Rico, and Hawaii.  User receipt of an item that is inoperable upon delivery will, at a minimum, be resolved in accordance with the warranty provisions of the BPA.

1.a.6 Replaced Components  

When the Comark technician replaces a defective part during the warranty period, the newly installed part will become Government property.  The defective part will become the property of Comark or its representative except that the Government may purchase defective hard drives and removable hard drives which will remain the property of the Government, as required.  The ordering Contracting Officer will negotiate price for the old drive.  The effective warranty for all replacement items installed during the initial warranty period will be the greater of (1) the remaining warranty period on the original item or (2) the 90 calendar day warranty period provided with each replacement item.

1.a.7 New or Warranted Parts  

Only new parts or parts warranted by the manufacturer (OEM) as equal to new will be utilized for replacement when repairs are made.

1.a.8 Time to Repair/Replace  

All service will be performed in accordance with standard GSA Schedule warranty terms.  Where response or level of coverage is insufficient, Comark has teamed with Wang to provide the Army the option of offering service uplift SLINs.  This will insure coverage in accordance with the solicitations required response time for all products offered under this solicitation.

1.a.9 Warranty Conditions  

The Government will be able 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 Comark will be subject to the following: (1) Comark will not be responsible for damages caused to the original equipment provided the damage results from the use of such equipment, and (2) Comark will not be responsible for defects or overall system performance degradation if such defects or performance degradation result from the use of such equipment.

1.a.10 Software Upgrades  

The effective warranty for all software upgrades will be the greater of the remaining warranty period on the original software purchased or the commercial warranty period provided with the upgraded software.

1.b Product Conformance and Value-Added Features

1.b.1 Software   

All software products offered are in conformance with the requirements of Section 2.0 of the solicitation.  In addition, the software line items meet the Year 2000 Compliant Warranty requirement under Paragraph 1.3.2 and are separately orderable in conformance with Paragraph 1.3.3.  

1.b.1.1 Initial Purchase Software

Comark will provide the latest, commercial version with documentation of the initial purchase software products.  The media for delivery of all software, except where noted otherwise in the pricing description, is in conformance with the Army’s preference for CD-ROM.  

1.b.1.2 Software Version or Competitive Upgrade

The latest version of all commercial version upgrades or competitive upgrades will be provided.  Previous versions or competitive products illegible for the upgrade will be identified in the product description provided with pricing.

1.b.2 Hewlett Packard Peripheral Products

All Hewlett Packard peripheral products offered are in conformance with Section 3.0 of the solicitation.  In addition, the peripheral products meet the Year 2000 Compliant Warranty requirement under Paragraph 1.3.2 and are separately orderable in conformance with Paragraph 1.3.3.  Comark also certifies that all products offered are Energy Star compliant in accordance with Paragraph 1.3.4 and that all necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed product offered fully operational and interoperable within the intended and identified user’s environment, will be provided.  

1.b.3 Memory Upgrades and Adapters  

All products are in conformance with the requirements for memory upgrades and adapters provided under paragraphs 4.0 and 1.2 of the solicitation.  These SLINs are separately orderable and in conformance with Paragraph 1.3.3.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed product offered fully operational and interoperable within the intended and identified user’s environment, will be provided.  Comark’s ISO 9002 Configuration Center will provide unprecedented memory integration and configuration support to fielded and delivered products.

1.b.4 Input Devices 

All input devices meet the requirements of Section 5.0 and are separately orderable in conformance with Paragraph 1.3.3.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed product offered fully operational and interoperable within the intended and identified user’s environment, will be provided.

1.b.5 Output Devices  

All output devices meet the requirements of Section 6.0 and are separately orderable in conformance with Paragraph 1.3.3.  Comark certifies that all products offered are Energy Star compliant in accordance with Paragraph 1.3.4.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed device offered fully operational and interoperable within the intended and identified user’s environment, will be provided.  

1.b.5.1 Monitors  

The monitors are VESA complaint and provide high resolution full motion images without jitters.  Monitor systems operate at CONUS (120 VAC +/- 10% at 60 Hz) and OCONUS (220 VAC +/- 10% at 50 Hz) sites using commercial grade power.  Monitors  meet the FCC’s CFR 47, Part 15, Subpart J, class B (USA) and EN 5022 Class B (International) standards for RFI/EMI.

1.b.5.2 Specialty Printer  

The printer operates at CONUS (120 VAC +/- 10% at 60 Hz) and OCONUS (220 VAC +/- 10% at 50 Hz) sites using commercial grade power.  The printer meets the UL 1950 (USA) and IEC 950 (Europe) standards for electrical safety.  The printer also meets the FCC’s CFR 47 Part 15, Subpart J, class B (USA) and EN 55022 Class B (International) standards for RFI/EMI.

1.b.6 Expansion Boards 

All expansion boards meet the requirements of Section 7.0 and are separately orderable in conformance with Paragraph 1.3.3.  Comark certifies that all products offered are Energy Star compliant in accordance with Paragraph 1.3.4.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed device offered fully operational and interoperable within the intended and identified user’s environment, will be provided.  

1.b.6.1 Video Cards

The video cards are VESA compliant and provide high resolution full motion images without jitters.

1.b.6.2 Internal Modem Cards

The internal modem cards include necessary drivers for Microsoft (WFW 3.11, Win 95, Windows NT 4.0, Solaris, Novell UnixWare, and SCO UNIX OSs) unless these drivers are provided as part of the fielded OSs.  Comark will obtain Host Nation Approval for OCONUS modems within six months of contract award

1.b.7 Secondary Storage Devices

All secondary storage devices meet the requirements of Section 8.0 and are separately orderable in conformance with Paragraph 1.3.3.  Comark certifies that all products offered are Energy Star compliant in accordance with Paragraph 1.3.4.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed device offered fully operational and interoperable within the intended and identified user’s environment, will be provided.  These devices will include necessary drivers for Microsoft (WFW 3.11, Win 95, Windows NT 4.0, Solaris, Novell UnixWare, and SCO UNIX OSs) unless these drivers were provided as part of the fielded OSs.

1.b.7.1 Floppy Disk Device

The floppy disk device is internally mounted and maintain the systems’ FCC’s CFR 47 Part 15, Subpart J, class B (USA) and EN 55022 class B (International) certification.

1.b.7.2 IDE Drives

The IDE devices are internally mounted and maintain the systems’ FCC’s CFR 47 Part 15, Subpart J, class B (USA) and EN 55022 class B (International) certification.

1.b.7.3 SCSI Devices

The SCSI devices are either a Fast Wide SCSI-2 or Ultra SCSI interface and are internally mounted.  The devices are connected to the SCSI controllers specified in solicitation paragraphs 7.2.c and 7.2.d.  The SCSI devices maintain the systems’ FCC’s CFR 47 Part 15, Subpart J, class B (USA) and EN 55022 class B (International) certifications.

1.b.7.4 Parallel Port Devices

The parallel port devices are external devices and operate at CONUS (120 VAC +/- 10% at 60 Hz) and OCONUS (220 VAC +/- 10% at 50 Hz) sites using commercial grade power.  The parallel port devices meet the UL 1950 (USA) and IEC 950 (Europe) standards for electrical safety.  The parallel port devices maintain the systems’ FCC’s CFR 47 Part 15, Subpart J, class B (USA) and EN 55022 class B (International) certification.  The parallel port devices also include a six-foot parallel cable and necessary drivers for Microsoft (WFW 3.11, Win 95, Windows NT 4.0, OSs) unless they are provided as part of the fielded OSs.

1.b.8 Extension Cables and Adapters

All extension cables and adapters meet the requirements of Section 9.0 and are separately orderable in conformance with Paragraph 1.3.3.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed device offered fully operational and interoperable within the intended and identified user’s environment, will be provided.

1.b.9 Accessories and Consumables

All accessories and consumables meet the requirements of Section 10.0 and are separately orderable in conformance with Paragraph 1.3.3.  All necessary hardware, BIOS, connectors, software drivers, and documentation required to make each proposed device offered fully operational and interoperable within the intended and identified user’s environment, will be provided.

1.b.10 Training and Alternative Documentation

All training and alternative documentation meets the requirements of Section 11.0 and is separately orderable in conformance with Paragraph 1.3.3.

1.b.11 Contract Management

Comark Federal Systems is familiar with the Army’s requirements for review process and has the expertise and resources to comply with the planning and controlling activities necessary to meet the requirements of this BPA.  Weekly order activity, monthly status reports, current ordering catalogs, and equipment failure reports will all be fielded in accordance with the terms of the contract and best commercial practices.  Comark recognizes the importance of open communication and proactive marketing of these types of contracts and we are prepared to partner with the Army to optimize and increase our representation across all eligible agencies and clients.  Comark also looks forward to participate in the Army’s industry-renowned Project Status Reviews. 

1.b.11.1 Worldwide Site Support

Comark has also strategically partnered with Wang Federal to provide the Army with access to Wang’s worldwide support network.  Where commercial warranties fail to meet the Army’s mission critical or security needs, Comark is positioned to offer supplemental support through Wang’s GSA Schedule and commercial support network.  This provides the Army the flexibility to add GSA-based specialty SLINs or placing time and material requests under the ET-1 ordering process. 

1.b.12 Configuration Management.

Comark is familiar with DoD requirements for configuration control and is prepared to fully support the Army’s requirements under Section 13.0.  Within 30 days of award, Comark will supply the Government DD Form 61 and will provide regular and timely notification of any and all changes to manufacturer equipment and software offered on the BPA.  Comark will implement manufacturer-sponsored changes to correct safety hazards or equipment malfunctions in accordance with mutually agreed schedules and at no additional cost to the Government.  New software releases will be announced, distributed, and supported, pursuant to Government direction, throughout the manufacturer’s warranty period and distribution will be at no additional cost to the Government.

1.b.13 Installation

Comark will install and test all internal personal computer equipment available on the BPA in its ISO 0992 Configuration Center.  With the Army’s support, Legacy systems can be used to perform pre-delivery test of the functionality and compatibility of internal devices.  No special tools will be required for the Government to install any equipment including separately orderable items and Comark will provide the original manufacturer’s serial numbers for equipment supplied under this BPA.

1.b.14 Documentation

Comark will provide the commercially available, comprehensive documentation as required by the BPA, and as ordered by the users.  Commercially available written instructions to users for performing operator maintenance will also be supplied.  Again, no special tools will be required to perform the operator maintenance.

1.b.15 Warranty

Comark will provide warranty support in accordance with the amended terms of Section 16.0 of the solicitation and Section 2.b.

1.b.16 Telephonic Support

Comark will provide telephone support in accordance with the terms of Section 17.0 of the solicitation and Section 2.d.

1.b.17 Order Processing

Comark is familiar with Government requirements for order processing and is experienced in acceptance of hard copy and electronic media orders.  Comark will accommodate the US Army COPO by using the prescribed formats for Government credit cards.  Comark has an automated ordering system that will process all orders within hours of receipt.

1.b.18 Quality Assurance

The ISO9002:94 certified Comark Configuration Center is independently certified at the industry’s highest levels of quality assurance.  Accordingly, Comark will implement and maintain these same standards for all ET-1 shipments.  Furthermore, the Comark Configuration Center is equipped to provide the customer with staging support.  Customers that require integrated units to be delivered at specific intervals over a specified period of time can have their needs met by having Comark integrate, test and hold the equipment until it is requested to be shipped out.  This facilitates standardization across multiple configurations while facilitating customer needs for specialized support.

1.b.19 Delivery

Comark will use its established commercial distribution service and practices to meet ET-1 needs.  Comark’s commercial deliveries are, on average, completed within 1 day of order receipt for stocked items.  With access to Comark’s on-hand inventory of $100 million, the shipping response for ET-1 will become an industry benchmark.

1.c World-Wide Telephonic Support

Comark offers toll-free, 1-800 access (CONUS only) to its Tier-1 certified help desk.  Open communication and facilitation of customer problem resolution is critical to Comark’s Federal mission.  While offering a single point of contact for fielding inquiries and support issues, the Comark team also provides the Army with a redundant set of support tools to insure that questions and issues are always addressed on a real-time basis.

1.c.1 The Comark Support Desk.

With a staff of 12 full time technicians, and an automated callback support system, Comark provides the Army with a single resource for 24-hour response capability.  Order status and technical support will all be provided through our single toll free number.

1.c.2 OCONUS and 24 Hour Support

This industry leading service is also available to OCONUS locations, but toll free service has not yet been established outside of the 1-800 network for the Comark support desk.  Based on traffic volume, extended support capability can be added to our support desk capability, but current volumes allow technicians to field after-hour calls on a beeper-based call back basis.  Currently, this is the most efficient means to meet customer off-hour needs using top-level support technicians.  

1.c.3 Web-Base Support

To facilitate International customer support and augment the 1-800 support, Comark will provide web access to ET-1 order information and technical support technicians through our web site.  This gives customers global support across all types of platforms and provides a ready back up to our call-in support.  It also allows technicians the time to research complicated issues while providing users with hard copy responses for ease of implementation or filing.

1.c.4 The Teaming Advantage

Comark’s teaming relationship with MicroAge also provides ET-1 users with access to one of the top call-in support networks available.  With direct access to today’s top manufacturing technicians, the MicroAge network is available to support software sales and supplement the Comark hardware support.  Combined with the potential for local access to the Wang network of service offices, the US Army has access to multiple avenues for support.

1.c.5 Call Reporting

Comark’s support desk will track each call in accordance with the provisions of the solicitation.  Users will be provided with a daily status report on the call status as well as a final report when the call is resolved.  Final resolution is to include a work around solution until the problem is corrected in the next release or version of the product.  Calls placed to teaming partner networks should also be reported to the Comark center for proper tracking and resolution reporting.

1.c.6 Telephonic Support Personnel.  

Comark’s telephonic support service personnel are certified in Tier 1 technologies and will have sufficient training and expertise to recommend corrective actions for hardware and software problems.  They also have access to extensive manufacturer research networks and technicians.  This expertise extends beyond the technologies fielded under this solicitation and that facilitates Comark’s ability to trouble shoot the products intended for integration in and interoperation with Army Legacy systems.  All Comark telephone support personnel  speak and understand English.

1.d Alternative Terms

As addressed in Section 2.b, Comark provides a minimum warranty solution including all parts and labor for all equipment offered in accordance with our GSA Schedule contract or 1 year, whichever is greater.  Several of the products offered have warranties that extend beyond one year and these products are identified in Attachment A.  In accordance with the solicitation, no additional cost is required to secure the warranty support provided under GSA or, where feasible, upgraded to meet the basic requirements by Comark.  There are, however, a few clarifications and exceptions to the warranty support requested in the solicitation and the specific products impacted are identified below:

1.d.1 Software

Except for the physical media used to transport the product, software manufacturers typically do not recognize their products as covered under conventional warranties.  Accordingly, Comark is extending the manufacturer media warranties offered under GSA and advising the Government that software defects and bugs will be corrected in accordance with the manufacturer’s commercial practices.  These types of repairs typically extend for the support-life of the product and meet the Army’s requirement for 1 year of support.

1.d.2 Consumables

Consumables (CLIN 0039) are warranted for suitability in use, but may not be covered for prolonged periods of storage.  Accordingly, most manufacturers only offer 90-day warranties to cover defective shipments.  The warranties cannot be extended to cover the product after it has been consumed or after it has been subjected to inordinately prolonged periods of inactivity.

1.e Extended Manufacturer Warranty

Extended manufacturer warranties for individual items are annotated with each CLIN/SLIN in Attachement A.
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