PURPOSE 	5220


(Revised 9/89)





The EDP equipment maintenance policies ad guidelines are to be applied by State departments in determining the appropriate maintenance coverage for EDP and telecommunications equipment installed under State contracts.





MAINTENANCE POLICIES 	5220.1


(Revised 10/91)





EDP and telecommunications equipment maintenance shall be performed by State personnel when the technical expertise is available and the service can be provided in a timely manner.  If maintenance service is performed by private sector individuals or organizations, the services shall be acquired through the competitive bidding process.





Public Contract Code Section 12102(a) states that, "Acquisition of electronic data processing and telecommunications goods and services shall be conducted through competitive means, except when the Director of General Services determines that (1) the goods and services proposed for acquisition are the only goods and services which can meet the state's need, or (2) the goods and services are needed in cases of emergency where immediate acquisition is necessary for the protection of the public health, welfare, or safety."





Maintenance contracts for any State-owned EDP or telecommunications equipment which do not meet the conditions for sole source justification must be competitively bid.  SAM Section 5220.2 contains requirements for competitive bidding of maintenance contracts.  These requirements are to be applied in the development of the maintenance specifications and the procurement document must contain the specifications.


�
GUIDELINES FOR COMPETITIVE BIDDING 	5220.2


(NEW 6/83)





When State agencies do not have justification to sole source a maintenance service contract, they must competitively bid the maintenance service.  The procurement document will include specifications delineating the specific criteria which must be met for a bid to be responsive.





Considerations in developing the specifications will include but not be limited to factors such as:  (1) criticality of the applications being processed and the State program being served; (2) geographical location of the installed equipment; (3) reliability and maintenance record of the equipment.  The following guidelines have been developed to assist State agencies in performing an objective evaluation of the maintenance requirements.  They should be viewed as a flexible set of general criteria for use in developing and tailoring the specifications which best meet the needs of each State EDP installation.  The guidelines are intended to assist and prompt the State agencies in their development of maintenance requirements and should not be interpreted as standards or mandatory requirements.  Any blanks are there by design to serve as an indication that specific parameters need to be determined by State agencies.  Paragraphs labeled "consideration" are for emphasis of various points of considerations and not to be used verbatim.  Specific criteria should evolve from the general criteria as technical maintenance agreement specifications for competitive bidding.





A.	Type of maintenance plans to be considered if the decision is made to not use State personnel:


1.	Manufacturer-provided maintenance.


2.	Third party using manufacturer maintenance staff.


3.	Third party with service company providing maintenance personnel.


B.	General Criteria for Maintenance Service of EDP Equipment:


1.	Facilities (on-site-vendor option)


Intent:	To ensure that the maintenance personnel is given the necessary space and operating facilities within the State site to allow him to make the necessary repairs.





Consideration:	State should provide space and facilities for maintenance staff and for the storage of spare parts; tools, test equipment, manuals, and other equipment necessary to maintain the system in good working order.  Such space and facilities should be located in reasonable proximity to the equipment and should be secured by locks.





2.	Response Time


Intent:	To protect against unwarranted delays in providing maintenance services.





Consideration:	Response time is obviously limited by the distance between the service organization's office and the State site; and the availability of public or private transportation between the two locations.  Service response time is very critical when several on-line and batch systems require % or greater availability to its users.  Response time for a trouble call should be no more than 	 hours unless the site has the ability through use of backup equipment to get around the failing component and continue to provide the same level of service.  In this case, a 	 hour response time would be acceptable.  For remote sites, depending on individual requirements, this may vary up to 	 hours.
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3.	Parts Availability


Intent:	To protect against extended downtime of equipment by reason of parts unavailability.





Consideration:	Repair times for electromechanical failures depend a great deal on the physical modularity with which the equipment is constructed and the speed with which the failing component can be accessed and replaced.  The rapid isolation and the ability to easily replace it does little good unless the service organization provides suitable spare parts to their service personnel.  Spare parts availability should be based upon an evaluation of the failure potential and resulting damages to State operations from extended downtime due to the failure to have the necessary components.  If the site has on-site maintenance personnel a high percentage of spare parts should also be on-site to support the installed equipment.





	It will be up to the maintenance service organization to have spare parts on-site, locally stocked, etc., based on the type of contract available.  The State should not determine the spare parts required, but should specify the Mean Time To Repair (MTTR) on devices and let the service organization manage.  There should be credit to the State if the MTTR  is exceeded.





4.	Multi-level Support


Intent:	To minimize the time needed to repair malfunctioning equipment by requiring a procedure whereby service personnel must call for assistance.





Consideration:	A service personnel's difficulty in finding out exactly what's wrong with the equipment can be due to inexperience on his part, to the complex nature of the equipment, to poor diagnostic tools, etc.  In the great majority of equipment failures, the actual repairs are accomplished quickly, while most of the maintenance time is spent in isolating the failing components.  When a Customer Engineer (C.E.) responds to a maintenance call and the machine malfunction has not been diagnosed and repair begun within 		 hours from the time of arrival of the service personnel, the service organization must provide second level technical support.  In the event that 	 additional hours elapse from the time of response of the second level of technical support and the machine is still not repaired, the service organization must provide third level technical support.  The State should be advised of these escalations when they occur.





5.	Engineering Changes


Intent:	To ensure that the equipment meets upgraded manufacturer standards.





Consideration:	Equipment are subject to engineering changes made for improvements in maintenance capability, for improvements in performance, or safety feature, new productions, or to correct defects.  When engineering changes represent enhancements which are generally only sold for extra cost and will effect an increase in the price of later marketed equipment, the State entity should have the option to purchase them.  However, certain engineering changes are generally required and adopted to simplify maintenance and to increase the reliability of the equipment and should be installed on the State equipment immediately after their announcement.
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	The control and installation of engineering changes will differ depending on the maintenance service plan.  When third parties bid the maintenance, they must also perform the engineering changes at the State's option whether a no-cost item or not.





6.	Customer Engineer Experience


Intent:	To ensure that service personnel are qualified to accurately diagnose and effectively correct equipment failures.





Consideration:	Service personnel abilities vary widely from individual to individual.  If the service personnel has been properly trained and has good skills, the actual repair time will approach that established by the service organization.  The service organization should be required to provide documentation which describes the qualifications, to include experience by equipment type and time spent on each, for all service personnel assigned.





7.	Qualification of Service Organization


Intent:	To ensure that a service organization is qualified organizationally, financially, and experience wise to provide an effective level of service.





Consideration:	The technical complexity of EDP equipment maintenance is of such importance that a customer should always attempt to validate his expectations for equipment service performance by personal contact with other customers of the prospective service organization.  Personal validation is the best indicator of the performance (track record) of the service organization, regardless of the claims made by the service organization.





8.	Maintenance Documentation/Diagnostic Materials


Intent:	to establish the responsibility for maintenance of documentation/diagnostic materials required to service the installed equipment.





Consideration:	Documentation/diagnostic materials, which are the basis for performing equipment maintenance, are continuously revised and updated.  The responsibility for keeping the documentation up-to-date resides with the service organization.





9.	Maintenance Management Responsibility


Intent:	To establish the responsibility for managing the maintenance of equipment.





Consideration:	EDP equipment requires preventive maintenance which should be based upon a plan for regularly scheduled checkups to forestall failures and to detect and replace components which are getting close to the failure point.  The management of a planned program of preventive maintenance resides with the organization providing the maintenance service.





10.	Credit for Non-Operating Equipment


Intent:	To recover some rebate if the service organization fails to correct a malfunctioning component promptly.
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Consideration:	The service organization should be committed to providing a certain effectiveness level and remedies should be imposed when the equipment fails to perform to the standard during a stipulated period.  At the very minimum, a customer (State) should be entitled to a rebate of the minimum charges in the event such maintenance does not keep the equipment properly operational.





	If the contractor fails to correct a malfunctioning component within a specified time, some credit should be due to the State.  If customer engineer is unable to correct equipment problems by either adjustments, repairs, or parts exchanges and restore the affected equipment to good working order, the State shall be entitled to recover actual damages not to exceed $		*.  A credit would be initiated against monthly maintenance charges for any non-operating equipment with either a continuous period of 12 hours or more of non-performance or for a period totaling 14 or more non-continuous hours of non-performance in one calendar day.





	*Normally limited to one month's maintenance charges.





11.	EDP Maintenance Data Recording


Intent:	To formally record all data pertaining to the incident or malfunction as the basis for resolving disputes between the contractor and the State in respect to the contractor's performance under the terms and conditions of the maintenance contract.





Consideration:	Prompt and accurate recording of maintenance records has a direct effect on the evaluation of contractor performance in the areas of response time, equipment availability, credit for non-operating equipment, qualification of service organization, etc.  The EDP maintenance data recording procedures are outlined in the SAM Section 5013.  The responsibilities of the State and the contractor in regards to completion of the EDP maintenance record should be clearly delineated.
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