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Hardware Resources OUTSOURCING
Overview

PTCL Nerve Center situated in Islamabad run different models of Servers Including under discussion Fujitsu Siemens Servers and other hardware like storage and switches etc in their IT Infrastructure. These servers are responsible to run business critical operations and must always be available and updated with stable hardware. In order to keep the systems running, PTCL requires onsite hardware maintenance support from companies who are certified/authorized partners of Fujitsu Siemens Computers. 
Hardware Support

Hardware support consists of these,

· Maintenance and trouble shooting of all hardware components of Fujitsu Siemens Infrastructure.
· Installation, servicing and maintenance of hardware components.
Resource Assessment Survey

· Vendor would conduct an initial survey of PTCL Nerve Center, H9, Isb location to assess the hardware and other resources which would fall under support responsibility. 

· Record and review all hardware and document accordingly.

· The vendor will be required to accomplish initial survey within 02 working days of initiating the activity where as scheduled surveys need to be completed within 1 day.  

· After completion of every survey vendor is required to submit a comprehensive survey report.
Maintenance Categories

All complaints which involve hardware installation and repairs (including servicing of the equipment) fall in this category. All preventive maintenance tasks scheduled or non-scheduled are also included
Reactive Maintenance Tasks

· Troubleshooting the issue reported by PTCL 

· Replacement of faulty hardware component with required software/drivers required for its smooth functioning

· Vendor would process the request from inventory maintained at its end for PTCL

· Vendor would be required to process all hardware requests as per approved response and resolution times. 

Preventive Maintenance Tasks

Preventive maintenance tasks are to ensure integrity of the system and safety from problems that are either known to occur with the passage of time and usage, or are unforeseen yet can be avoided to some extent. Preventive maintenance tasks are divided into these general categories. 

Scheduled Hardware Maintenance Activity Cycle

· Servicing of equipment on regular basis

· Status monitoring of servers in order to prevent any criticality 

· Tagging of servers w. r. t their roles for identification and troubleshooting during an incident
· Any up-gradation if planned by the company and approved by the IT department.
· Servicing of equipment on periodic intervals
Hardware Inventory Maintenance

· New hardware for up-gradation can be provided from PTCL. 
· In case of hardware components failure, Immediate replacement of faulty part from spare’s stock as per SLA (agreed upon) 
· Maintain hardware warranty and support.

Response and Resolution

Response Time

Response time is considered to be the time at which a certain problem was attended after being submitted.
Response Method

Response method may include one or all of the following

· Telephonic Support
· Set of instructions sent via email or any text messaging system

· Personal Visit to the user’s workplace where problem is reported

Resolution Time

Resolution time is considered to be the time at which a problem was resolved and system was found up and running again exactly or better than in last known good configuration as confirmed by the user on feedback form. 


[image: image1.emf]Complaint CategoryResponse TimeResolution Time
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Roles and Responsibilities

It is the responsibility of vendor to respond to queries in a professional way and guide the customer as best as possible.

Role and responsibilities are as follows,

· Respond to the calls initiated by PTCL and providing guidance.

· Maintain call resolution hierarchy starting from technical support level 3 through technical support level 1. 

· Record all relevant complaints in the system and following the standard procedure in order to resolve the problem.

· Monitor system and server stats through the tolls provided by hardware manufacturers and provide periodic reports to administrator in case of abnormality.

· Perform scheduled hardware maintenance and servicing.

· Act on provided feedback and intimate PTCL Technical team about it status to improve the system.
BOQ for Support Agreement:
	FSC Infrastructure Detail

	S. No.
	Hardware Type
	Model
	QTY
	Serial Number

	1
	Servers
	Fujitsu Siemens TX300s4
	5
	YK7W009319

	2
	
	Fujitsu Siemens TX300s4
	
	YK7W009318

	3
	
	Fujitsu Siemens RX600 S4
	
	YK8S001419

	4
	
	Fujitsu Siemens TX300 S4
	
	YK7W002261

	5
	
	Fujitsu Siemens RX600-S4
	
	YK8S001421

	6
	FC Switches
	Fujitsu Siemens BROCADE 200E
	4
	RD190003586

	7
	
	Fujitsu Siemens BROCADE 200E
	
	RD190003608

	8
	
	Fujitsu Siemens BROCADE 200E
	
	

	9
	
	Fujitsu Siemens BROCADE 200E
	
	

	10
	SAN Storages
	Fujitsu Siemens (EMC Clariion)

CX3-10C
	2
	41E0E9EB

	11
	
	Fujitsu Siemens (EMC Clariion)

CX3-10C
	
	FCNCH070902286/6ARM001047

FCNCH074300981/6ARE100549

	12
	Tape Library
	Fujitsu Siemens FiberCAT TX24S2
	1
	


Principal Period of Maintenance
The Principal Period of Maintenance (PPM) for this agreement is on 24x7x365 basis for one year only.

Warranty/Support
1 Year Hardware/ Software warranty and onsite support. Support can be cancelled by PTCL with the notice of 01 quarter in advance notice.
Terms and Conditions for Tender

1. PTCL reserves the right to reject any/all bids without mentioning any reason.

2. Vendor should be registered in PTCL through ERP/SAP, and have allotted SAP/ERP number.

3. Rates should be inclusive of all kind of taxes and carriage/freight and installation charges etc.

4. Last date for submission of bids is  02-07-2012 till 1500 hours.
5. Bids will be opened on the same working day after last date of bid submission.

6. Bids will be sealed in envelopes and envelopes should be marked as bids/quotation.

7. Conditional bid will be rejected.

8. Refundable bid money in the name of Senior Manager, PTCL Islamabad @ 2 % of the bid value is required with the bid. 

9. Bids may be submitted at following address;

Tariq Naseer Sulehria/Manager Bill Printing, IT Operations PTCL

Room # 006, G/Floor, CDDT Building, Sector H-9, Islamabad.

Land Line:   051 – 4865352,
Mobile No. 0333 – 5737933

E-Mail:
 tariq.sulehria@ptcl.net.pk
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		Complaint Category		Response Time		Resolution Time

		Hardware		2 Hours		12 Hours






