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Workstation Maintenance and Support Plan
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1.0 Customer Process

________________________________________________

Customer Requirements

Transition from workstation installation to maintenance:

County representative completes checklist

County representative signs acceptance document

Documentation is presented to HHSDC project manager

HHSDC project manager approves commencement of maintenance

HHSDC project manager informs Western Blue of approved maintenance commencement date

Workstation Replacement counties will be given names and telephone numbers for hardware support.  The workstations will also be tagged with the service phone number and month/year of service expiration.  As part of the RFQ deliverables, counties will also receive a spreadsheet listing the new equipment installed in their county.

Once the workstation installation is completed, new workstation information will be entered in the Western Blue Customer Database.  Western Blue generates service calls and monitors all activity by the workstation serial number (service tag).

Problem Determination

All counties will do some reasonable "Problem Determination" (PD) on any issue, Co-Exist Counties as usual, will filter through their Help Desk and call Boulder IBM for CWS application related issues.  For Hardware issues they will call the hardware vendor (IBM, Gateways, Western Blue/Dell) for support as usual.

Dedicated counties will call Boulder/IBM for CWS application related issues and the hardware vendor Western Blue/Dell etc. for hardware related issues.   If IBM Boulder determines the county call to be “hardware” related they will refer the customer caller to the hardware vendor. The ticket will be assigned to “Qstate” for issue tracking.  Once the issue is confirmed as resolved with the hardware vendor and customer the State will close the ticket.  

2.0 Scope of Maintenance

_______________________________________________________

2.1 Service Call Procedure

After determining a problem is processor or monitor hardware related, contact Western Blue at: 1-800-660-0430 or 916-366-0708
service@westernblue.com

2.2 Single Point of Contact

When you contact Western Blue with an issue, they will ask you to participate in some limited phone-based troubleshooting to identify the root cause of the potential problem.  Prior to placing the service call, Western Blue would appreciate the County end user to run the BIOS Hard Drive diagnostic.  Instructions to run the diagnostic will be given to the County SPOC at completion of their installation.  Western Blue’s focus on remote troubleshooting can help minimize overall system downtime by getting the issue quickly fixed remotely or helping us to dispatch the right part (if necessary) - all in an effort to get your system up and running as quickly as possible with a repaired system on the first call. 

You will help the technician serve you better if you have your operating system version, and serial number (service tag) of your desktop available.  Let the technician know what error message you are getting and when it occurs, as well as what steps you may have already taken to solve the problem. If Western Blue cannot resolve the issue over the phone, a service call will be placed to dispatch the appropriate part(s) and a service technician, if necessary. 

Maintenance Deliverables

Western Blue will deliver a weekly status report describing all workstation maintenance activity through the term of the contract to HHSDC.  This report will include the following:

· Escalation plan for maintenance services activity and related customer support issues

· The date, time of day, and number of service calls opened in the previous week by the county

· The description of problem, county, and user identifier

· The description of the problem reported, date and time of problem resolution

· Description of the reason for any failure to meet “time to repair” goals by county

3.0 Escalation Plan

__________________________________________________

3.1 Service Exceptions

In accordance with the maintenance services specifications of the RFQ, the contractor must respond to service calls within 4 business hours and complete service activity 24 hours after the initial service request was made.  Since the initial call will be placed to the service provider, Western Blue will act as the first point of escalation.

If the County has not received an initial call back from Western Blue within 4 business hours, please call: 800-660-0430 or 916-366-0708.  Western Blue Service will escalate the call appropriately within its organization.

If the County’s problem has not been resolved within 24 business hours, Western Blue will provide an imaged desktop as a loaner until the problem is resolved.  Certain larger sites will have pre-imaged loaners on site, all others will receive a machine directly from Western Blue. 

The State CWS Operations Support staff will act as a point of escalation on vendor related service problems, review maintenance reports and sign off on quarterly invoices.

The State Contract Manager for the Western Blue/Dell workstation contract is D.Spiegle at CWS Operations Support in Sacramento, she can be reached at 916-263-1108.  Counties can also relay service related concerns to their Customer System Support Consultant (SSC), contact numbers are on the CWS Web site at;

http://www.hwcws.cahwnet.gov/Contactlist/SSClist.asp
4.0 Billing Process

__________________________________________________

Invoicing

Western Blue will invoice the State quarterly for maintenance beginning the 1st (first) week of the 3rd (third) month after the maintenance commencement date established in 1.1 above.  Each County will be individually invoiced quarterly based on their completed installation date.  

If Western Blue fails to meet the 72 hour problem resolution time period, the State will withhold payment until problem items are resolved.

� For Co-Existent counties that receive “drop shipped” equipment, this date will be the date received by the county.
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