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Proc Folder :

Solicitation Description :

Proc Type :

Date issued Solicitation Closes Solicitation Response Version

Solicitation Response

Purchasing Division
2019 Washington Street East

Charleston, WV 25305-0130
Post Office Box 50130

State of West Virginia

485225

Addendum 1-IBM 3rd Party Network Equip Maintenance

Central Contract - Fixed Amt

2018-09-27

13:30:00

SR 1300 ESR09261800000001533 1

 VENDOR

VS0000009419

Custom Hardware Engineering & Consulting INC

Comments:

Total Bid : Response Date: Response Time:Total Bid : 

Solicitation Number: CRFQ 1300 STO1900000002

$31,140.60 2018-09-26 11:51:21

We appreciate the opportunity to expand our IBM service work with the state. Please see all
enclosed attachments and let us know if you have any questions. cbraun@cheservice.com

FOR INFORMATION CONTACT THE BUYER

Signature on File FEIN # DATE

All offers subject to all terms and conditions contained in this solicitation

FORM ID : WV-PRC-SR-001

Jessica S Chambers

(304) 558-0246
jessica.s.chambers@wv.gov
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 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

1 Please see the attached Exhibit A
Pricing Page

$31,140.60

81111803

Please see the attached Exhibit A Pricing Page for requested pricing information.

Comments: Please review our attachments, and contact me with any questions. We appreciate the opportunity to expand our IBM
service work with the State. cbraun@cheservice.com
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      Chris Braun, Maintenance Sales Executive

       1576 Fencorp Drive, Fenton, MO 63026
             ph:215-917-5179  fax: 636-305-1441

       cbraun@cheservice.com













Custom Hardware Engineering & Consulting, Inc. (dba:CHE Consulting, Inc)

                                       David L. York/President

David L. York, President/CEO 

  


Ph: 636-305-9669  Fax: 636-305-1441 
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Jonathan Koebbe

636-305-9669 ext 20
636-305-1441

jkoebbe@checonsulting.com
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Proc Folder:

Doc Description:

Proc Type:

Date Issued Solicitation Closes Solicitation No Version

Request for Quotation
State of West Virginia

2019 Washington Street East
Purchasing Divison

Post Office Box 50130
Charleston, WV 25305-0130 21 Info Technology

485225

Addendum 1-IBM 3rd Party Network Equip Maintenance

Central Contract - Fixed Amt

2018-09-18 2018-09-27
13:30:00

CRFQ 1300 STO1900000002 2

 BID RECEIVING LOCATION

  VENDOR                                                                                                                   

Vendor Name, Address and Telephone Number:

BID CLERK

DEPARTMENT OF ADMINISTRATION

PURCHASING DIVISION

2019 WASHINGTON ST E

CHARLESTON WV 25305

US

FORM ID : WV-PRC-CRFQ-001

All offers subject to all terms and conditions contained in this solicitation

DATEFEIN # Signature X 

FOR INFORMATION CONTACT THE BUYER

Jessica S Chambers
(304) 558-0246
jessica.s.chambers@wv.gov
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1576 Fencorp Drive, Fenton, MO 63026
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 ADDITIONAL INFORMATION:                                                                                                        

Addendum

Addendum No.01 issued to publish and distribute the attached information to the vendor community.

************************************************************************

 The West Virginia Purchasing Division is soliciting bids on behalf of the WV State Treasurer's Office (STO) to establish a contract to provide 3rd
Party Hardware Maintenance Services on certain existing servers, storage arrays and networking devices that are going end of life (EOL) and end
of support (EOS) via the original equipment manufacturer per the specifications and terms and conditions as attached.

 INVOICE TO                                                                                                           SHIP TO

WEST VIRGINIA STATE TREASURERS OFFICE
322 70TH ST SE

CHARLESTON WV25304

US

WEST VIRGINIA STATE TREASURERS OFFICE - CAPITOL
BLDG 1 RM E-145

1900 KANAWHA BLVD E

CHARLESTON WV 25305

US

 Line Comm Ln Desc Qty Unit Issue Unit Price Total Price

1 Please see the attached Exhibit A
Pricing Page

Comm Code Manufacturer Specification Model #

Extended Description :

81111803

Please see the attached Exhibit A Pricing Page for requested pricing information.





Date: 9/26/2018  
Contract Start Date: (TBD)  
Customer:  State of West Virginia

Period of Performance: TBD  
CHE Quote # 12607
CHE and End-User Customer Confidential for Internal Use 

Per Section 4.1.1/4.1.2 - PRODUCTION SITE EQUIPMENT
Part No. ModelNumber Description Qty Cost Each- Per Month-7X24X4 Extended Total - Per Month-7X24X4

 7309-HC3 IBM 73Q9-HC3 IBM BNT Rack Switch G8264R 1 $100.00 $100.00
 8852-HCl IBM BLADECENTER H IBM BladeCenter H Enhanced 14-slot Chassis 1 $29.10 $29.10

7875  - ACl IBM  BLADECENTER HS23 IBM BladeCenter HS23 Blade Server 7 $14.65 $102.55
2858- E21 IBM N6240C IBM N6240 2-node/2-Chassis NAS Disk Array 1 $660.25 $660.25

 2857-006 IBM EXN3500 IBM 24-Slot SAS SFF Disk Enclosure 5 $165.05 $825.25
Production Site TOTAL    $5,151.45
(Through Jan. 31, 2019)
Note: Assumes November 1, 2018 Start
Per Section 4.1.1/4.1.3 -DISASTER RECOVERY (DR) SITE EQUIPMENT
Part No. ModelNumber Description Qty Cost Each - Per Month - 8X5XNBD Extended Total - Per Month - 8X5XNBD

 7309-HC3 IBM 7309-HC3  IBM BNT Rack SwitchG8264R 1 $90.00 $90.00
 8852-HCl IBM BLADECENTER H  IBM BladeCenter HEnhanced 14-slot Chassis 1 $18.65 $18.65
 7875-ACl  /BM BLADECENTERHS23  IBM BladeCenter HS23 BladeServer 7 $9.35 $65.45

2857- A24 IBM N6240C IBM N6240 Dual-node Disk Array 1 $175.55 $175.55
 2857-006 IBM EXN3500 IBM 24-Slot SAS SFF Disk Enclosure 5 $105.65 $528.25

DR Site TOTAL      $2,633.70
(Through Jan. 31, 2019)
Note: Assumes November 1, 2018 Start
Per Section 4.1. 2.3 - Renewals for PRODUCTION SITE. Renewals must be mutually agreed upon, and will be based on the following service renewal terms:

THREE (3) Month Renewal Term -Production Site
Part No. Model Number Descript on Qty Cost Each- Per Month-7X24X4 Extended Total - Per Month-7X24X4

 7309-HC3 IBM 7309-HC3 IBM BNT Rack Switch G8264R 1 $100.00 $100.00
 8852-HCl  IBM BLADECENTERH IBM BladeCenter H Enhanced 14-slot Chassis 1 $29.10 $29.10
 7875-ACl  IBM BLADECENTERHS23 IBM BladeCenter HS23 Blade Server 7 $14.65 $102.55

2858- E21 IBM N6240C IBM N6240 2-node/2-Chassis NAS Disk Array 1 $660.25 $660.25
 2857-006 IBM EXN3500 JBM 24-Slot SAS SFF Disk Enclosure 5 $165.05 $825.25

TOTAL for 3 months $
Production Site TOTAL    $5,151.45

SIX (6) Month Renewal Term -Production Site
Part No. Model Number Description Qty Cost Each- Per Month-7X24X4 Extended Total - Per Month-7X24X4
7309- HC3 IBM 7309-HC3 IBM BNT Rack Switch G8264R 1 $100.00 $100.00

 8852-HCl IBM BLADECENTER H JBM BladeCenter H Enhanced 14-slot Chassis 1 $29.10 $29.10
 7875-ACl IBM BlADECENTER HS23 IBM BladeCentt!r HS23 Biade Server 7 $14.65 $102.55

2858- E21 IBM N6240C IBM N6240 2-node/2-Chassis NAS Disk Array 1 $660.25 $660.25
 2857-006 IBM EXN3500 IBM 24-Slot SAS SFF Disk Enclosure 5 $165.05 $825.25

TOTAL for 6 months $
Production Site TOTAL    $10,302.90

Per Section 4.1.2.3 - Renewals for DISASTER RECOVERY SITE. Renewals must be mutually agreed upon, and will be based on the following service renewal terms:

THREE (3) Month Renewal Term - DR Site
Part No. Model Number Description Qty Cost Each - Per Month - 8X5XNBD Extended Total - Per Month - 8X5XNBD

 7309-HC3 IBM 7309-HC3 IBM BNT Rack Switch G8264R 1 $90.00 $90.00
 8852-HCl IBM BLADECENTER H IBM BladeCenter H Enhanced 14-slot Chassis 1 $18.65 $18.65
 7875-ACl IBM BLADECENTER HS23 IBM BladeCenter HS23 Blade Server 7 $9.35 $65.45

2857- A24 IBM N6240C IBM N6240 Dual-node Disk Array 1 $175.55 $175.55
 2857-006 IBM EXN3500 IBM 24-Slot SAS SFF Disk Enclosure 5 $105.65 $528.25

TOTAL for 3 months $
DR Site TOTAL      $2,633.70

SIX (6) Month Renewal Term - DR Site
Part No. Model Number Description Qty Cost Each - Per Month - 8X5XNBD Extended Total - Per Month - 8X5XNBD
7309- HC3 IBM 7309-HC3 IBM BNT Rack Switch G8264R 1 $90.00 $90.00
8852- HC1 IBM BLADECENTER H JBM BladeCenter H Enhanced 14-slot Chassis 1 $18.65 $18.65

 7875-ACl IBM BLADECENTCR HS23 IBM BladeCenter HS23 Biade Server 7 $9.35 $65.45
2857- A24 IBM N6240C IBM N6240 Dual-node Disk Array 1 $175.55 $175.55

 2857-006 IBM EXN3500 IBM 24-Slot SAS SFF Disk Enclosure 5 $105.65 $528.25
TOTAL for 6 months $
DR Site TOTAL      $5,267.40

TOTAL BID AMOUNT of all sites (3 and 6-month terms). Award will be evaluated based upon total bid amount. Initial award will be of be purchased

Schedule of Services 

Customer Contact: jessica.s.chambers@wv.gov

CHE Confidential for internal use of End-User recipient



sections 4.1.1-4.1.3. Additional terms may  via change order at the discretion of the agency.

$31,140.60

 PLEASE NOTE:  This proposal contains system configuration, pricing, and other business information that has been developed by CHE Consulting Inc.
 using proprietary methodologies designed to provide optimal solutions to your firm’s business needs as you have expressed them to us. The information contained 
 herein is therefore confidential in nature and is to be treated as your firm would treat it's own confidential information and not disclosed to any employee of your firm
 not having a need to know or anyone who is not an employee of your firm without our express written permission.
 Quoted prices are exclusive of applicable taxes.  Buyer is responsible for any taxes associated with this transaction as required by the applicable tax jurisdiction for 
 this transaction.  If Buyer is exempt from tax, then Buyer agrees to provide a valid sales tax exemption certificate prior to Seller ordering the equipment
 NOTE:  CHE may require up to one month notification prior to entitlement

The prices on this Quote do not include any applicable taxes or levies, which shall also be paid by customer upon invoice by CHE.

Agreed To By, the undersigned, Authorized Customer Representative

By (Sign):_______________________________________________________

Name (Print or Type):_____________________________________________

Title:___________________________________________________________

Date:__________________________________________________________

This CHE Quote is subject to the terms and conditions specified in the (i) applicable signed, maintenance related agreement between CHE and Customer; or (ii) if none, to the appropriate, standard CHE 
maintenance related agreement in effect on the date of this Quote, a copy of which shall be made available upon request.  Customer may accept this Quote by (a) signing this Quote and returning it to CHE; (b) 
issuing a purchase order referencing this Quote to CHE for the items identified on the Qoute; or (c) sending an email or other writing to CHE accepting this quote.  Once accepted, this Quote, including the payment 
obligations, becomes a binding order under the applicable agreement.

The prices on this Quote (i) reflect the configurations, service levels and/or other characteristics set forth herein; and (ii) are valid until thirty (30) days after the date of this Quote.  Please submit your acceptance to 
CHE before this price validity period ends in order to ensure your receipt of the pricing listed on this Quote.

The maintenance period for each item shall start and end on the corresponding dates set forth herrein, unless otherwise sooner terminated in accordance with the governing agreement.  Any changes to the 
commencement, duration or expiration of a maintenance period or to a configuration stated on this Quote require the approval of CHE.

CHE Confidential for internal use of End-User recipient
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Objective 
Since 1997, CHE has provided enterprise systems maintenance support services. CHE Consulting is a 
current provider of IBM maintenance services to the State of West Virginia. Our company understands 
the objective of the State of West Virginia to achieve cost savings, without degradation of service, and 
administrative convenience by contracting with a full service, professional, systems support 
maintenance services provider.  

Scope of Work 
CHE provides all labor, materials, supervision, parts, management, scheduling, tools, transportation, and 
diagnostic equipment necessary in order to support the systems repair services requirements for the 
equipment listed in this RFP.   

Minimum Qualifications: 

1. Twenty (+) years in the business of providing computer hardware maintenance support services. 

2. Financial Stability, proven track record, and growth required to remain a long term viable service 
provider to the State of West Virginia and fulfill the commitments of this contract.  Please refer 
to Dun & Bradstreet for an in depth review of our financial strength. 

3. CHE is an independent systems services integrator and is able to service the equipment listed 
within this RFP’s equipment listing. 

Company Background 
CHE is one of the nation’s largest independent maintenance support services providers, specializing in 
multi-platform, enterprise systems.   We currently provide services in thirty-seven (37) states and are 
trusted by federal, state and local governments, Fortune 100, 500 and 1000 Companies, and more!  CHE 
is able to provide a consolidated approach to systems maintenance as an alternative to the OEM’s 
extended warranty programs. CHE is able to directly support the following equipment platforms; IBM, 
Quantum, HP, EMC, Oracle/SUN/ STK, Compaq, McData, Brocade, Dell, and many others.   

CHE – “Four Corners” Support Model 
CHE provides a support and delivery model that is not only extremely unique but is also unmatched in 
the third party maintenance industry.  We provide a four corners support model that includes access to: 

 System Helpdesk Engineers – They are the first to respond to our customers, tracking the call 
from inception through resolution.  These engineers have access to all internally- developed 
diagnostic tools, equipment knowledge databases, equipment quick fixes, and national parts 
inventories.  Each engineer has field “hands on” experience.  In many instances they contact 
customers before customers even know they have a problem, and most important, they know 
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the problem resolution. The helpdesk is available to our customers 24 hours a day, 7 days a 
week, via a toll free number. 

 On-Site Customer Engineers – The “heart and soul” as well as the face of our company.  These 
systems services experts’ performance is measured on how many systems outages they 
“prevent”, not just what they “react” to.  They have access to all internally- developed and 
machine- resident diagnostic tools, equipment knowledge databases, equipment quick fixes, 
and locally on site pre-certified and tested spare parts.  They are restricted from parts swapping 
or scavenging parts from other whole systems (a.k.a. “hot spares”).  

  Systems Platform Experts – To ensure the highest level of systems availability, alleviate “finger 
pointing”, and provide backup to our on-site support teams are highly skilled systems platform 
experts.  Each member has a superior knowledge base for every systems platform we maintain.  
These experts focus on problem prevention through continuous research of manufacturer’s 
systems updates and engineering changes.  Each team member provides information to our 
customer engineers that assist in guiding our customers to prevent outages by informing them 
of known microcode and firmware updates that provide systems resolutions to problems before 
they occur. 

 Corporate Equipment Laboratory – CHE has a state-of-the-art equipment lab located at our 
corporate headquarters.  Installed in the lab are full running systems for every critical platform 
maintained by CHE.  Our lab based engineers are dedicated to certifying every systems part 
before being issued to a customer.  No part issued by our company will be dead on arrival, no 
matter what supplier we purchased it from, to include the manufacturer.  Our Systems 
Programmers utilize these systems to refine and continue to develop our own systems 
diagnostic remote support tools.  Our Systems Trainers utilize the systems to accommodate our 
Customer Service Engineers’ hands on hardware repair training program.  Finally, these systems 
are utilized to emulate service incidents that go beyond just hardware repair, and aid in faster 
problem identification and resolution.  CHE is singly accountable to our customers’ systems and 
we never stop until systems operation is restored.   

By integrating these four corners of service, CHE meets all of the key requirements to be your single 
point of contact for datacenter maintenance support. 

 First to Respond 

 Expert Systems Predictive Troubleshooting 

 Certified Parts, Full-Time Employed Engineers, (No Parts Swapping or Scavenging) 

 R&D Laboratory staffed with Engineers & Systems Programmer Support 

 Systems Remote Monitoring for Preventive/Proactive Services 
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System Availability Is Our Focus 
CHE customers enjoy unparalleled systems availability.  It is our 100% focus and belief that customers 
pay us to prevent systems failures versus reacting to them.  We only provide quotes for the services we 
can actually provide.  Our focus remains on core systems platforms; they are enterprise servers 
(mainframes), midrange servers, servers, tape storage, and disk storage.  This focus on succinct systems 
platform support has allowed us to become experts in the industry and allows us to provide a consistent 
service delivery model for all customers.  We take great pride in delivering services that others in this 
industry cannot deliver, and it allows our customers to develop complete trust, confidence, and respect 
for our company and their locally assigned Customer Service Engineers.  

 
Service Requirements  

a) CHE will provide maintenance services for equipment presently owned by The State of West 
Virginia as listed within the below “Schedule of Services” during the contract term for the items 
outlines within request: CRFQ 1300 STO1900000002. 

b) Cost of CHE Services Include: 

i. All maintenance fees for the services to be provided include all costs, including but not 
limited to labor, travel time, and expenses. 

ii. CHE Customer Service Engineers have been fully trained and certified on each system 
platform they service.  Each Customer Service Engineer has received certification 
training from the OEM during their employment with the OEM, in addition to internal 
training classes for product platforms that are no longer taught by the OEM. 

iii. CHE follows the prescribed recommendations, procedures, and best practices 
recommended by the OEM within the folds of their technical documentation when 
providing corrective equipment services.  CHE exceeds the recommendations of the 
OEM when providing preventative maintenance service (PM).  CHE utilizes 
recommended OEM parts that are either new, equivalent to new, or certified as new for 
parts replacement. 

iv. CHE has a team of systems platform expert engineers (a.k.a. Product Specialists) that is 
responsible for tracking and monitoring microcode, firmware, engineering changes, or 
product recalls issued by the manufacturer of the systems.  This information is 
subscribed to by our company and is held within the systems of our National Support 
Center (NSC) via our equipment Knowledge Database.  We advise our customers of any 
required actions needed to enhance the functionality, performance, or reliability of their 
systems during our Monthly Reports and during regularly scheduled customer meetings. 

v. Customer Service Help Desk hours of operation and escalation procedures:  CHE owns 
and operates our own Help Desk, based in Fenton, Missouri.  Our Help Desk is available 
to customers 24 hours a day, 7 days a week.  System Help Desk Engineers are staffed to 
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manage, track, and triage service incidents.  These engineers are employees of CHE (not 
outsourced).  Our Help Desk is your “single point” of contact for all service incident 
information.  These engineers have “field hands on” systems experience and have 
access to all internally- developed diagnostic tools, equipment knowledge databases, 
equipment quick fixes, and national parts inventories.  Calls are received either through 
equipment that are eligible and connected to our remote monitoring tools, or from you 
our customer.     

Escalation Process 
Escalations customarily occur in one of two ways.  First, an escalation can be requested at any point in 
the service process by any member of the support team, including our customer.  When this occurs 
multiple personnel within CHE are immediately notified, including: 

Corporate Executive (President) – David L. York 
Director of Operations – Courtney Rogers 

CHE Customer Service Help Desk Manager – Jonathan Koebbe 
System Platform Expert (Product Specialist) – James Beck 

Operations Manager – Jack Judy  
Sales Account Executive – Chris Braun 

Customer Service Engineer – William Vandenbosch 

Second, an escalation can occur due to time lapsed on a service incident.  This simply means that CHE 
follows a strict service incident process that has time allowances for each step of the service delivery 
process.  If any of these situations are not met, listed below, and we run the risk of exceeding a time 
stamp allowance, then the Help Desk MUST escalate.   

1. Customer opens a service request with our Customer Service Help Desk 

2. CHE Customer Service Engineer must pick up the call from the Help Desk within 10 minutes of 
being paged; contact customer with estimated time of arrival 

3. CHE Customer Service Engineer must contact help desk immediately upon arrival at the site 
meeting response time SLA 

4. CHE Customer Service Engineer must report to help desk after an hour of being on site with 
status of repair work 

5. If repair has not been accomplished by the Customer Service Engineer after being on site for two 
hours, then the service incident must be escalated to the Regional Manager (RM).  The RM will 
assess the overall progress being made by the Customer Service Engineer and is empowered to 
engage Help Desk Engineers and Systems Platform Experts, if necessary. 

6. If repair has not been accomplished by the Customer Service Engineer after being on site for 
four hours, then the service incident must be escalated to the Director of Operations.  The 
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Director of Operations is empowered and responsible to insure that the RM, Systems Platform 
Experts, Help Desk Engineers, and the full breadth of all company resources are available to 
resolve the incident with a clear cut action plan to resolve the incident. The Director of 
Operations must brief the customer of all actions being taken by the company to resolve the 
service incident.  

7. If repair has not been accomplished by the Customer Service Engineer after six hours, it is 
required that the Director of Operations escalate the service incident to the President.  The 
President will review the action plan and actions taken by the support team and will direct 
further actions to resolve the incident, up to and including machine replacement.  The President 
will contact the customer personally to provide an update as to how the service incident will be 
resolved. 

CHE will provide continuous communications to the State of West Virginia in the event of any service 
incident escalation during the contract term.  This will be accomplished via bridge calls and e-mail.  At 
the conclusion of any escalated service event, we will issue a written Root Cause Analysis (RCA) report to 
the customer followed by a meeting to discuss areas where improvement can be made to insure that a 
similar occurrence on a service incident will not happen again. 

Equipment Repair Services 
A. CHE will provide break/fix repair services for equipment owned by the State of West Virginia as 

listed in the Schedule of Services.  We will provide, at no additional charge, predictive and 
preventative equipment repair services.  We will accept additional equipment during the 
contract term so long as we have the proper infrastructure to support the equipment.  Thirty 
days advanced written notice to add equipment to the contract would be appreciated.  The 
equipment repair services costs include all labor, travel time, tools, test equipment, diagnostics, 
documentation, and parts necessary to restore malfunctioning equipment to full operation.   

B. CHE will respond to the State of West Virginia requests for repair services with qualified repair 
personnel.  CHE will commence equipment repair services by responding on site as outlined in 
the schedule of services.  

SLA Choices, Our Commitment, and Guarantee 
CHE believes in total flexibility for every customer, and we do not believe that “one size fits all” 
customers for their systems services requirements.    We guarantee our customers that we will arrive on 
site within the time required, and we will repair the system within the time frame required.  Find below 
some service level agreement options that fit within most customer’s system needs, but rest assured 
that if one of these options doesn’t fit, we will tailor the precise performance standards required and 
price it fairly. 
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Mission Critical Systems 

24 hours per day, 7 days a week, with a 2 or 4 hour response time guarantee option.  CHE Customer 
Service Engineer will arrive on site within 2 or 4 hours.  Parts necessary to effect repair for the systems 
will be stored on site.    Systems restore time options are available upon request with pricing adjusted 
accordingly.   

Office Production Systems 

5 days per week, 9 hours per day, with a 4 hour response time guarantee.  Under this service option, 
CHE, unlike others in the industry, will respond to a service request within 4 hours so long as the service 
request is received during the contracted services window.  Example: The service window for a customer 
is from 8:00 a.m. until 5:00 p.m., Monday through Friday.  The customer places a systems service 
incident request at 4:55 p.m. on a Friday.  The CHE Customer Service Engineer, in this example, will 
respond to the service request not later than 8:55 p.m. Friday.  Even when a system under this support 
option is outside of its coverage window, our Customer Service Help Desk will accept the service request 
and have a Customer Service Engineer be on site the next business morning.  Critical parts necessary to 
effect repair for the systems that would render the device not operational will be stored on site. 

Non Mission Critical Systems 

Next Business Day (NBD) response time guarantee.  Under this service option, our customers receive 
increased savings but still have the luxury of regional parts availability that most companies will not 
provide.  Systems that are ideal for this services option are those that have high availability, redundancy, 
or operate in environments that can afford to wait for services until the next business day.  Our 
Customer Service Help Desk will accept calls for service incidents on these systems platforms at any 
time.  The CHE Customer Service Engineer will respond by the next business day for these service 
incidents.  Parts necessary to effect repair for the systems will be provided at a minimum the next 
business day after problem diagnosis.  This service plan option is Monday through Friday, and excludes 
service provision on weekends or holidays.  

Parts Inventory Management 
A. CHE has methodical disciplined processes and procedures to provide our customers with high 

quality and high availability of parts to support systems platforms placed under contract with 
our company.  We provide parts that are new, equivalent to new, or certified as new for every 
systems platform we maintain.  Parts’ swapping between systems platforms is strictly 
prohibited, as is scavenging parts from whole systems platforms (hot spares).  This section will 
describe the CHE approach to parts inventory management. 

B. CHE does not apply surcharges of any type for the delivery or shipping of parts and supplies for 
our firm fixed price maintenance customers.   
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CHE has a unique, no additional cost approach in providing parts for systems platforms we support.  We 
place the parts inventory on site for each customer we have under contract.  This approach increases 
equipment restore time in the event of an outage, as well as assists in preventing outages before they 
occur.   In an industry where companies continue to outsource and pool inventory resources to strategic 
geographies, CHE remains committed to providing on site spare parts for all of our firm fixed price 
maintenance customers.  This commitment eliminates the risk of having no parts available, or having to 
wait for a part to be shipped in when needed.  Identifying the parts a customer requires to support their 
system platforms is the key to being successful.  We accomplish parts identification through a thorough 
comprehensive on site systems platform audit prior to our contractual responsibility beginning.  Prior to 
our maintenance service responsibility commencing, we must have the parts on site and available on 
day one.  Please find below the information we gather prior to commencement of the services contract: 

 System Platform Serial Number 

 System Configuration 

 System Part Numbers 

 System Engineering Level 

 System Firmware Level 

 System Microcode Level 

 System Location and Point of Contact 

CHE has invested in complete systems platforms that mirror our customers systems.  By having a 
complete system on hand, this allows us to test and certify every component part that is being issued to 
our customers no matter where we have purchased the part from.  Through this approach our 
customers are assured that there will be no “dead on arrival” parts for their systems.  By having 
complete systems, it also allows us to pre-install the necessary firmware or microcode required for any 
part for any system we maintain.  Another advantage in our investment in complete systems platforms 
is that it allows us to bench repair defective parts for reuse.  This aids our customers in being able to 
extend the useful life of systems platforms they have installed. 

Parts inventory management would not be complete without having a proper software program to 
manage it all.  CHE conducted an analysis of software programs in the industry available to manage our 
customer’s inventory and found none of them suitable based on our unique parts inventory program.  
That is why we had our Systems Programmers develop our own software product that fit precisely in 
what we provide to our customers.  The product is very robust; web based, and provides access to every 
team member responsible for providing service to our customers.  When a Customer Service Engineer 
utilizes a part for our customer’s systems platform, an automated replenishment order is generated.  
This ensures that the one to one relationship between parts required and parts on hand remains at 
consistent levels.  The program automatically notifies the Customer Service Engineer and Logistics 
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supply team of those parts that are eligible for bench repair and issues the return material authorization 
document necessary for the part to be received back and repaired timely.   

Monthly Reports – Meetings 
CHE makes available to each of our customers monthly reports of systems services activities.  These 
reports include all systems services activity performed by your service team to include; remedial 
maintenance services delivered (response time, restore time, and parts availability), preventive 
maintenance services performed (systems malfunctions prevented and parts replaced to prevent the 
failure), equipment failure trends, and did we meet our SLA guarantees.  CHE requests that a person to 
person review meeting also be held on a monthly basis.  These types of meetings are very important 
because they insure that there is ongoing communication between CHE and our customers.  We need 
our customers feedback to make sure we are meeting the service requirements, insure that we are 
aware of any special project, make sure we are out in front of any systems asset changes, and identify 
other services that may be of value to you the State of West Virginia. It is also a great time for us to 
provide you information on systems updates, upgrades, and engineering changes recommended by the 
OEM.   

Even though CHE provides detailed monthly reports for systems service related activities, individual 
systems services incident reports can be provided at any time.  In fact, the Customer Service Help Desk 
technicians have secured web portal access to internally developed tools, SAM and FED-AA, to provide 
our customers detailed individual systems incident reports at any time via e-mail.  The web portal is 
secured to protect the privacy and sensitive information for each customer.  CHE can provide reports in 
a variety of formats so that our customers can make internal use of the information within their own 
data system management programs. 

System Upgrade Services 
CHE will provide you the State of West Virginia systems upgrade services to correct systems defects that 
have been identified by the OEM.  There is no additional charge for these services so long as the systems 
are at current supported levels when our systems responsibility begins.  Systems upgrades that increase 
memory, storage, or channel capacity are available for an additional fee.  The services will be provided 
at a time that will not interfere with your operational mission.  These services are made possible 
through subscriptions, reseller relationships, and internal research provided by our Systems Platform 
Experts.  The State of West Virginia is notified of the availability of the systems upgrades during our 
monthly meetings.  CHE will provide our internal release notes for the systems upgrades upon request 
by the customer.  While CHE strongly recommends that our customers install systems upgrades 
identified by the OEM that correct systems defects, we do understand that sometimes due to Operating 
Systems issues a customer may not be able to have the upgrade installed; we do not force our 
customers to install the upgrade when this is the case.  When this is the case CHE will instead work with 
you to determine the benefits or tradeoffs, if at a later date you would like the upgrade installed. 
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Invoicing 
CHE provides detailed invoices per your format and requirements on either a monthly, quarterly or 
annual basis.   

Managing Your Account 
CHE assigns a dedicated professional team to service our customers. The State of West Virginia will 
enjoy the focused no nonsense approach in working with CHE for all key aspects of the services we 
provide.   

 Business Manager – totally responsible for contract management and general customer 
requests.  This individual is available to you Monday-Friday, 8 A.M. to 5 P.M. to support our 
customers’ requests for contract changes, pricing questions, or general information requests. 

 Platform Experts Manager – totally responsible for setting up systems review sessions to insure 
microcode, firmware, engineering changes, and frequent failure trends are addressed.  This 
person acts as your technical advocate to insure solid systems performance. 

 Sales Executive – a representative that is available to insure we deliver what we committed to, 
ensure that a strong business partnership is developed, and can also offer strategic ideas and 
programs to our customers. 

 Operations Manager – responsible to supervise and oversee the service delivery of the customer 
service engineers.  Additionally monitors all service call activity and ensures CHE meets our SLA 
guarantees for our customers. 

 Director of Operations – responsible for Quality Assurance, customer satisfaction, and customer 
retention.  This individual is also fiscally responsible for the management of our customers 
across the U.S. 

Remote Systems Monitoring 
CHE is an industry leader in our development of remote systems monitoring technology.  Through our 
development and use of these systems support tools, for eligible equipment, data center managers have 
the assurance of knowing that we are on the job 24 hours each and every day.  We are not only able to 
meet our SLA guarantees through use of these technologies but we are able to prevent failures to 
systems prior to them occurring.   Find below a brief description of each tool we have developed to 
support your systems which clearly demonstrate why we succeed where others fail. 

 Site Account Manager (SAM) – contains a complete inventory listing of equipment under 
contract with our company.  Contains customer point of contact, systems location, and 
configuration data. Provides systems service history during the contract term to include 
preventive and remedial services provided.  Provides customer service engineer availability for 
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primary and backups. Contains responsible manager information with escalation paths 
automated. 

 Parts Account Management System (PAMS) – contains your on-site parts inventory, as well as 
CHE parts inventories at all locations across the U.S.  Generates automated parts replenishment 
orders when a part is consumed and tracking information.  Provides parts cross compatibility 
information, and most commonly used parts for systems under contract with our company. 

  Serial Error Reporting Peripheral Activity (SERPA) – provides EMC CLARIION disk systems error 
log off loads. 

 Field Engineer Dispatch-Auto Alert (FED-AA) – automatic systems service calls generated for 
predefined critical error data sets received from our support tools. Also provides current 
systems service call status.  

Conclusion 
CHE believes that we have provided the State of West Virginia with a technically superior, flexible, and 
fairly priced offering for the services required on your systems.  We also believe that it is plain to see 
why CHE provides “Simply Better Maintenance Services” and others within this industry segment fail.  
We thank you for your consideration of our offering and look forward to entering into a strong lasting 
partnership with your organization.  
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 ADDITIONAL INFORMATION:                                                                                                        

The West Virginia Purchasing Division is soliciting bids on behalf of the WV State Treasurer's Office (STO) to establish a contract to provide 3rd
Party Hardware Maintenance Services on certain existing servers, storage arrays and networking devices that are going end of life (EOL) and end
of support (EOS) via the original equipment manufacturer per the specifications and terms and conditions as attached.
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1 Please see the attached Exhibit A
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Please see the attached Exhibit A Pricing Page for requested pricing information.
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