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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 Enterprise Mainframe Server
Maintenance - s/n 68D77

12.00000 MO $1,889.000000 $22,668.00

81111812

(1) IBM zBC12 Model 2828-H06 zEnterprise mainframe server.  Serial number 68D77.  The server capacity setting is
Model 2828-U02, downgraded to Model 2828-S02.  The server contains two IFLs and one zIIP engine. Per RFQ and
Appendix "B".

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

2 Virtualization Engine Server
Maintenance - s/n 78H4077

12.00000 MO $1,414.600000 $16,975.20

81111812

Charleston Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4077)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

3 Virtualization Engine Server
Maintenance - s/n 78H4070

12.00000 MO $1,235.000000 $14,820.00

81111812

Flatwoods Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4070)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

4 Tape Library Maintenance - s/n
78A4126

12.00000 MO $367.500000 $4,410.00

81111812

Flatwoods Site Maintenance - Tape Library Equipment List Per RFQ and Appendix "A" (s/n 78A4126)
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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 :

5 Optional Renewal per 4.1.1 (year "2")
- s/n 68D77

12.00000 MO $1,889.000000 $22,668.00

81111812

(1) IBM zBC12 Model 2828-H06 zEnterprise mainframe server.  Serial number 68D77.  The server capacity setting is
Model 2828-U02, downgraded to Model 2828-S02.  The server contains two IFLs and one zIIP engine. Per RFQ and
Appendix "B".

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

6 Optional Renewal per 4.1.1 (year "2")
- s/n 78H4077

12.00000 MO $1,414.600000 $16,975.20

81111812

Charleston Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4077)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

7 Optional Renewal per 4.1.1 (year "2")
- s/n 78H4070

12.00000 MO $1,235.000000 $14,820.00

81111812

Flatwoods Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4070)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

8 Optional Renewal per 4.1.1 (year "2")
- s/n 78A4126

12.00000 MO $367.500000 $4,410.00

81111812

Flatwoods Site Maintenance - Tape Library Equipment List Per RFQ and Appendix "A" (s/n 78A4126)
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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 :

9 Optional Renewal per 4.1.1 (year "3")
- s/n 68D77

12.00000 MO $1,889.000000 $22,668.00

81111812

(1) IBM zBC12 Model 2828-H06 zEnterprise mainframe server.  Serial number 68D77.  The server capacity setting is
Model 2828-U02, downgraded to Model 2828-S02.  The server contains two IFLs and one zIIP engine. Per RFQ and
Appendix "B".

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

10 Optional Renewal per 4.1.1 (year "3")
- s/n 78H4077

12.00000 MO $1,414.600000 $16,975.20

81111812

Charleston Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4077)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

11 Optional Renewal per 4.1.1 (year "3")
- s/n 78H4070

12.00000 MO $1,235.000000 $14,820.00

81111812

Flatwoods Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4070)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

12 Optional Renewal per 4.1.1 (year "3")
- s/n 78A4126

12.00000 MO $367.500000 $4,410.00

81111812

Flatwoods Site Maintenance - Tape Library Equipment List Per RFQ and Appendix "A" (s/n 78A4126)
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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 :

13 Optional Renewal per 4.1.1 (year "4")
- s/n 68D77

12.00000 MO $1,889.000000 $22,668.00

81111812

(1) IBM zBC12 Model 2828-H06 zEnterprise mainframe server.  Serial number 68D77.  The server capacity setting is
Model 2828-U02, downgraded to Model 2828-S02.  The server contains two IFLs and one zIIP engine. Per RFQ and
Appendix "B".

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

14 Optional Renewal per 4.1.1 (year "4")
- s/n 78H4077

12.00000 MO $1,414.600000 $16,975.20

81111812

Charleston Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4077)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

15 Optional Renewal per 4.1.1 (year "4")
- s/n 78H4070

12.00000 MO $1,235.000000 $14,820.00

81111812

Flatwoods Site Maintenance - Virtualization Engine Server Per RFQ and Appendix "A" (s/n 78H4070)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

16 Optional Renewal per 4.1.1 (year "4")
- s/n 78A4126

12.00000 MO $367.500000 $4,410.00

81111812

Flatwoods Site Maintenance - Tape Library Equipment List Per RFQ and Appendix "A" (s/n 78A4126)



             

 

 

 

December 12, 2016 

West Virginia Office of Technology 
RESPONSE TO Request for Quote ISC1700000011  

For 

Mainframe and Tape Library Maintenance 

 

Custom Hardware Engineering & Consulting 

DBA: CHE Consulting, Inc. 

 

1576 Fencorp Drive 

Fenton, MO, 63026 

 

Point of Contact:  Dewey Garrett – Business Development Executive 

dgarrett@cheservice.com 

Office: 479.365.2782 

Cell: 479.899.5003 

 
 
 
 

DUNS: 176686574 
TIN:  364128326 
Business size: Small Business 
CCR: Yes 
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CHE is pleased to respond to West Virginia Office of Technology (WVOT) Request for Quote 

for IBM Mainframe and Tape Library Maintenance. WVOT’s stated objective is to enter into a 

contract with a qualified Small Business firm to provide hardware maintenance and repair 

service for IBM Mainframe and Tape Library Equipment. 

At CHE, we are capable of providing a wide range of service delivery capabilities to meet your 

objectives.  Our key to achieving this is having a Single Point of Contact (SPOC) that can 

provide problem management and resolution based on our knowledge and experience of the 

equipment. CHE is committed to understanding your needs, meeting or exceeding your 

requirements and expectations, delivering Total Customer Satisfaction, and creating value for 

WVOT. 

In an increasingly competitive and complex world, businesses must concentrate their resources 

on maintaining a competitive advantage and strategic direction within their core competence 

rather than on day-to-day support operations. CHE has the qualifications and expertise to 

develop a business proposition that will provide WVOT with significant total cost of ownership 

reductions, driven by superior Customer Support and Maintenance Services.   

Extremely important is CHE’s support solution that includes: 

 Single Point of Contact (SPOC) 

 Fixed pricing for the entire contract term 

 Program Management and administration to provide total interface with WVOT on all issues 

 Extensive in-depth knowledge of all hardware in your environment 

 Industry recognized tools, technology, and processes to sustain a competitive advantage for 

WVOT 

 Demonstrated experience in support services in a multi-vendor environment 

 Ability to integrate additional post-warranty requirements for WVOT business into the model 

 Customer Support Engineers that will meet or exceed your response time objectives 

 Compliance to regulatory and industry standards 

 Simplified invoice statements that are easy to review and reconcile  
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 A corporate executive team dedicated to the major goal of improving TCO to our customers 

and thereby creating value for WVOT 

 

At CHE we have demonstrated our ability to work closely with our customers to provide the best 

service and price possible.  Every aspect of our organization…the skills of our people, the 

quality of our processes and the capability of our technology is built around one common 

goal…to deliver exceptional service quality.  Having such a tight focus on service also gives us 

keen insight into the impact that it has on customer satisfaction, brand preference and loyalty, 

customer retention, total-cost-of-ownership, and margin growth.  

CHE has developed an extremely successful track record in meeting our customers’ requirements 

and in satisfying needs for support.  We will continue to leverage this cumulative experience to 

provide WVOT with responsive, high quality technical support while delivering quality services 

and meeting or exceeding Service Level Requirements. 

Our reputation as a leading independent provider of maintenance and support services was 

established due to our ability to work with our customers to deliver the service required.  What 

CHE does better than any other maintenance vendor is providing our customers with customized 

solutions that offer flexibility, guaranteed service results and bottom line cost savings over that 

which customers pay the OEM.   
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Objective 
Since 1997, CHE has provided enterprise systems maintenance support services. Our company 

understands the objective of WVOT 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.  All local Customer Service Engineers are W-2 employees of our company, 

and CHE will NOT utilize subcontractors to deliver services that we are proposing. 

Minimum Qualifications: 

1. Nineteen (+) 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 WVOT 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 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, HP, EMC, 

Oracle/SUN/ STK, Compaq, McData, Brocade, Dell, and many others.  With our unique on site parts 

stocking philosophy, and internally developed diagnostic tools, CHE is able to provide the most 

responsive and comprehensive level of maintenance service in the industry. 
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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 

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.   
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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 

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.  Our company is committed to using all W-2 support personnel 

in systems support; we do not rely upon “subcontractors” or “business partners” to handle any of the 

services we provide.  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 the IBM mainframe and tape library equipment 

presently owned by WVOT as identified within the equipment list during the contract term. 

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 
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providing corrective equipment services.  CHE exceeds the recommendations of the 

OEM when providing preventative maintenance service (PM).  CHE will provide the 

Government POC the recommended preventive maintenance schedule for the 

equipment under contract our schedule will meet or exceed the OEM preventive 

maintenance recommendations.  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 

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.  No matter which manner the Help Desk is contacted a service incident is 

opened and recorded in our internal systems.  If the service incident is initiated by our 

remote monitoring tool, the engineer contacts the customer.  If the customer calls 

directly, the engineer will assist in further triaging the call, systems repair/recovery 

procedures, and will issue a service incident number to the caller for future 

tracking/documentation.  Within 10 minutes of the placed call, the local Customer 

Service Engineer is required to pick up the call, contact the customer, and provide the 

customer with an estimated time of arrival.  Our Help Desk takes care of problems on 

the front end for a seamless service experience; we do not require our customers to 

jump through hoops to get a Customer Service Engineer on site.   

From this point, because of our Help Desk engineer, your local Customer Service 

Engineer already knows what the problem is, how they are going to repair the problem, 

and what part is going to be used out of your on-site parts inventory.  Since CHE invests 

in full running systems for every critical equipment platform we maintain, our 

customers are assured that every part we have purchased, no matter where it was 

purchased from, to include the manufacturer, has been certified as operational prior to 
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placing that part on site.  This alleviates “dead on arrival” parts situations as 

experienced by not only the manufacturer but especially other third party maintainers.   

SCOPE  
CHE will maintain all equipment per the prescribed standards as stated within the folds of the OEM’s 

technical documentation; this maintenance service includes scheduled preventive maintenance based on 

the specific needs of the individual machines and on-call remedial maintenance.  Replacement parts will be 

OEM authorized revision-controlled replacement parts.  These particular parts, when utilized, either meet 

or exceed the acceptance test standards as outlined in the OEM’s technical documentation. 

CHE will provide all necessary maintenance, labor, repair parts, maintenance supplies, tools, test 

equipment, materials, supervision, documentation, training, diagnostics and micro-code (please see Micro-

code section below) required to perform in accordance with the contract specifications and keep the 

equipment in good operating condition.  Transportation required to provide the above supplies and 

materials will be provided by CHE.  Maintenance service will be provided by fully trained and competent 

maintenance personnel. 

REQUIREMENTS 
As illustrated above CHE provides fully trained maintenance personnel to perform all necessary 
maintenance, labor, repair parts, maintenance supplies, tools, test equipment, materials, supervision, 
documentation, training, diagnostics, and micro-code (please see Micro-code section below) required to 
perform in accordance with the contract specifications and keep the equipment in good operating 
condition.  Transportation required to provide the above supplies and materials will be provided by CHE.  
Maintenance service will be provided by fully trained and competent maintenance personnel. 
 
CHE provides support for large IBM (or compatible mainframe processors running IBM OS/390 operating 
systems, virtual memory systems, IBM and OEM disk and tape subsystems, Hierarchical Storage 
Management (HSM), standard installation maintenance practices and installation administrative details 
such as the creation and maintenance of an Account Maintenance Guide. 

Maintenance 
CHE will respond to WVOT’s requests for repair services with qualified repair personnel. CHE will 

commence equipment repair services for your IBM mainframe Tape Library systems, 7 days a week, 24 

hours a day, 365 days a year. When onsite support is required, CHE will dispatch a Customer Service 

Engineer to arrive onsite within 4 hours.  
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Preventive Maintenance 
CHE enforces vigorous preventive maintenance (PM) policies in support of our customers to ensure our 
success as a maintenance service provider.  PM shall include review of machine error logs, running 
diagnostic programs to screen for potential errors on the schedule recommended by the equipment 
manufacturers, lubrication, necessary adjustments and replacement of parts required to keep the 
equipment in good working order. 
 
CHE will perform on-site preventive maintenance for the equipment listed in the schedule according to 
the current practices recommended by IBM in the supplied maintenance documentation including such 
notices as service newsletters and maintenance bulletins.  
 
CHE will perform PM at a time other than the Government’s prime period of maintenance in accordance 
with current practices recommended by IBM technical documentation. The PM schedule will be 
established during hours that are mutually agreeable between WVOT and CHE. 

Microcode/Firmware Upgrade Services 
CHE will provide WVOT field modification 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 our IBM Agreement dated 26 Nov 1999, the customers license agreements with the OEM, 

reseller relationships, and internal research provided by our Systems Platform Experts.  WVOT will be 

notified of the availability of the systems upgrades.  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. 

Remote System Monitoring 
 CHE offers IBM equipment Remote Support Facility (RSF) support to our customers via our Blue Bayou 

Error Data Reporting System.  CHE remote systems monitoring support via Blue Bayou includes 

equipment presently installed at WVOT that supports such off-site notification. Each element of remote 

support as it pertains to the units that are capable of such support is completely server and web base 

driven.  Each device, when a critical error is encountered, will call home to the CHE National Support 

Center; which is monitored 24 hours per day.  CHE’s customer service representatives can dial into the 

unit experiencing the error and perform, via the diagnostic code resident on the device, tests to localize 
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the failure as well as advise the customer of actions to take during the failure. 

Comparing and contrasting CHE’s diagnostic capability via Blue Bayou to what IBM offers shows that the 

CHE and IBM solutions are exactly the same.  The only differentiating factor is the telephone number 

that the device telephones when a malfunction occurs. The only difference in the CHE’s Blue Bayou call-

home solution to that of IBM’s is the national support center where system error data is off loaded.  In 

other words, the telephone number within the HMC is changed for the off-loading of error data to the 

CHE utilized support center instead of the system dialing the telephone number for the IBM support 

center.  IBM system predefined critical error data information is dialed out and off loaded to CHE via 

encryption and sent via secure protocols, and an automatic service call is initiated to the responsible 

CHE technician via our Customer Service Help Desk and Dispatch Center.  

In addition CHE, just like IBM, configures auto paging alerts to the technicians, product specialists, and 

regional managers responsible for the accounts and systems. CHE can also configure auto alerts via 

email for designated WVOT staff to receive the same notifications we do at the same time we are 

receiving them.  

Parts Availability 
CHE prefers to store critical spare parts onsite or in a local storage facility in close proximity to ensure 
maintenance parts are available on a round-the-clock basis.  CHE critical spare parts include all items 
contained in the OEM’s commercially available spares kit for the devices under contract. Repair parts 
will be onsite in sufficient time to comply with the Government’s repair time requirements. 
 
CHE maintenance service will include parts and the use of tools and test equipment necessary for the 
maintenance of the equipment being serviced. CHE provides all tools and test equipment necessary for 
the maintenance of the equipment including, but not limited to, specialized Maintenance Diagnostic and 
Test devices required to diagnose problems and to see that equipment is operating correctly.  Only new, 
or parts equivalent to new in performance which have been factory or Depot-tested and refurbished, 
are used in effecting repairs. CHE tests and certifies all replacement parts in our Parts and Certification 
Facility prior to shipment to customers’ accounts for repair of equipment (please see Parts Inventory 
Management Section below).     
 
Repair parts will be replaced at the best available Field Replaceable unit level as defined by the 
equipment manufacturer’s published maintenance documentation. CHE Customer Service Engineers will 
not attempt to repair faulty modules on site if the equipment was designed for the replacement of 
modules. 
 
The level of replacement of worn or defective parts shall be consistent with the OEM’s design of the 
equipment. CHE will repair or replace all faulty parts or components maintained under this solicitation. 
This responsibility includes furnishing all needed cables, cabinets, housings, power supplies, fans, circuit 
boards, assemblies, and any other item necessary to restore the equipment to proper operating 
condition, at no additional cost to WVOT. 
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Only new, or parts equivalent to new in performance which have been factory or Depot-tested and 
refurbished, are used in effecting repairs. CHE will not use replacement parts which would result in the 
OEM refusing to support the equipment in question. 
 
Maintenance parts shall be furnished on an exchange basis with the replaced parts becoming the 

property of CHE once equipment in which parts have been replaced is restored to normal operation and 

accepted by the Government as being operational.   

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.   

CHE has a unique 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.  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 
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 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.  Our company does not assume that 

just because we purchased a part from the manufacturer that the part is good.  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 

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.   

Parts supply chain management is one of the primary focus areas of CHE.  This focus area assures our 

customers that we will meet our onsite parts stocking level guarantees as well as our systems restore 

time guarantees.  We accomplish this through dedicated parts inventory staff whose sole responsibility 

is to ensure that parts are where they are supposed to be, when they are supposed to be there.  

Through this approach we ensure solid working relationships with our OEM, brokers, and parts channel 

suppliers.  Many of our competitors attempt to place this critical piece of the systems maintenance 

service requirement with their technicians, local, or regional managers.  This is absolutely the reason our 

competitors fail and CHE succeeds, because we have parts industry experts managing our supply chain.  

CHE has negotiated agreements with carriers who can deliver emergency parts order that same day on 

the next flight out.  This key service delivery differentiator is what separates CHE from the rest within 

this industry and is why we provide “Simply Better Maintenance Services”.  

Escalation Process 
Escalations customarily occur in one of two ways.  First, an escalation can be requested at any point in 



 

CHE Consulting, Inc                                                                                       Simply Better Maintenance Services 

 

 

  
Page 
14 

     

the service process by any member of the support team, including our customer.  When this occurs 

multiple personnel within CHE are immediately notified. 

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 

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. 

Escalations primarily take place in order to ensure engagement of the proper resources in order to meet 

our contractual guarantees and the level of services expected by our customers.  Communications 

between the support team at every level, and most of all, the customer, is paramount to keep the 
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service incident in focus and on a path for quick resolution.  In order to accomplish successful 

communications during a service incident escalation, our Customer Service Help Desk opens a 

continuous bridge call for support team and customer interaction, until resolution of the service incident 

has been accomplished.  

CHE will provide continuous communications to WVOT 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. 

Based upon the solid support infrastructure we put in place and strict adherence to proper support 

procedures, we very rarely have a customer requested escalation since escalations are enforced 

internally within our support delivery model. 

Subcontracting 
CHE will not be using subcontractors to deliver maintenance services to WVOT.   

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.  WVOT 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 ensure 

microcode, firmware, engineering changes, and frequent failure trends are addressed.  This 

person acts as your technical advocate to ensure solid systems performance. 

 Sales Executive Team Leader – a representative that is available to ensure 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. 

 Regional Manager – responsible to supervise and oversee the service delivery of the customer 
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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. 

Conclusion 
CHE believes that we have provided the West Virginia Office of Technology 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 continuing our 

strong partnership with your organization.   

 



  

 Quote Number:
 

 

 

 CHE and End-User Customer Confidential for Internal Use 

Unit Monthly 

OEM Type/Model Serial # Legend (A-D)                Detailed Description Qty. Maint Charge Maint Charge Location

Charleston Site

2828-H06 IBM 68D77 7x24x4 IBM zNext BC -zBC12 Model 2828-H06 - server capacity setting is 

Model 2828-U02 downgraded to Model 2828-S02- contains 2 IFLs and 

1 zIIP engine

1 $0.00 $0.00 Charleston WV

0092 HMC 1 $0.00 $0.00

0165 fanout Airflow 2 $0.00 $0.00

0169 PCle Fanout 2 $0.00 $0.00

0400 PCle interconnect 4 $0.00 $0.00

0409 FICON Express8S 10KM lX 2 ports 8 $0.00 $0.00

0414 OSA-ExpressSS GbE SX 2 ports 1 $0.00 $0.00

0416 OSA-ExpressSS 10 GbE SR 1port 4 $0.00 $0.00

0417 OSA ExpressSS lOOOBASE T 2 ports 2 $0.00 $0.00

0865 Crypto Express4S 2 $0.00 $0.00

1147 Model H06 1 $0.00 $0.00

1609 32 GB Mem OIMM (10/feature) 1 $0.00 $0.00

1903 8 GB Memory Capacity Iner 1 $0.00 $0.00

3008 BPD Pair Air Model 1 $0.00 $0.00

3628 144 GB Memory 1 $0.00 $0.00

3759 Universal Uft Tool/Ladder 1 $0.00 $0.00

3863 CPACF Enablement 1 $0.00 $0.00

4009 Pae 1/0 Drawer-A 1 $0.00 $0.00

5784 CP-S 2 $0.00 $0.00

5794 IFL 2 $331.00 $662.00

5798 zll P 1 $331.00 $331.00

5951 2-Way Processor S02 .. 873 MIPS / 109 MSU's 1 $896.00 $896.00

6096 Flat Panel Display 1 $0.00 $0.00

7921 Side Covers 1 $0.00 $0.00

8987 14ft 200V 30A 3 Ph Cord 1 $0.00 $0.00

9117 U02 C.padty Marker - 1097 MIPS / 137 MSU's 1 $0.00 $0.00

9896 On/Off COO authorization 1 $0.00 $0.00

9898 Perm upgr authorization 1 $0.00 $0.00

9900 On-Line Coo Buying (Flag} 1 $0.00 $0.00

9969 Site Tool Kit 1 $0.00 $0.00

IBM 3957-VEA 78H4077 7x24x4 3957-VEA TS7720 Virtualization Engine Server 1 $634.75 $634.75 Charleston WV

201 9 Micron LC/LC 31 Meter 2 $0.00 $0.00

1033 1Gb Grid Dual Port Optical SW Connection 2 $0.00 $0.00

2715 Console Attachment 1 $0.00 $0.00

3442 FICON LW Attachment 2 $37.48 $74.96

4015 Grid Enablement 1 $362.70 $362.70

5268 100 MB/sec Increment 1 $0.00 $0.00

9000 Mainframe Attachment 1 $0.00 $0.00

9268 100 MB/sec Throughput 1 $0.00 $0.00

9461 8GB Memory Upgrade 1 $0.00 $0.00

3956-CS8 TS7720 SATA Cache Controller 1 $156.00 $156.00

7114 32 TB SATA Storage 1 $0.00 $0.00

3956-XS7 TS7720 SATA Cache Module 2 $90.68 $181.36

7114 32 TB SATA Storage 2 $0.00 $0.00

3952-F05 Tape Frame 1 $4.83 $4.83

1903 Dual AC Power 1 $0.00 $0.00

1904 Redundant AC Power 1 $0.00 $0.00

2732 TS3000 System Console 1 $0.00 $0.00

2733 Internal Modem 1 $0.00 $0.00

5759 Integrated Control Path 1 $0.00 $0.00

7322 TS7720 Base Frame 1 $0.00 $0.00

9954 NEMA L6-30 Power Cord 1 $0.00 $0.00

Flatwoods Site Sutton WV

IBM 3957-V06 78H4070 7x24x4 3957-V06 TS7740 Virtualization Engine Server 1 $544.00 $544.00

201 9 Micron LC/LC 31 Meter 2 $0.00 $0.00

1033 1Gb Grid Dual Port Optical SW Connection 2 $0.00 $0.00

2715 Console Attachment 1 $0.00 $0.00

 Quote Expiration: 15 Jan 2017

Schedule of Services 

 Date: 14 Dec 2016

 Cust Tech Contact: TBD

 Contract Start Date:  TBD

 Customer: State of West Virginia

 Term: 12 month base and 3 one year options

CHE Confidential for internal use of End-User recipient



3442 FICON LW Attachment 2 $37.48 $74.96

4015 Grid Enablement 1 $362.70 $362.70

5240 Dual Port FC HBA 1 $37.48 $37.48

5267 1 TB Cache Enablement 1 $0.00 $0.00

5268 100 MB/sec Increment 1 $0.00 $0.00

9000 Mainframe Attachment 1 $0.00 $0.00

9219 TS3500 Attach 1 $0.00 $0.00

9461 8GB Memory Upgrade 1 $0.00 $0.00

9900 Encryption Configuration 1 $0.00 $0.00

3956-CC8 TS7740 Cache Controller 1 $211.58 $211.58

7123 9.6 TB Fibre Storage 1 $0.00 $0.00

3952-F05 Tape Frame 1 $4.83 $4.83

1903 Dual AC Power 1 $0.00 $0.00

1904 Redundant AC Power 1 $0.00 $0.00

2732 TS3000 System Console 1 $0.00 $0.00

2733 Internal Modem 1 $0.00 $0.00

5759 Integrated Control Path 1 $0.00 $0.00

7312 TS7700 Base Frame 1 $0.00 $0.00

9954 NEMA L6-30 Power Cord 1 $0.00 $0.00

IBM 3584-L23 78A4126 7x24x4 3584-L23 TS3500 Tape Library 1 $81.00 $81.00

1515 3592 Fibre Drive Mounting Kit 6 $0.00 $0.00

1659 16 Additional 3592 Slots 1 $0.00 $0.00

1692 Entry ALMS 1 $0.00 $0.00

1693 Intermediate ALMS 1 $0.00 $0.00

1694 Full ALMS 1 $0.00 $0.00

1950 Power Distribution Unit 1 $0.00 $0.00

2710 Remote Support Facility 1 $0.00 $0.00

2732 TS3000 System Console 1 $0.00 $0.00

2733 Internal Modem 1 $0.00 $0.00

4871 TS7700 BE SW Mounting Hardware 1 $0.00 $0.00

4872 TS7700 BE 4Gb Switch 1 $0.00 $0.00

9217 Attach to 3953 LM/TS7700 1 $0.00 $0.00

9700 No Host Cables from Plant 1 $0.00 $0.00

9954 Nema l6-30 Power Cord 1 $0.00 $0.00

9900 Encryption Configuration 1 $0.00 $0.00

3592-E05 IBM TS1120 Tape Drive 6 $47.75 $286.50

6013 13 Meter LC/LC Fibre Channel Cable 12 $0.00 $0.00

9000 zSeries ESCON/FICON Attachment 6 $0.00 $0.00

9216 zSeries Linux Attachment 6 $0.00 $0.00

9592 Encryption Capable 6 $0.00 $0.00

Monthly Maintenance Charge (MMC) Total: $4,906.65

Base Year Annual Maintenance Charge: $58,879.80

Optional Renewal Year 2 Annual Maintenance Charge: $58,879.80

Optional Renewal Year 3 Annual Maintenance Charge: $58,879.80

Optional Renewal Year 4 Annual Maintenance Charge: $58,879.80

 LEGEND:

 TYPE OF REPAIR SERVICE:

 A) Global Support: Two hour onsite response by certified CHE customer engineer, 7x24x365

 B) Galaxy Support: Four hour onsite response by certified CHE customer engineer 7x24x365

 C) Stellar Support: Four hour onsite response by certified CHE Customer engineer, 8:00am-5:00 pm. local time M-F, excluding national holidays

 D) Star Support: Next Business Day onsite response by certified CHE Customer engineer, 8:00am-5:00 pm. local time M-F, excluding national holidays

 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 will conduct an audit of the equipment, at no additional charge, to confirm all hardware is operational and at acceptable microcode levels.

 If there are any operational issues, latent defects or unacceptable microcode levels you will be advised via a detailed site audit report

 (includes any cost to remedy, if required) of any Time and Material labor/parts that would have to be funded to remedy the problem.

Equipment configurations will be reviewed during the audit if additional billable features are discovered the monthly maintenance charge will be revised and detailed in the site audit report.

CHE Confidential for internal use of End-User recipient



















































Line Item 

Number

Item Name Description Alternative Item SKU Alternative Item Name and Description Unit of 

Measure
Quantity

Unit Price - Price 

per month

Extended 

Unit Price

4.1 Mandatory Contract Item Requirments

4.1.1 Enterprise Mainframe Server Per 
Appendix "B" (Model 2828-S02, 
s/n 68D77)

All items listed under 4.1.1 which apply to Model 2828-S02 for a (12) 

month period. Month 12 1,889.00 22,668.00

4.1.1 Charleston Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4077)

All items listed under 4.1.1 which apply to 3957-VEA TS7720 for a (12) 

month period. Month 12 1,414.60 16,975.20

4.1.1 Flatwoods Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4070)

All items listed under 4.1.1 which apply to 3957-V06 TS7740 

(Virtualization Engine Server) for a (12) month period. Month 12 1,235.55 14,826.60

4.1.1 Flatwoods Site - Tape Library 
Equipment List Per Appendix "A" 
(s/n 78A4126)

All items listed under 4.1.1 which apply to 3584-L23 TS3500 (Tape 

Library) for a (12) month period. Month 12 367.50 4,410.00

4.1.2.1 Enterprise Mainframe Server Per 
Appendix "B" (Model 2828-S02, 
s/n 68D77)

Optional Renewal (per 4.1.1): Year "2"

Month 12 1,889.00 22,668.00

4.1.2.1 Charleston Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4077)

Optional Renewal (per 4.1.1): Year "2"

Month 12 1,414.60 16,975.20

4.1.2.1 Flatwoods Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4070)

Optional Renewal (per 4.1.1): Year "2"

Month 12 1,235.55 14,826.60

4.1.2.1 Flatwoods Site - Tape Library 
Equipment List Per Appendix "A" 
(s/n 78A4126)

Optional Renewal (per 4.1.1): Year "2"

Month 12 367.50 4,410.00

4.1.2.2 Enterprise Mainframe Server Per 
Appendix "B" (Model 2828-S02, 
s/n 68D77)

Optional Renewal (per 4.1.1): Year "3"

Month 12 1,889.00 22,668.00

4.1.2.2 Charleston Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4077)

Optional Renewal (per 4.1.1): Year "3"

Month 12 1,414.60 16,975.20

4.1.2.2 Flatwoods Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4070)

Optional Renewal (per 4.1.1): Year "3"

Month 12 1,235.55 14,826.60

4.1.2.2 Flatwoods Site - Tape Library 
Equipment List Per Appendix "A" 
(s/n 78A4126)

Optional Renewal (per 4.1.1): Year "3"

Month 12 367.50 4,410.00

4.1.2.3 Enterprise Mainframe Server Per 
Appendix "B" (Model 2828-S02, 

s/n 68D77)

Optional Renewal (per 4.1.1): Year "4"

Month 12 1,889.00 22,668.00

4.1.2.3 Charleston Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4077)

Optional Renewal (per 4.1.1): Year "4"

Month 12 1,414.60 16,975.20

4.1.2.3 Flatwoods Site - Virtualization 
Engine Server Per Appendix "A" 
(s/n 78H4070)

Optional Renewal (per 4.1.1): Year "4"

Month 12 1,235.55 14,826.60

4.1.2.3 Flatwoods Site - Tape Library 
Equipment List Per Appendix "A" 
(s/n 78A4126)

Optional Renewal (per 4.1.1): Year "4"

Month 12 367.50 4,410.00

Total Bid Price (Total Cost) 235,519.20

Exhibit A - Server and Tape Library Maintenance

Pricing Sheet















Jonathan Koebbe
636-305-9669 ext 10

636-305-1441
jkoebbe@checonsulting.com




































































































