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Department of Administration
Purchasing Division
2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

State of West Virginia
Solicitation Response

Proc Folder: 813723

Solicitation Description: Dell Pro Support for Enterprise for VNX5400 SAN or equal

Proc Type: Central Purchase Order

Solicitation Closes Solicitation Response Version

2020-12-17 13:30 SR 0702 ESR12172000000004398 1

VENDOR

VS0000015320
NETRAID LLC

Solicitation Number: CRFQ 0702 TAX2100000004

Total Bid: 230400 Response Date: 2020-12-17 Response Time: 12:33:05

Comments:  

FOR INFORMATION CONTACT THE BUYER
Joseph E Hager III
(304) 558-2306
joseph.e.hageriii@wv.gov

Vendor
Signature X                                                                     FEIN#                                                       DATE
All offers subject to all terms and conditions contained in this solicitation
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Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
1 EMC VNX 5400 Pro Support for Enterprise 

1st Year
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications 
(SN# APM00175203491)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
2 EMC VNX 5400 2nd Year Maintenance/

Support
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications
(SN# APM00175203491)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
3 EMC VNX 5400 3rd Year Maintenance/

Support
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications
(SN# APM00175203491)
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Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
4 EMC VNX 5400 4th Year Maintenance/

Support
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications
(SN# APM00175203491)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
5 EMC VNX 5400 Pro Support for Enterprise 

1st Year
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications 
(SN# APM00175111559)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
6 EMC VNX 5400 2nd Year Maintenance/

Support
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications
(SN# APM00175111559)
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Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
7 EMC VNX 5400 3rd Year Maintenance/

Support
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications
(SN# APM00175111559)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
8 EMC VNX 5400 4th Year Maintenance/

Support
1.00000 EA 25920.000000 25920.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications
(SN# APM00175111559)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
9 DS-6505B Switches Pro Support for 

Enterprise 1st Year
1.00000 LS 5760.000000 5760.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications 
(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL)



Date Printed: Dec 17, 2020 Page: 5 FORM ID: WV-PRC-SR-001 2020/05

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
10 DS-6505B Switches 2nd Year Maintenance/

Support
1.00000 LS 5760.000000 5760.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications 
(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
11 DS-6505B Switches 3rd Year Maintenance/

Support
1.00000 LS 5760.000000 5760.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications 
(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL)

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
12 DS-6505B Switches 4th Year Maintenance/

Support
1.00000 LS 5760.000000 5760.00

Comm Code Manufacturer Specification Model #
81111818    

Commodity Line Comments:  

Extended Description:

Please see 4.1.1 of the attached specifications 
(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL)



Proc Folder: 

Department of Administration 
Purchasing Division 
2019 Washington Street East 
Post Office Box 50130 
Charleston, WV 25305-0130 

813723 

State of West Virginia 
Centralized Request for Quote 

Service - Misc 

Doc Description: Dell Pro Support for Enterprise for VNX5400 SAN or equal 

Proc Type: Central Purchase Order 

Date Issued Solicitation Closes 

2020-12-03 2020-12-17 13:30 

BID RECEIVING LOCATION 

BID CLERK 

DEPARTMENT OF ADMINISTRATION 

PURCHASING DIVISION 

2019 WASHINGTON STE 

CHARLESTON 

us 

VENDOR 

WV 25305 

Vendor Customer Code: 

Vendor Name : 

Address: 

Street: 

City: 

State: 

Principal Contact : 

Vendor Contact Phone: 

FOR INFORMATION CONTACT THE BUYER 
Joseph E Hager Ill 
(304) 558-2306 
joseph.e.hageriii@wv.gov 

Vendor 
Signature X 

Solicitation No 

CRFQ 0702 T AX2100000004 

Country: 

Extension: 

FEIN# 

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

Date Printed: Dec 15, 2020 Page: 1 

Reason for Modification: 

To issue Addendum #1 agency 
responses to vendor questions 

Version 

2 

Zip: 

DATE 

FORM ID: WV-PRC-CRFQ-002 2020/05 

VS0000015320
NETRAID

HQ

225 Wimpole Drive

Rochester Hills

Michigan USA 48309

Matthew Langan

855-638-7243 558

73-1702250 12/17/2020



ADDITIONAL INFORMATION 

Addendum 

Addendum #1 issue to publish the attached documentation to the vendor community 

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

Request for Quotation - Open End Contract 

The West Virginia Purchasing Division is soliciting bids on behalf of the Tax Division to establish a contract for Dell EMC Pro 
Support for Enterprise or equal for two Agency owned EMC VNX 5400 SANs and 4 Connectrix DS-6505B SAN switches per the 
specifications and terms and conditions attached hereto. 

INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 
CHARLESTON WV 25339-1748 CHARLESTON 

us us 

Line Comm Ln Desc Qty Unit Issue 

EMC VNX 5400 Pro Support for Enterprise 1st 1.00000 
Year 

EA 

Comm Code Manufacturer Specification 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175203491) 

Date Printed: Dec 15, 2020 Page: 2 

WV 25301-1725 

Unit Price Total Price 

Model# 

FORM ID: WV-PRC-CRFQ-002 2020/05 

 $25,920.00 



INVOICE TO ,: SHIP TO ', 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON WV 25339-1748 CHARLESTON WV 25301-1725 

us us 

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price 

2 EMC VNX 5400 2nd Year Maintenance/Support 1.00000 EA 

Comm Code Manufacturer Specification Model# 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175203491) 

INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON WV 25339-1748 CHARLESTON WV 25301-1725 

us us 

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price 

3 EMC VNX 5400 3rd Year Maintenance/Support 1.00000 EA 

Comm Code Manufacturer Specification Model# 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175203491) 

Date Printed: Dec 15, 2020 Page: 3 FORM ID: WV-PRC-CRFQ-002 2020/05 

 $25,920.00 

 $25,920.00 



INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE STE, STE 1 

CHARLESTON vw 25339-1748 CHARLESTON 

us us 

Line Comm Ln Desc Qty Unit Issue 

4 EMC VNX 5400 4th Year Maintenance/Support 1.00000 EA 

Comm Code Manufacturer Specification 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175203491) 

INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 
1001 LEE ST E, STE 1 

CHARLESTON vw 25339-1748 CHARLESTON 

us us 

Line Comm Ln Desc Qty Unit Issue 

5 EMC VNX 5400 Pro Support for Enterprise 1st 1.00000 
Year 

EA 

Comm Code Manufacturer Specification 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM0017511 1559) 

Date Printed: Dec 15, 2020 Page: 4 

vw 25301-1725 

Unit Price Total Price 

Model# 

vw 25301-1725 

Unit Price Total Price 

Model# 

FORM ID: WV-PRC-CRFQ-002 2020/05 

 $25,920.00 

 $25,920.00 



INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON WJ 25339-1748 CHARLESTON WJ 25301-1725 

us us 

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price 

6 EMC VNX 5400 2nd Year Maintenance/Support 1.00000 EA 

Comm Code Manufacturer Specification Model# 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175111559) 

INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON WJ 25339-1748 CHARLESTON WJ 25301-1725 

us us 

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price 

7 EMC VNX 5400 3rd Year Maintenance/Support 1.00000 EA 

Comm Code Manufacturer Specification Model# 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175111559) 

Date Printed: Dec 15, 2020 Page: 5 FORM ID: WV-PRC-CRFQ-002 2020/05 

 $25,920.00 

 $25,920.00 



INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON vw 25339-1748 CHARLESTON 

us us 

Line Comm Ln Desc Qty Unit Issue 

8 EMC VNX 5400 4th Year Maintenance/Support 1.00000 EA 

Comm Code Manufacturer Specification 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# APM00175111559) 

INVOICE TO SHIP TO 

TAX DIVISION OF TAX DIVISION OF 

PO BOX 11748 REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON vw 25339-1748 CHARLESTON 

us us 

Line Comm Ln Desc Qty Unit Issue 

9 DS-6505B Switches Pro Support for Enterprise 1.00000 
1st Year 

LS 

Comm Code Manufacturer Specification 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL) 

Date Printed: Dec 15, 2020 Page: 6 

vw 25301-1725 

Unit Price Total Price 

Model# 

vw 25301-1725 

Unit Price Total Price 

Model# 

FORM ID: WV-PRC-CRFQ-002 2020/05 

 $25,920.00 

 $5,760.00 
 



INVOICE TO 

TAX DIVISION OF 

PO BOX 11748 

CHARLESTON 1/W 25339-1748 

us 

Line Comm Ln Desc 

10 DS-65058 Switches 2nd Year Maintenance/ 
Support 

Comm Code Manufacturer 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

SHIP TO 

TAX DIVISION OF 

REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON 

us 

Qty Unit Issue 

1.00000 LS 

Specification 

(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL) 

INVOICE TO 

TAX DIVISION OF 

PO BOX 11748 

CHARLESTON 1/W 25339-1748 

us 

Line Comm Ln Desc 

11 DS-6505B Switches 3rd Year Maintenance/ 
Support 

Comm Code Manufacturer 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

SHIP TO 

TAX DIVISION OF 

REVENUE CENTER 

1001 LEE ST E, STE 1 
CHARLESTON 

us 

Qty Unit Issue 

1.00000 LS 

Specification 

(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL) 

Date Printed: Dec 15, 2020 Page: 7 

1/W 25301-1725 

Unit Price Total Price 

Model# 

1/W 25301-1725 

Unit Price Total Price 

Model# 

FORM ID: WV-PRC-CRFQ-002 2020/05 

 $5,760.00 

 $5,760.00 



INVOICE TO 

TAX DIVISION OF 

PO BOX 11748 

CHARLESTON WV 25339-1748 

us 

Line Comm Ln Desc 

12 DS-65058 Switches 4th Year Maintenance/ 
Support 

Comm Code Manufacturer 

81111818 

Extended Description: 
Please see 4.1.1 of the attached specifications 

SHIP TO 

TAX DIVISION OF 

REVENUE CENTER 

1001 LEE ST E, STE 1 

CHARLESTON 

us 

Qty Unit Issue 

1.00000 LS 

Specification 

(SN# BRCCCD4028N0CN, BRCCCD1927P02L, BRCCCD4028N0CE, BRCCCD4038N0HL) 

!SCHEDULE OF EVENTS 

Line Event Date 

Date Printed: Dec 15, 2020 Page: 8 

WV 25301 -1725 

Unit Price Total Price 

Model# 

FORM ID: WV-PRC-CRFQ-002 2020/05 

 $5,760.00 



NETRAID

12/17/2020



 

Capability Statement 
 

 

NETRAID was founded in 2004, has been providing comprehensive multi-vendor data center hardware 
maintenance services and solutions nationwide for over 16 years offering onsite hardware support for all 
major OEM's nationwide. With the ability to provide 24x7x2 hour onsite support. 
 
Since that time, our company has become authorized resellers and partners for Dell, HPE, EMC, IBM, 
Nexsan, Cisco and many more. We have direct access to onsite support with all major OEM’s as needed. 
The ability to use OEM personnel allows us to escalate any maintenance issue if needed, by contacting 
the OEM directly.  This includes emergency services. We have been servicing these types of equipment 
for many years. 
 
NETRAID will provide service on the agreed service level agreement for hardware maintenance. All service 
calls will be placed to a dedicated 800 number or through our online portal.  We offer the ability for your 
staff to open tickets anytime directly online, via email or phone. Service begins the moment a service 
request is placed. The online portal and service numbers are monitored 24/7 with service beginning by 
diagnosing the maintenance issue using a number of techniques which include;  error messages, 
symptoms, and error codes.  

 
Care packages will also be placed onsite;  prior to failure.  This will further reduce downtime to minutes 
instead of hours.  This ensures timely parts will be available to you when a hardware failure is reported. 
The inventory will be defined upon contract execution and stocked. A typical inventory of parts placed 
onsite, prior to failure, includes hard drives, ram, and power supplies, boards. 

 

We have multiple highly qualified engineers that we employ based on performance and equipment needs 
of the customer. Technicians are located within a 20 mile radius of the data center to ensure a 4 hour 
response time with parts. NETRAID prides itself on its engineers. We understand very well that our 
product per se is technical service. Therefore, our service engineers must be the very best in the industry.  

 

In order to ensure that the service we deliver is just as exemplary, NETRAID has various systems, tools, 
and processes to screen and manage our engineers. Engineer assignment is done manually, not through a 
bulletin board or bidding process. 
 
More detailed information can be found in our attached Service Delivery Process, Call Flow Process and 
Total Call Ownership.. 

 

We thank you for the opportunity and look forward to serving you as one of our customers in the near 
future. 

 

Thank you, 
 
 

Matthew Langan 
Director of Operations 

http://www.netraid.com/


Break-Fix service call is listed below:

1. Service call comes into our Customer Care Center or online at our PowerPanel Online Management System.

2. Independent of the service call entry process, the agent who receives the request enters the pertinent information into
our call management system. This would include:

a. Customer Name
b. Customer Address
c. Customer City, State, Zip
d. Point of Contact Name
e. Point of Contact Phone
f. Customer Reference Number (optional)
g. Equipment Model #
h. Equipment Serial #
i. Problem Description
j. Troubleshooting Performed (optional)
k. Parts Required (optional)

3. Once the agent enters this information, he/she will place the call in queue for our technical support team.

4. Our technical support team will telephone the customer within 1 hour of call entry to do problem determination in order to

a. NETRAID does not simply dispatch a technician onsite to do the part diagnosis. NETRAID performs phone triage in
order to obtain a First Time Fix (FTF).

i.  

ii. If the problem determination cannot be made, the call will be placed in our dispatch queue for a
technician to be dispatched the within the required SLA to diagnose and replace parts or order parts in
necessary.

5. The Technical Assignment Group agent will identify the appropriate engineer to which the service call should be dispatched.
The appropriate engineer is determined using a custom built management tool that stores all information about our engineers.

customer satisfaction ratings.

7. The Technical Assignment Group personally calls the engineer to ensure that he/she is available and can work on the equip-
ment in question to fully qualify the tech prior to dispatch.

representing and the process for this customer, as well as sending him/her the correct paperwork for the event. This paperwork 

that may be needed

-
priate ETA..

determine the parts needed.

Once the part has been identi�ed the ticket is submitted to our dispatch queue for a technician to be
assigned.

Call Flow Process



Call Flow Process

10. The Client Relationship Specialist then calls the engineer again and reviews with him/her the client information and the ETA.

11. The engineer arrives on-site and calls into our Customer Care Center to note that he/she is onsite.

the unit in question will be brought in via phone to assist.

14. The Logistics agent is then responsible for procuring the part from the best available source within the SLA, whether it be
onsite or for delivery.  This agent will check client stocking locations, forward stock locations, engineer stock locations, and then
the best available vendor. If the part is not available at a stocking location onsite or near the service location, it is sent Next Day Air
or Same Day Critical from the appropriate stocking location.

15. The part arrives within the SLA, and the Client Relationship Specialist manages the ETA with the customer and the engineer to
complete the repair.

16. The engineer arrives on-site, installs the part, and repairs the machine. If another part is required, the engineer will call back
into our Help desk, repeating the process from above.



NETRAID provides a wide range of coverage to our customers in order to better provide the expected service delivery. We
are available to provide service up to 24 hours a day, 7 days a week including holidays. We can customize a Service Level
Agreement to meet your needs. If you would like more information on these, please contact your Representative.

Call Center – All calls are routed to this department. If the customer is not using our web based call management tool,
they can phone in to the call center to open a service order. Additionally, if the customer has any questions or concerns
and cannot contact their dedicated account manager, they may call the Call Center for assistance.

PowerPanel Online Management –

invoices and payments. All users are presented with training on how to utilize this program to its fullest capabilities. If you
would like more information on this program, please contact your Representative.

Technical Support – Once a service order is opened, our Technical Support Department will contact the site contact in an
attempt to triage the malfunction on the unit. It is their goal to make a part determination at the opening of a ticket. Our
tech support group has many resources available, including 3rd party vendors as well as electronic resources. In addition to
the resources, our tech support undergoes weekly “hands-on” training classes on our customer’s assets.

Logistics – Once the needed part is determined and is not available onsite, our Logistics Department procures the part same 
business day. Based on the customer’s contract, the part will be ordered and shipped to the site overnight. Once the quote

Technician Assignment Group (TAG) – After tech support makes contact with the site contact, our TAG group will then
make contact with the technician who is assigned to that area and review the scope of work, and ensure that he/she is

the SLA. If the technician meets all of the previous requirements, they will then agree on an ETA. After ETA has been

ETA needs to be revised, our TAG will return to the technician and make the necessary arrangements.

Service Engineers – NETRAID prides itself on its engineers, also referred to as Technicians. We understand very well that
our product per se is technical service. Therefore, our service engineers must be the very best in the industry. In order to
ensure that the service we deliver is just as exemplary, NETRAID has various systems, tools, and processes to screen and
manage our engineers.

Client Relationship Specialists (CRS) – Each customer has an assigned CRS, also known as Account Manager who oversees
all activities made on a service order. The CRS is responsible for ensuring all of the above is done correctly and within a

with each work order and handle any and all escalations that may occur.

All customers are provided with an account to our web based support and billing tool.
This tool allows you to place, interact with, and open tickets on all service events placed with NETRAID, as well as managing

Service Delivery Process



NETRAID Customer opens a service order via Customer Portal or by Telephone

Following work order acceptance, a member of 
the NETRAID Technical Support department will 
then call the site contact to attempt to diagnose 

the malfunction. In addition, NETRAID will also ask 
to verify the site address as well as the make and 

model of the unit

If the Site Contact is unavailable, we will leave a voiec 
recording for the customer to return our call. If the Site 

Contact does not return our call within 45 minutes, we will 
continue to reach out to the client until contact is made. 

Please note that the service order will remain on hold untill 
contact has been made with the Site Contact.

Once contact has been made, based on the diagnosis, we will then ship the needed part(s) to the customers location if parts
are not stored onsite. Parts will be stored onsite for equipment most prone to failure in 24x7x4 SLA’s.

If the account is Time & Materials or if the needed 
part is considered a consumable, a quote for the 
part will be send to the customer via email. The 
part will not be ordered until approval has been 
recieved. If NETRAID does not receive a response 

to the request after 5 business days, the quote will 
be assumed as denied, and ticket will be closed. 

After diagnosis, our Technician Assignment Group will assign a 
technician and develop an ETA that is within the Service Level 
Agreement and that is agreed upon between the Site Contact 

and Technician.

On the day of the scheduled ETA, the NETRAID Account 
Manager will contact the Site Contact one �nal time to ensure 

parts arrival and con�rm ETA.

After parts and ETA are con�rmed, the NETRAID Account Manager will then call the assigned technician and con�rm ETA one 
�nal time.

After repairing, our technician will run testing on the unit to con�rm repair completion. Technician will request customer to 
sign o� on a Receipt for Service.

And �nally, before leaving site, our technician will call in to our 
Call Center to close the work order by answering a series of 

questions. After departure from  site, the technician will then 
fax in the signed Receipt for Service.

The customer should only sign the Receipt for 
Service (RFS).

Service Delivery Process



TOTAL CALL OWNERSHIP – It’s in every service ticket we do. Your dedicated Customer Relationship Specialist (CRS) is your Single
Point of Contact for Service Events. Your CRS provides real-time monitoring with proactive issue resolution by managing all
phases of the service call.

PHASE 1 – TICKET OPEN is the initiation of every service event requested by our clients and managed by NETRAID. Service
requests can be opened via:

- Telephone
- E-mail
- Our proprietary web-based service portal - PowerPanel

PHASE 2 – TECHNICIAN ASSIGNMENT is done manually, not through a bulletin board or bidding process. Our technician
assignment group contacts the technician directly and con�rms availability. We also maintain documentation that our  
technician is:

- Minimum of A+ Certi�ed
- Quali�ed to Service the Speci�c Equipment
- “Real World Experienced” – not just “book smart”

PHASE 3 – DIRECT COORDINATION with the service location ensures that our technician and the point of contact at the  
service address are able to set the on-site appointment as quickly as possible. We make the calls to:

- Schedule Availability
- Follow up to re-con�rm appointment
- Close the ticket and get feedback on Service Quality

PHASE 4 – PLATINUM LEVEL TRIAGE is conducted by our Premier Service Level Tech Support sta�. Our access to over 20 Major
OEM support centers provides

- Competent and Accurate remote diagnosis
- Quick resolution to un-common errors
- Fast and Detailed prognosis for on-site resolution

What does Total Call Ownership mean to you?
Quite Simply . . . . . . . Peace of Mind

Total Call Ownership









































Director of Operations

Matthew Langan     Director of Operations

225 Wimpole Drive Rochester Hills, MI 48309

855-638-7243 x558 855-638-7243

matt@netraid.com

NETRAID

Matthew Langan     Director of Operations

12/17/2020

855-638-7243 x558 855-638-7243













Level of Support Bid
Unit of 

Measure
Quantity Year 2 Cost 

(Commodity Line 2)
Year 3 Cost 

(Commodity Line 3)
Year 4 Cost 

(Commodity Line 4)
Total Cost Years 1-

4 

4.1.1

Dell Pro Support for 
Enterprise or equal for Dell 
EMC VNX 5400 SAN (Serial 
Number APM00175203491)

Each 1  $           25,920.00  $           25,920.00  $           25,920.00  $           25,920.00  $         103,680.00 

Item # Item Description Level of Support Bid
Unit of 

Measure
Quantity Year 1 Cost 

(Commodity Line 5)
Year 2 Cost 

(Commodity Line 6)
Year 3 Cost 

(Commodity Line 7)
Year 4 Cost 

(Commodity Line 8)
Total Cost Years 1-

4 

4.1.1

Dell Pro Support for 
Enterprise or equal for Dell 
EMC VNX 5400 SAN (Serial 
Number APM00175111559)

Each 1  $           25,920.00  $           25,920.00  $           25,920.00  $           25,920.00  $         103,680.00 

Item # Item Description Level of Support Bid
Unit of 

Measure
Quantity Year 1 Cost 

(Commodity Line 9)
Year 2 Cost 

(Commodity Line 10)
Year 3 Cost 

(Commodity Line 11)
Year 4 Cost 

(Commodity Line 12)
Total Cost Years 1-

4 

4.1.1

Dell Pro Support for 
Enterprise or equal for  
Connectrix DS-6505B SAN 
switches (Serial Numbers 
BRCCCD4028N0CN, 
BRCCCD1927P02L, 
BRCCCD4028N0CE, 
BRCCCD4038N0HL)

Lump Sum 1  $              5,760.00  $              5,760.00  $              5,760.00  $              5,760.00  $           23,040.00 

 Total Bid Amount  $         230,400.00 

Item Description Item # Year 1 Cost 
(Commodity Line 1)

Exhibit A - Pricing Page
Dell Pro Support for Enterprise or Equal
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