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Copier/Printer/Fax Maintenance Services

Warning: 
The Statement of Work (SOW) paragraphs, Contract Data Requirements List (CDRL) items, and Data Item Descriptions (DIDs) identified for your type of acquisition are recommendations only. You are expected to modify or add SOW paragraphs, CDRLs, or DIDs to address the specific requirements of your program.
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[bookmark: _Toc393714049]1.0	Overview 
This Statement of Work (SOW) is issued under (contract number) for the (name of organization) for maintenance services on copiers, printers, scanner, all-in-one units and fax machines located in various locations within (name of organization).

This maintenance contract will service approximately (XXX) pieces of equipment located in (identify locations).

[bookmark: _Toc393714050]2.0	Scope 
The scope of this task is to cover the requirements for a maintenance service contract that provides preventive and remedial maintenance services for Government-owned equipment copiers, printers, scanners, all-in-one units and faxes excluding central processing units (CPU), direct access storage devices, and tape devices.  The requirement is defined to include all services, parts replacement as necessary to restore equipment that is in an inoperable or degraded condition to normal operating effectiveness. The (name of organization) is to provide a maintenance service contract for all copiers, printers, scanners, all-in-one units and facsimile with problem resolution completed within the specified timeframe located in (facility locations).

[bookmark: _Toc393714051]3.0	Requirements 
The contractor shall provide all labor, supervision, tools, materials (including manuals and schematics), repair parts, equipment, and transportation necessary to maintain the hardware, between the hours of 7:00a.m.-5:30p.m. 
· The contractor shall provide maintenance (labor and parts) to keep the equipment in operating condition, consistent with Original Equipment Manufacturer (OEM) requirements.  Maintenance service shall not include electrical work external to the equipment, the furnishing of supplies, or adding or removing accessories, attachments, or other devices. 
· The contractor shall provide personnel experienced and qualified to perform the required services in accordance with OEM practices and standards.
· The contractor shall be responsible for determining and implementing appropriate solutions to hardware and firmware problems. 
· The contractor will perform investigations and fixes for persistent problems related to paper jams, degraded print quality, equipment that result in persistent problems, internal errors, equipment failure and malfunctions errors. 
· The Contractor shall perform all preventative maintenances consistent with OEM recommendations and consistent with the equipment maintenance manuals.  
· Maintenance service shall include work on enterprise models, and the stocking of maintenance and repair parts for all equipment.

[bookmark: _Toc393714052]3.1	Response Time 
The contractor shall resolve the equipment malfunction within 24 hours Monday thru Friday upon receiving the first service call from POC.

[bookmark: _Toc393714053]3.2	Equipment Repair 
Equipment repair shall be performed (state requirements) after verbal notification of the equipment is inoperative, or in a degraded condition. The contractor shall provide the Government with a designated point(s) of contact, and make arrangements to enable its maintenance representative to receive such notification on or provide an answering service or other continuous telephone coverage to permit the Government to make such contact.

[bookmark: _Toc393714054]3.3	Maintenance Options 
New Equipment - During the term of this contract, the Government may add equipment to this contract.

The contractor is not authorized to perform maintenance on new equipment until such time that the parties have executed a contract modification to designate a fixed price for maintenance of the new equipment and to officially add the new equipment to the contract.

[bookmark: _Toc393714055]3.4	Non-Chargeable Maintenance Items 
There shall be no additional maintenance charges for:
· Replacement parts, unless such parts are required due to the fault or negligence of the Government, or catastrophic event.
· Preventive maintenance, regardless of when performed.

[bookmark: _Toc393714056]3.5	Equipment Monitoring Requirements 


[bookmark: _Toc393714057]3.5.1	Standard Reports 
The contractor shall submit written monthly status reports that include, as a minimum, the following:
· Overall status of all equipment covered under this contract;
· Details of any failures and/or repairs performed during the month;
· Any other items relevant to maintaining the equipment;
· Problems to be resolved during the next scheduled preventive maintenance.

[bookmark: _Toc393714058]3.5.2	Malfunction Reports 
The contractor shall furnish a signed malfunction incident report to the COTR upon completion of each maintenance call. The report shall include, as a minimum,
a. Date and time notified;
b. Date and time of arrival;
c. Type and serial number(s) of machine(s);
d. Description of malfunction;
e. Problem resolution;
f. List of parts replaced, serial and model number;
g. Time spent for repair;
h. Date and time machine(s) is returned to operational status.

[bookmark: _Toc393714059]3.6	Work Documentation 
The principle documentation required by this contract is summarized below. The listing is not all inclusive and additional documentation may be required to fulfill the objectives of the contract.
Work Scheduling - The contractor shall submit a quarterly work schedule of planned performance of preventive maintenance inspections and services to the TOR by the 15th day of month prior to the new quarter for approval. 
 Service interruptions shall be scheduled with the TOR.  Any changes to the schedules shall be coordinated with the COTR twenty-four (24) hours prior to implementation.
Performance Evaluation - The Government will prepare annual evaluation report starting (30) days after each option year has started on the contractor's performance.  The contractor is required to review and sign these reports.
Certificate of Maintainability â€“ Contractor shall certify annually that all equipment has been maintained in accordance with the OEMâ€™s remedial and preventive maintenance schedule.  Three (3) months prior to contract expiration, contractor shall certify that all equipment has been maintained in accordance with the OEM's remedial and preventive maintenance schedule.
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