COST CENTER:


INFORMATION MANAGEMENT TECHNICAL SUPPORT (5458)

DISTRIBUTION FACTOR:  The count includes CPU’s (one counted CPU includes its monitor, keyboard mouse, CD-ROM drive, and internal devices specific to the CPU), servers, printers, scanners, and all like devices - not modifiable.

	SERVICES OFFERED
	SAMPLE PERFORMANCE STANDARDS
	POSSIBLE ASSESSMENT FACTORS

	Troubleshooting and Maintenance - Assess problems, determine parts required, replace parts as necessary.  Hardware problems 

will be assessed based on a prioritized, accepted schedule and if cannot be repaired immediately, parts will be requested from external sources and replaced upon receipt.

Network and Circuitry:  Maintain Local and Wide area networks for existing dept systems at post (Opennet, Classnet, PDNet, Internet).

Plan and implement required network expansion, including cabling.

*Note – Any equipment, parts, contract costs and employee overtime (if warranted and agreed to in advance) will be direct charged.

	IMO will contact customer within X day of notification to schedule correction of Hardware problems.Determination will be made if parts are under warrantee. If not, price quotations will be provided within X business days. 

IMO will respond to notification and assess network problems within X working days.
	Were customers contacted within agreed upon timeframes?

Did the IMO respond within the timesframes?


