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Enterprise Network, Data, Radio, Voice, Video  

Customer Response Times and Definitions  

The response and repair times shall be in four categories:  Scheduled, Non-critical, Critical, and Emergency.  It will be the customer’s responsibility to insure all required access to site or office is available to the Service Provider at the required dates and times.  

Response is defined as:

I.
Scheduled:

The Service Provider shall provide customer notification via e-mail or telephone.   Date and time work is to be performed will be negotiated.

II.
Non-Critical:

The Service Provider shall provide customer notification via e-mail, telephone or by site visit.  Date and time work is to be performed will be a negotiated. The Service Provider shall provide daily updates to customer on repair status

III.
Critical:

The Service Provider shall provide customer notification via telephone or by site visit.  Time work is to be performed will be a negotiated. The Service Provider shall provide updates to the Contracting Officer or customer on repair status at the beginning and end of the workday.

IV.
Emergency:

The Service Provider shall provide immediate customer notification via telephone and be on site or in travel to affected site within 1 hour of notification. Unless agreed by Contracting Officer the Service Provider shall remain on site or actively addressing the problem until remedied to the Contracting Officer or customer’s satisfaction. The Service Provider shall if practical update the Contracting Officer or customer on an hourly basis as to the status of the repair.     

Response Time Requirements are as follows:

  I. 
Scheduled:

Two Weeks - Health and Safety, Life and Property are not affected.  Lowest priority annual, semi-annual, as required by specific equipment, regulation or system updates and changes.  Scheduled maintenance or updates are to be arranged two weeks in advance with the office or affected users. 

II.
Non-Critical:

72 hours - Health and safety, life and property are not affected. Affected users or system outages are localized.  Impact to customers or mission support is minimal.  

III.
Critical:

12 hours - Health and safety, life and property could be affected, affected users or system outages extend beyond a single location, or mission critical work may not meet deadlines or be accomplished.  All-Risk Incident response capability as determined by the Contracting Officer may be in jeopardy if not resolved within 12 hours.  Impact to customers or mission support is minimal.  

IV.
Emergency:

1-hour - Health and safety, life and property are threatened, major disruption of network, a loss of radio coverage during a search and rescue or other emergency as deemed by the Contracting Officer or unit dispatcher, or mission critical work cannot be accomplished.  National or local Response Planning Level Three or above exists.  All-Risk Incident response capability as determined by the Contracting Officer is in jeopardy if not resolved immediately.    
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