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Statement of Work


1.0  Scope  
Microsoft Premier Support provides higher levels of support to both technical issues raised on Microsoft business software as well as engineering support for design and integration of Microsoft business solutions.  This support contract is for the NIAPS (NAVY Integrated Application Product Suite) lab located at Crane, NSWC in Crane Indiana.  Its use is to provide support to the lab in its endeavors to provide new IT products to the fleet as well as an aide to provide support to the IT products NIAPS already has fielded in the fleet.

2.0  Task Requirements
Contractor shall provide the following:

CLIN 0001	200 hours of Support Account Management with a designated TAM (Technical Account Manager) to oversee the support contract. He/She will provide monthly updates to the assigned government POC/s on usage of the contract and hours still available on the contract. Customer Advocacy – Promoting customers’ needs within Microsoft and sending customer feedback to key decision makers.  
Some specific examples of activities the TAM performs are as follows:
· Facilitating Resources – Locating engineers and experts, and ensuring two-way communication
Managing Escalation – Identifying areas for improvement to reduce repeat issues and prevent future outages. Managing your support issues to ensure that problems are escalated as high in the Microsoft technical organization as required to address your situation.
Reporting and Status Management – Running scheduled reports and facilitating ongoing discussions with the Customer Support Manager (CSM)
Proactive Information Distribution – Communicate proactively with IT staff to convey technical information regarding product and security updates that reduce your risk of downtime, including targeted alerts based on your current use of Microsoft technologies. 
CLIN 0002	305 hours of US National support for any support call that will address sensitive settings or information which cannot be discussed with a foreign national.

Some specific examples of US National Support include:

Problem Resolution Support and Support Assistance for issues involving the following products: Windows (not including Windows Embedded or Windows CE), Exchange Server, SQL Server, Microsoft Internet Information Services (IIS), System Center Configuration Manager, System Center Operations Manager, System Center Mobile Device Manager, System Center Essentials, System Center Virtual Machine Manager, System Center Online Asset Inventory Services (AIS), System Center Capacity Planner, System Center Desktop Error Monitoring, System Center Data Protection Manager, System Center Service Manager, WSUS 3.0, Application Virtualization (App-V), Microsoft Enterprise Desktop Virtualization (Med-V), Microsoft Office SharePoint (not including Designer and Developer support for SharePoint), Microsoft SharePoint FAST, Microsoft Office Outlook (not including Microsoft Office Outlook for Mac or Outlook Business Contact Manager), Microsoft Communications Server and Microsoft Lync (not including Lync Voice). Reactive, 24 x 7 support for critical issues includes priority support for a quick recovery so that critical issues receive the utmost attention until they are resolved—and systems are operating efficiently. Problem Resolution services, will enable the NAIPS IT team to resolve issues in the Microsoft® environment faster, thus reducing the time spent fighting fires and enabling NAIPS IT staff to focus on more strategic projects and issues.
CLIN 0003	1 Onsite Services Resource Visit
A specific example of a site visit includes:
Developing a Service Delivery Plan – Develop an understanding of business and technology requirements and deliver proactive services that mitigate operational risk and optimize IT efficiency. Provide a clear plan for service improvement based on the best mix of Premier services available, while also setting a baseline to identify improvements and report to NAIPS.
3.0   Data Deliverables.
The only Data deliverables required on this contract would be engineering findings if and when proactive services are engaged. 

4.0 Special Considerations.

4.1 Security
The NIAPS NSWC lab is located in an open container facility. Contractor employees visiting for proactive services need to be cleared to a level of secret or higher.

4.2 Travel
Travel costs are included in the cost of the contract or in the ability to trade hours for proactive support.

5.0 Contract and Technical Points of Contact.
5.1 Adam Krenkel [Adam.Krenkel@microsoft.com]
5.2 Tess Mcnair [V-temcna@microsoft.com]
5.3 Jones, Chad (Eric) CIV NSWC CRANE ExpEW Sys WXQR
5.4 Bergsten, Bret CIV NSWC CRANE ExpEW Sys WXQR

6.0 Place and Period of Performance

6.1 Place of Performance
6.1.1 Various Microsoft authorized support centers
6.1.2 Crane NSWC Crane, IN

6.2 Period of Performance
6.2.1 12 Months after Date of Award.

