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Item Price VAT | Total with VAT Wording

Support and Maintenance for
period of Six Months

Annual Support and
Maintenance - First year

Annual Support and
Maintenance - Second year

Annual Support and
Maintenance - Third year

Grand Total

Notes:
e Detailed Quotations should be submitted as listed in Annex No. 6 below.

e Quotations don’t meet the above condition will be considered as rejected.
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OGERO, the first party, is requesting the bidders, the second party, to comply to the below
service level requirements starting from the warranty period and during the support
contracts.

1. Scope of Support Services

. The support and services provided under this maintenance agreement will be
rendered as mentioned in this section of this contract.

. To investigate a problem the Second party will decide to visit the Supported
Customer’s site based on its evaluation of the problem.

. Support means providing the following assistance to Supported Customers:
o  Providing necessary actions to troubleshoot and fix network outages and
misbehavior on equipment covered under this agreement.
o  Hardware replacement subject to terms and conditions.
o  Providing minor I0S/OS upgrades for equipment covered under this
contract in order to solve a reported problem by the first party. Nevertheless, the
second party will decide in coordination with the first party, whether the reported
problem requires an upgrade or not.

o  Tracking and monitoring the resolution of support calls

. The reported problems and technical queries are treated according to the below
classified severity levels:

Severity (S1) 1 The customer’s existing network or environment is down or
there is a critical effect on their business operations.

Severity (S2) 2 Operation of a customer’s existing network or environment
is severely degraded, or significant aspects of customer’s
business operations are negatively affected

Severity (S3) 3 Operational performance of the network or environment is
impaired, although most business operations remain
functional

Severity (S4) 4 Information is required on product capabilities, installation,
or configuration. There is little or no effect on business

erati % , 5
operations Acila laal) S0 &Uﬂ G
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Whereas Severity 3 (S3) and Severity 4 (S4) can be reported by telephone or email;
Severity 1 (S1) and Severity 2 (S2) must be reported by telephone in order to ensure they
are attended in a timely and prompt manner. The first party shall always provide a clear
description of the problem together with any other information which the second party
reasonably requires.

. The second party shall provide a detailed visit report (intervention sheet) to the first
party after each support visit. The report should state the details of the visit (description
and resolution), which should be signed by both parties.

. The second party will do a preventive maintenance every month following the
contract signature and shall provide a detailed report.

2. Service Coverage

. The proposed service coverage is 24 hours a day /7 day a week.

. The Services can be addressed at the first party’s premises and /or second party’s
premises. The response time will be classified as such:
5 Within a maximum period of two (2) hours after receiving notification by
telephone or email to act on reported cases within Beirut district and use its efforts
to investigate and correct each error reported; or
o Within a maximum period of four (4) hours for cases outside Beirut district,
and use its efforts to investigate and correct each error reported.

. The Services can be addressed at the first party’s premises and /or second party’s
premises. Response can be done remotely through a phone call, or via an onsite visit
intervention, if needed.

. If the second party provides a temporary procedure or “workaround” in response
to a problem, this shall be acceptable if it reduces the severity of the problem. The
problem then shall be treated according to the reduced severity in accordance with the
first party.

3. Extreme Switch Types

7720, 5520, X460-G2, X670-G2, X770, X870, BD-X8, BD8900, X440, X430 & 210.
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4. Spare Parts and Returned Materials

A spare part, service part, repair part, or replacement part, is an interchangeable
part that is kept in the second party’s inventory and used for the repair or replacement of
failed parts at the first party’s side.

. The second party will undertake the replacement of the equipment, or any of its
components when deemed necessary and doable, in order to maintain the above in good
operating condition, and as per the recommendation of the service personnel. Title to
parts shall pass to the first party when the same are installed by the second party.

. With respect to parts and services provided on a time and material basis, the second

party warrants the same to be free of defects in materials or workmanship for the
remaining period of the current contract.

In the event of a failure arising after performing the above-mentioned part(s) replacement or

service, the sole liability of the second party shall be repair or replacement of the part, or re-
performance of the service, which proved to be defective.
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Duration One Year

Summit X770-32-q-FB-AC Chassis S/N: | Switch 4

1801H-98181, 1801H-98184, ExtremeXOS Core License 4

1801H-98186, 1801H-98189

Summit X870-32¢c-Base Chassis S/N: Switch 2

1735N-42361, 1735N-42404 ExtremeXOS Core License Summit X670 2

10m QSFP+ Active Optical Cable 13

SI1-404 2/11/2018

Summit X870-32c-Base Chassis S/N: Switch 2

1817N-46642, 1817N-46657 Fan Module 12
AC Power Supply 13

Summit X670-G2-48x-4q Chassis S/N: Switch 4

1924N-43141, 1924N-43139, 1702N- Fan Module FB 12

40257 DC PSU 8

1702N-40254

7720-32-AC-F Switch 4

S/N: ExtremeXOS Core License 4

2401B-95641, 2401B-95640

2452B-99577, 2452B-99576

5520-24T-ACDC-BASE Switch 2

S/N: NV012338G-00013 ExtremeXOS Core License 2

8 units 5520 to replace existing X460-G2 (Qty 8)

10930A AC PSU X460G2 (Qty 6)

10926 DC PSU X670-G2 (Qty 10)

10925 AC PSU X670-G2 (Qty 6)

LR SFP+ Qty 20

ER SFP+ Qty 25
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