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TECHNICAL REQUIREMENTS
REPAIR AND MAINTENANCE SERVICES FOR PROGRAMS AND COMPONENTS OF THE STATE BORDER GUARD SERVICE RADAR SUBSYSTEM (hereinafter-SBGS)

	No.
	Requirement

	1.
	The support shall be provided for all application (functional) software components that SBGS consist of. During the entire support period, designated by the contract, the Supplier or its authorized representative shall give technical advice and assistance in written form, using mutually agreed electronic collaboration services (messaging, e-mail, etc.) or verbally by phone.

	2.
	The technical advice and assistance provided by the Supplier shall include detailed instructions how to eliminate possible issues on installation, configuration and maintenance of SBGS application software components.

	3.
	Providing of technical advice and assistance shall start no later than in 3 working (business) days after receiving the Customer’s request. Response for the request shall include information of corrective procedures by either the Supplier or the Customer.

	4.
	During the entire contractual support period the Supplier shall eliminate the SBGS software errors identified by the Purchaser in accordance with requirements listed herein. 

	5.
	The SBGS software error shall be understood as any flaw, failure or fault of SBGS software component made by the Supplier that results inability to operate entire or part of the system, or causes to produce an incorrect or unexpected result, or to behave in unintended ways. Aforementioned situation shall be understood as SBGS software error only if it is not caused by gross negligence, willful act or incompetence of the Customer’s personnel, such as improper configuration of the SBGS, etc. 

	6.
	The SBGS software errors shall be classified by the Purchaser considering the importance and urgency of resolving the error in to the following four categories: 
high, medium, low and other.

	6.1.
	High. Situations that lead the system to a state in which the critical key functionality is not operating. The system can in such a scenario function properly and the system may not be used to conduct the primary operational mission of the system or the system is in such state that it requires immediate actions in order for the customer to continue its operations. Situations that are categorized in this class are e.g.: 
- Errors in the core system functionality critical to customer’s core operations, e.g. the system cannot process and compile situational picture, errors in the MMHS. 
- Recurrent non-continuous system crashes 
- Service restarts that significantly impairs the processing of the situational picture 
- Information exchange errors between key partners regarding critical information that endangers the primary mission objective 


	6.2. 
	Medium SBGS software errors are the errors, which result in failure of entire SBGS software component, or cause the SBGS to produce incorrect results but there are some processing alternatives, which allow further operation of the SBGS;

	6.3.
	Low SBGS software errors are the errors that cause the SBGS to produce incomplete or inconsistent results, but there are measures that SBGS operator is able to use in order to eliminate effect of such defect;

	6.4.
	Other SBGS software errors are the errors that not covered by either of three above listed categories and do not prevent or hinder SBGS functionality.

	7.
	The Supplier shall eliminate the SBGS software errors within the following time-periods (counting from the moment of submission of information required by the Supplier to understand the problem):
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	High SBGS software error not later than 3 calendar days (remedy the situation) and 14 calendar days (fix the situation);

	7.2.
	Medium SBGS software error not later than within 40 calendar days;

	7.3.
	Low SBGS software error in the next scheduled software release.

	7.4.
	Other SBGS software errors shall be fixed in SBGS software updates that are developed in accordance with Suppliers’ regular software development schedule.

	8.
	During contractual support period, the Supplier shall periodically provide updated SBGS software components, that are developed in accordance with Suppliers’ regular software development schedule, including updated licenses if such are required by supplier’s licensing policy. Updated SBGS application software shall be provided not later than 3 months after the Supplier issues new version or annually, in case the Supplier, in accordance with  regular software development schedule, updates SBGS application software several times in a year.

	9.
	The updated version of SBGS application software shall include instructions of updating process.

	10
	All new equipment is covered by a minimum warranty of 24 months, and refurbished equipment is covered by a minimum warranty of 6 months.
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