ATTACHMENT 11.

GENERAL REQUIREMENTS AND PROCEDURES FOR TROUBLE CALLS 

Trouble calls (TC) are unplanned, generally one-time occurrences that can originate at any time and from anyone on the facility.  TCs have a scope limit of 20 direct labor work-hours or $2000 in direct costs per call.  TCs exceeding 20 direct labor work-hours or $2000 in direct costs will be reclassified as a Repair and will be processed as per Attachment 12 depending on the total value of the work.  

TCs may be defined as “routine,” “urgent,” or “emergency,” depending on their severity and/or location.  Timely and quality response to and resolution of TCs are critical to the performance of the contract.  Historical data on trouble calls received and their classification categories are set forth in Appendix 11.1, Historical Data of Trouble Calls.  The actual quantities of TCs during each performance period of the contract will most likely differ from that shown in the historical records, but the Contractor shall be responsible for ALL trouble calls regardless of how many are performed under this contract.  

Emergency, urgent, and routine TCs shall be treated as follows. 

(a) Emergency Trouble Calls.  If the trouble call is classified as an emergency, the Contractor shall respond immediately and within the response times stated herein.  Emergency TCs are those requiring immediate action to prevent loss of or damage to JPL property, to restore essential services that have been disrupted to affect the operation of critical buildings, equipment, or systems as identified in Attachment 1 or to eliminate hazards to personnel or equipment.  For emergency calls the Contractor shall respond in accordance with paragraph (1), Response to Emergency Trouble Calls, below, and stabilize the situation to eliminate personnel hazards and further damage to the facility and its contents. 

(1) Response to Emergency Trouble Calls: The Contractor shall respond immediately and during regular working hours must be on the job site and working within 15 minutes after receipt of an emergency trouble call and during non-regular working hours must be on the job site and working within 1 hour.

(2) Timely Completion:  The Contractor shall work continuously without interruption and shall arrest the emergency condition before departing the job site (e.g., shut off water, close a gas valve, temporarily patch a roof leak).  If further labor and material (follow up work) are required to complete the work and it is estimated the emergency trouble call will exceed TC limits, the additional work shall be performed in accordance with Attachment 12, General Requirements and Procedures for Recurring Work and Repairs. 

(3) Quality Work:  All work shall be performed in accordance with the standards specified in Attachment 14, Buildings and Structures Maintenance and Repair, through Attachment 32, Environmental Management.

(4) Procedures.  The Contractor shall follow the recording and notification procedures specified in Article 1, Paragraph 2.2.2.1, Work Reception and Article1, Paragraph 2.2.2.2, Processing and Scheduling. Emergency trouble call completion shall be entered in the CMMS in accordance with paragraph d., Documentation of Completed Calls, below.

b. Urgent Trouble Calls.  Urgent trouble calls are NOT emergency trouble calls but are calls that require action to prevent interruption of work or affect quality of life (e.g., hot/cold room temperature, lighting calls). 

(1) Response to Urgent Trouble Calls:  For trouble calls classified as urgent the Contractor shall be on the job site and working within one (1) hour after receipt of the call during regular working hours.  The Contractor shall respond to urgent TCs received during non-regular working hours at the beginning of the next business day. 

(2) Timely Completion:  The Contractor shall work continuously to correct the problem when the work is within trouble call limits so JPL activities may continue/resume.  If further labor and material (follow up work) are required to complete the work and it is estimated the urgent trouble call will exceed TC limits, the additional work shall be performed in accordance with Attachment  12, General Requirements and Procedures for Recurring Work and Repairs.

(3) Quality Work:  All work shall be performed in accordance with the standards specified in Attachment 14, Buildings and Structures Maintenance and Repair through Attachment 32, Environmental Management.

(4) Procedures.  The Contractor shall follow the recording and notification procedures specified in Article 1, Paragraph 2.2.2.1, Work Reception and Article1, Paragraph 2.2.2.2, Processing and Scheduling.  Urgent TC completion shall be entered in the CMMS in accordance with paragraph d, Documentation of Completed Calls, below.

c. Routine Trouble Calls  Routine trouble calls are all other calls not classified as Emergency or Urgent trouble calls. The following paragraphs provide requirements for responding to routine trouble calls.

(1) Response to Routine Trouble Calls:  For TCs classified as routine the Contractor shall complete all work within fourteen (14) calendar days of call receipt. 

(2) Quality Work: All work shall be performed in accordance with the standards specified in Attachment 14, Buildings and Structures Maintenance and Repair through Attachment 32, Environmental Management.

(3) Procedure:  The Contractor shall follow the recording and processing procedures specified in Article 1, Paragraph 2.2.2.1, Work Reception and Article1, Paragraph 2.2.2.2, Processing and Scheduling.  Routine trouble call completion shall be entered in the CMMS in accordance with paragraph d, Documentation of Completed Calls, below.

d. Documentation of Completed Calls  Within three (3) working days after completion of each trouble call, the Contractor shall enter detailed information to the CMMS record. 

e. Customer Notification  The Contractor shall notify the customer placing the trouble call of the proposed solution, progress, and expected completion date/time within two (2) days after receiving the call.  If there is any significant change in that information following the notification, the customer should be so notified. 

f. Materials and Equipment  Lack of availability of materials or equipment shall not relieve the Contractor from the requirement to complete work within the time limits specified above.
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