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Introduction

ATR GmbH (Advanced technology repair, service for information systems, Am Alten Forsthaus 1, in 66386 St. Ingbert, registered at the commercial register of the district St. Ingbert, HRB 3046, Ust-Id DE812513538) which was founded in April 1996 and the subsidiary Company e-CBS GmbH (electronic computer business solutions, Am Alten Forsthaus, in 66386 St. Ingbert, registered at the commercial registered of the district St. Ingbert, HRB 3135, Ust-Id DE813056949) founded in October 2000. Both companies reached a total amount of EUR 3,1 Mio. in 2000, EUR 4,8 Mio. in 2001 and EUR 5,5 Mio. in 2002 and occupy together 187 employees. A corresponding list of employees is attached to this proposal under “STAFFING”. Each of the companies cover a DUNS (Dun & Bradstreet) number and a CAGE (Contractor and Government Entity) code, as specified hereafter: 

ATR GmbH
DUNS No.: 49 858 6064
CAGE Code: DC832

e-CBS GmbH
DUNS No.: 314 705 356
CAGE Code: DE 758

Both companies are ISO 9001 ff certified and are following the philosophy which we will make accessible to you with the following lines:

Trust is the basis of each partnership. In private life as well as in the business arena. Building up trust is a continuous process. Once accomplished, trust has to be rebuilt every day. The area of information technology, the IT branch, does not constitute an exception to this. Just the opposite is the case. With the close interaction of business and IT strategy with the number of indirect influences on the business success trustful cooperation is the most important effort.

For you, the responsible for IT, it has definitely become very difficult over the years to overlook the ADP and communication arena. It has probably not been easy for you to sort good from bad amongst all the offers you have received from advisors, service, hardware and software providers. We hope that our offer in all it’s details shows our good performance.

We within ATR and e-CBS do not only talk about close relationship to the customer – as many others do – for us it goes without saying. Furthermore, we give you the promise that “You can count on us!”

It is our utmost goal to justify your trust in us and to meet all requirements in relation to information technology and the herewith co-related services. It goes without saying that we can provide the necessary know-how. To our great pleasure we have seen an increasing number of contracts from the US Air Force, Us Army and commercial contracting parties.

ATR and e-CBS technical engineers on site and in our own Repair Center, as well as the management of ATR and e-CBS GmbH guarantee a smooth course of repairs so far. Another service contract (break-fix, maintenance, non-recurring task and administrative technology services) ordered by DaimlerChrysler AG, US-Army, DoD (Department of Defence) and others, is served by our technical engineers on European level in all areas as well.

But other well-known companies trust in our abilities, too. A corresponding list of companies you will find on the following pages.

ATR and e-CBS - the experts at your side. A rich suite of IT infrastructure solutions offering you a broad range of maintenance resources when you need them, where you need them, at a predictable price and performance level.

Our Outsourcing and Operations Management solutions allow you to tap into the immense capabilities that ATR and e-CBS has in place today

· 187 own skilled IT professionals in the Field and Onsite Europe wide 
· Global network of experienced Technicians, an advanced operations Management and a Customer Support Centre offering onsite and remote services 
· Partnerships with industry-leading solution providers
· Best practices for the management of complex, multivendor IT environments
We will spare no effort to establish lasting partnership out of this as we have already done with our references.

Your Service team of ATR and e-CBS

Details of the specific Management plan for other Contracts we have.

To ensure reliable handling of the reported repairs by authorized personnel of the Maintenance Helpdesk, e-CBS has developed an own program named  „electronic Call Logging System“ (e-CLS) which is also used with other contracts. Each contract has a certain login-code, ensuring that data which has to be processed, could not be mixed. With e-CLS („electronic Call Logging System“) we are in the position to give information about the several repairs. The contract partner as well can take direct hold of his contract data through an Internet portal, which is password-protected, and get a general idea of it.

By acceptance of a call the system places automatically the corresponding work-order, which is in principle the criterion of searching. The call is listed under this number until it is closed. A double placing of a number is impossible. Under this number you can find the Service Report as well, in which any information concerning the call will be entered by acceptance of an order and saved durable.

The authorized Customer User could take the call to attention of the e-CBS Call Dispatch by phone, by fax or by e-Mail. The e-CBS employee assesses the call and enters the following information in the e-CLS („electronic Call Logging System“).

In the field Customer Information:

· Organisation

· Installation

· City

· Building No.

· Room No.

· Point of Contact

· Telephone No.

· Telefax No. 

· E-Mail address

· Machine Type

· Model

· Serial No.

· ADP equipment?

· Problem description

The system (e-CLS „electronic Call Logging System“) places automatically:

· Call Number

· Call booked (Booking date)

· Date on Site

· Engineers Name

After registration of all data the Service Report can be passed on to the corresponding technical engineer in two ways. First by fax or on the other way the technical engineer is able to load down the password-protected data directly from the e-CLS by Internet. The Dispatch Employee examines if a technical engineer is in the area and passes the call to him to go there directly, in the case that the call agrees to the day routing plan. In the case that it is an emergency call, the technical engineer will be informed directly by cell-phone. In the case of a normal call the e-CLS („electronic Call Logging System“) fixes automatically a date until when the call has to be finished. Consequently the system is supervising the response times automatically. All open calls will be evaluated and updated daily. 

When it turns out that a call cannot be carried out on site, the technical engineer has the duty to notify this to the Call Dispatch immediately. This can be effected by PDA, by notebook or by phone. The circumstances will be entered in the e-CLS („electronic Call Logging System“) immediately. A response, but no repair is considered demand maintenance call. The following circumstances are examples of response, but no repair situation:

· A repair call is received, e-CBS technician responds, but due to circumstances beyond the contractor's control, access to the equipment is denied and the service cannot be accomplished.  For example, without prior notice, access to the Users Office is denied.
· The technician inspects the equipment, and jointly determines with the USER that no repair is required due to the fact that the problem is external to the hardware and not covered under this contract.
· Not Economically to repair: For example the contractor considers the repair costs of a component or system to be xyz % or more of equipment's replacement cost. In this case e-CBS shall notify the customer representative in writing (per Fax or e-Mail) of his finding, including a record of technical inspection showing why the equipment is not economically repairable (e.g. cost of repair, age of equipment, obsolescence of repair part(s), miss use, abuse, etc.). The Customer representative will notify e-CBS to either repair the equipment or return it to the user.
· Customer not on site, no access to the equipment

· Device must be repaired in a workshop because of VDE legal reasons, which do not allow to repair the device onsite.

· Repair is uneconomical; a decision by the customer representative is needed.

Data for the settlement will be set by the system which checks automatically if the defective device has already been repaired within the last twelve months concerning the same defect and inserts the characteristic „Recall“. Then the technical engineer has to check if it is the same reason for failure as before. In this case the repair is covered by the 1-year-guarantee at no charge.

Suggestions and Acknowledgment 
We will report to the user, inspect the equipment and repair it in accordance with the manufacturer’s standard commercial practice which shall include, but is not limited to, lubricating, adjusting, cleaning, replacing parts as needed, and otherwise ensuring the equipment is in proper operating condition. The firm-fixed price for a demand maintenance service call includes travel, procurement of materials and labour for the entire service call.
If equipment has become defective by other than normal use, e-CBS has to inform the customer representative in writing (Fax or e-Mail). However, e-CBS has to perform the work IAW the specifications in the contracts statements of work

When a Call is called to e-CBS and the technician arrives at the location but cannot gain access to the equipment; e-CBS can then close out the call and charge for the agreed price. However, e-CBS must have someone in the area to sign the service record form. The service record form will clearly state that access was not granted/possible.
When a piece of equipment is called into e-CBS and e-CBS´s technician finds no deficiency, than the technician has to state “NO TROUBLE FOUND” on the service record form.

In the event e-CBS considers the repair costs of a component or system to be xyz % or more of equipment's replacement cost, the contractor shall notify the customer representative in writing (Fax or e-Mail) of his finding, including a record of technical inspection showing why the equipment is not economically to repair (e.g. cost of repair, age of equipment, obsolescence of repair part(s), etc.). The Customer representative will notify e-CBS to either repair the equipment or return it to the user. 

We will provide qualified technicians, a contract manager, and points of contact to ensure that effective maintenance services are provided to maintain Customer equipment in proper operating condition. All personnel who interact with Customer personnel during the performance of his duties and responsibilities shall be able to read, write, speak, and understand the English language if necessary. e-CBS will provide personnel who have been trained to repair office and computer equipment and who have at least MORE THAN one year's experience in servicing and maintaining the types of equipment or similar which is included in this contract.  
You receive a wide variety of services by e-CBS GmbH for all from the customer used IT devices. All skills of our technical engineer are based on latest technology an industrial standards. They are trained on numerous standard and business applications as well as all usual operating systems. The e-CBS Service Portfolio covers the demands of numerous customer segments.

e-CBS will provide two Contracting Officer's Representative (COR):

His names are:

Mr. Joachim Kien

Sales Support

Tel.: 0049-(0)6894-95577-20

Fax.: 0049-(0)6894-95577-24

J.Kien@e-cbs.de
And 

Mr. Manfred Kiefer

Sales Director

Tel.: 0049-(0)6894-95577-17

Fax.: 0049-(0)6894-95577-24

M.Kiefer@e-cbs.de
The contract managers will be available five (5) days a week from 0700-2000 hours each day. 

In the event of improper/incorrect maintenance performed by e-CBS, further corrective repair will be provided at no additional cost to the customer. Decisions of the Contracting Officer with regard to disagreements over the occurrence of improper/incorrect maintenance will be subject to the "Disputes" clause.

e-CBS can provide to the Customer Representative a status update of work that has been performed per e-Mail. Also the Customer Representative can call up a status update over e-CBS homepage in the column electronic-Call Logging System. Upon award of the contract, E-mail address will be provided to e-CBS´s contract manager. 

e-CBS will provide the user with a completed copy of the service work record.

e-CBS will provide to the COR a list of technicians (see the list in STAFFING) designated for the work and an original police good conduct certificate (Polizeiliches Führungszeugnis), less than six (6) months old for each employee at no expense to Customer before beginning contract work. 

It will be the responsibility of Customer to ensure that e-CBS has access to all equipment under this contract. e-CBS personnel shall be properly identified and escorted as well as monitored at all times when working on equipment in controlled areas. When controlled areas are not accessible to e-CBS, Customer will move the equipment to an accessible area of the facility for e-CBS to perform the services required.

e-CBS will provide a contractor-designed form, maintenance repair work record, on which he will record all pertinent information for each repair service performed. e-CBS will ensure that each service work record for example includes the following information: (the same information and more you will find in our electronic-Call Logging System and our service sheets)

a.
Work Order Number/Governments Representative Number

b.
Equipment Serial Number

c. Replacement Serial Number if Equipment is replaced.

d. Manufacturer of equipment

e. Model of equipment

f. Problem Called in by Customer Representative.

g. Unit name

h. Name of User

i. Location (City)

j. Street

k. Building

l. Room

m. Phone number of POC  

n. Date/Time of notification of the contractor's point of contact.

o. Date/Time of arrival of technician at user's location

p. Date/Time of service completion or equipment returned to government personnel.

q. CLIN for Service Call and fixed-price amount

r. Reason for delay of repair (if Any)

s. Technician Comments

t. Customer Comments

u. Printed name and signature of the User or Customer Representative

v. Printed name and signature of the Contractor Technician

w.
Work performed and parts used

e-CBS will invoice with all the billing information on a CD-ROM disk or a 3 1/2 inch floppy disk (e-CBS can also sent it by e-Mail) every month for payment of all service calls completed during the previous billing period.  Each invoice will include as an attachment the respective completed service work records if required in the contract

e-CBS will provide a service as per statement of work to clean, repair, and restore to fully functional performance all contracted equipment.
Notify: All employees will be sworn concerning the guidelines of the contract and good customs. For this the employee has to read and sign a statement for secrecy and loyalty. 

In the event that service cannot be accomplished, as in a Response, but No-Repair situation, e-CBS will contact the associated Customer maintenance desk for instructions. If e-CBS cannot gain access to the equipment, the contractor shall obtain the name, telephone number, and signature of a government employee who can certify the e-CBS presence at the user's location.
e-CBS will perform all repairs at the user's location whenever possible. If e-CBS cannot accomplish the repair at the Government facility, the ADP equipment may be removed to the e-CBS´s repair shop, except for equipment used to process classified information. e-CBS’s representative shall sign for all government equipment placed in his custody by using the service sheet form before removing the equipment. The service sheet shall itemize the equipment being removed from the Government premises by serial number and quantity and shall be provided to the user on-site. e-CBS will ensure that all precautions are taken before movement of the equipment to prevent damage (e.g. parking read/write heads).  e-CBS will be responsible for all packing and movement of the equipment off-site. Upon service completion, e-CBS will perform an operational check of the equipment to ensure that the malfunction no longer occurs. e-CBS shall notify the user and obtain his/her signature as well as the date and time on the service report form, which shall clearly state that the user is verifying by his/her signature that the technician completed the work. The technician will also sign the service work record. e-CBS will ensure that the equipment location is left in the same condition as it was upon his arrival. If the equipment cannot be repaired immediately and parts must be orderd, the equipment, if left at the user's location, shall be reassembled.

Staffing 

Personnel structure and positioning of technicians

I.
Introduction

II.
Sales Department for accessories, spare parts, hardware for various products and several manufacturers, such as: Lexmark, HP-Laser printer, HP-Plotter, LG, Packard Bell, Dell, IBM, IBM-Mainframes, Compaq, 

III.
Own Repair Centre

Executing of guarantee and non-guarantee repairs, i.e. guarantee repairs for Lexmark, HP-Laser printer und Plotter, LG, Packard Bell, Dell, IBM, IBM-Mainframes

IV.
Field Service (On Site) technical engineers for

e-CBS GmbH, e-CBS Service GmbH, Advanced Technology Repair – Service for Information Systems GmbH, T-systems International, Daimler Chrysler AG, SITA, Trintech, ICL/Fujitsu, IT-Sun, Compaq, DeTeWe, US Army and Air Force (Tier III, DoDDs), Transtec, Deichmann Schuhe, Roland Schuhe, IDUNA Versicherung, Tchibo, Oki u.v.a.

V.
Personnel leasing and project management for

e-CBS GmbH, e-CBS Service GmbH, ATR Advanced Technology Repair -  Service for Information Systems GmbH, T-systems International, Daimler Chrysler AG, SITA, Trintech, ICL/Fujitsu, IT-Sun, Compaq, Department of Defence Dependence Schools, u.v.a.

VI.
Training

A+, A+II, NET+, Security+, Project+, MCP, MCSE, MCT, CNA, CNE, HTML, WIN NT, WIN 2000, and others

VII.
Software and Hardware Support

VIII.
Call Dispatch
I.
Introduction

e-CBS GmbH has together employed 187 technical engineers. All technical engineers are certificated corresponding to their activities, such as A+ (1 and 2), Microsoft, Novel and on the part of manufacturers. For contracts (Break fix and maintenance) instructed by the US government and German Contracts (DaimlerChrysler etc.) to e-CBS, we assign in all 85 employees at the moment. All employees have a good command of the English language in writing and speaking. All technical engineers have proved a valid police good conduct certificate (Polizeiliches Führungszeugnis) and own a valid USAREUR-wide permanent installations pass.  Our technical engineers are stationed at the following locations: 

· Saarbrücken
· St. Ingbert

· Stuttgart,

· Rastatt, Würzburg

· Köln

· Kitzingen

· Grafenwöhr

· Hanau

· Heidelberg

· Mannheim

· Landstuhl

· Kaiserslautern

· Baumholder

· Spangdahlem

· Frankfurt

· Berlin

· Rostock

· Wiesbaden

· Bitburg (Luxemburg)

· München

· Bamberg

· Nürnberg

· Vielseck

· Hohenfels

· Hannover

· Darmstadt

· Amberg

· Geilenkirchen

· Biberach

Based on other contracts our technical engineers are working in the following countries:

· Portugal (Azoren), own employees

· Spain ( Roda, Cadiz, Sevilla ), own employees
· Italy (Vicenza, Livorno, Aviano, La Maddalena), subcontractor

· Turkey (Izmir, Ankara, Incirlik) , subcontractor

· Bahrain, Subcontractor

· Iceland (Keflavik), own employees
· UK (Manwith Hill, Growton, Lakenheath), own employees
· Netherland (Volkel, Kleine Brogel), own employees
· Belgium (Shape, Brussel), own employees

· Luxembourg

· Austria

· Schwitzerland
Based on our partnership with Subcontractors we are able to provide technicians for Italy, either they provide them to us or we employ them directly to perform under this contract. At the other Countries (listed above) we have own employees. Within our personnel leasing division shift work is already practised, thus potential shift work for some customers is ensured, i.e. should it be necessary to provide repair services on a Saturday, Sunday or holiday this does not cause any problem for us.

We can make available more technical engineers at any time. Because of the specialized knowledge of our personnel department and the various special fields, a corresponding qualified selection of new additional employees is ensured at any time.
II.
Purchasing for consumable items, Parts, Hardware for different products and different Manufactures

Five employees are competent for the procurement of hardware for e-CBS GmbH. A small statement follows for your attention:

Client PC´s, network systems (wired and wireless) including installation und service. 

In the area of service it is to be noted that the installation will always be done in coordination with the customer, i.e. should the customer want to eliminate a non-productive day,  e-CBS GmbH can do the installation and the system update on a weekend. This guarantees that there is no disruption caused by drilling, laying of cable and other work.

Fax machines for the US Army, the Us Air Force and German customers (Us-Army, US-Air force,  DoDDs, DeTeWe, Oki etc.)

Consumables and spare parts for PC´s, facsimile machines and other office equipment

Following are some of the hardware manufacturers supplying e-CBS GmbH with their products:

· HP

· OKI

· Tektronix

· DeTeWe

· Rank Xerox

· NEC

· Kyocera

· QMS

· Minolta

· Samsung

· LG

· Compaq

· Dell

· Lexmark

· IBM

· And others

III.
Own Repair Center

In our main building we are running a Repair Centre, where we are also executing the repairs of all other Contracts we awarded, which cannot be executed on site, at the moment. Regarding all service contracts of e-CBS GmbH, we are executing about 1600 repairs monthly.

The following products can be repaired in our Repair Centre:

· Server (HP, Compaq, IBM)
· Personal Computer

· Notebooks

· Laptops

· Handhelds

· Facsimile Machines

· Scanner

· Plotter

· Printer (InkJet, LED, Laser, Label printer)

· Copy Machines

· Radio and TV’s

· Power Supplies

· Electronic boards

· Monitors

· Beamer (Large Projectors)

· Microfishe Readerprinters

· FDD´s

· HDD´s

· CD-ROM´s

· CD-ROM Tower

· Basically, all products of the IT world

The repair work on the products mentioned above is usually accomplished down to the chip level. All guarantee and non-guarantee equipment repaired in our repair centre has to undergo a strict quality control (QCC) before it is sent back to the customer or user. All repairs are set to the manufacturers standard again.

In our Repair centre we provide repair service for the following customers and manufacturers:

· DaimlerChrysler (German wide)

· US Army ( Europe wide )

· US Air force ( Europe wide )

· Getronics

· US Navy (Iceland)

· Department of Defence Dependence Schools

· Transtec

· Trintech

· Law Offices (e.g. Rae Staab a big LAW Office in South West Germany)

· T-Systems International

· Fujitsu Services

· Tshibo

· Jacques Wein Depot

· IDUNA Versicherung

· Deichmann Schuhe

· Roland Schuhe

· Lexmark

· Tektronix

· Dell

· Toshiba

· Kyocera

· QMs

· Minolta

· DGI

· Lucky Goldstar

· DeTeWe

· OKI

· Packard Bell

· Blue Pegasus

· Sony

· Samsung

· Brother

· Rank Xerox

· HP

· Compaq

· ManSoft

· And others

IV.
Field Service and On Site Technicians

Our on site Technicians provide repair services at different locations and various equipment for different manufacturers and customers, e.g. facsimile machines, copiers, printers (all kinds and models), Server, PC´s, notebooks, monitors, etc. Following please find a list of some of our main customers:

· DaimlerChrysler (German wide)

· US Army

· US Air force

· Department of Defence Dependence Schools

· Transtech

· Compaq

· German Government (Hoch Taunus Kreis)

· Trintech

· Law Office (e.g. RAe. Staab A big LAW Office in South West Germany)

· Law and Tax adviser Office named Wicora  

· T-Systems International

· Fujitsu Services

· Tschibo

· Jacques Wein Depot

· IDUNA Versicherung

· Deichmann Schuhe

· Roland Schuhe

· Böhringer

· Various Hospitals

· Getronics

· And others

All together we have about 2500 service calls per month.
V.
Personal leasing and Project Management

In the section of personnel leasing e-CBS GmbH makes available personnel for various customers and manufacturers according to the German law for personnel services (Arbeitnehmer-Überlassungsgesetz). These technical engineers install and repair systems, administer networks, organize rollouts, advise customers on project conferences, manage and repair production-depending systems, prepare programs, do trainings etc. Following a short selection of customers:

· DaimlerChrysler (German wide)

· US Army

· US Air force

· Department of Defence Dependence Schools

· Transtech

· Compaq

· German Government (Hoch Taunus Kreis)

· Trintech

· Law Office (e.g. RAe. Staab A big LAW Office in South West Germany)

· Law and Tax adviser Office named Wicora  

· T-Systems International

· Fujitsu Services

· Tshibo

· Jacques Wein Depot

· IDUNA Versicherung

· Deichmann Schuhe

· Roland Schuhe

· Böhringer

· Various Hospitals

· Getronics

· And others
VI.
Training

In reference to the training and qualification level of our technicians and administrative employees we want to point out that e-CBS GmbH has always ensured that the technicians are trained to the newest technical standards. The employees of e-CBS GmbH have qualifications in accordance with the standards for:

· Microsoft Certified Professional

· Microsoft Certified Trainer

· Microsoft Certified Solution Developer

· Microsoft Certified Software Engineer

· Certified Novell Administrator

· Certified Novell Engineer

· A+ 1 and 2 (Technical certification)

· Experienced in MS-Word, MS-Excel, MS-Office Products in general, program tools, Firewalls

They are trained for Operating Systems (MS-WIN 2000, MS-WIN XP, MS.WIN NT, NOVELL, and UNIX. They are trained to all Network topologies and Network Hardware as CISCO, IBM, Intel, 3COM, SMC, Orinoco, AVIA, Lucent, and others.

VII.
Software and Hardware Support

On request, the customer and our technicians of e-CBS GmbH receives a phone number, which can be called for help in the case of problems. Our Support Team is assisting the customer in dealing with his hardware as well as in dealing with his standard software. Our technical engineers fall back on our experienced supporters in emergency as well.
VIII.
Call Dispatch

Assignments of the Call Dispatch:

· central person to turn to for Customer maintenance desks

· coordinates and controls all further support units

· is the central person to turn to for all further support units

· has access to the central data bank

· is always informed about the latest status of all calls

· enters all activities into the e-CLS  (“electronic Call Logging System”)

· is competent for escalation routines

· has the central responsibility of problems until solution

· books arriving calls in the e-CLS with all necessary data as phone, description of the problem, etc.

· detailed call analysis

· examine if the problem can be solved by phone

· update of the e-CLS

· suggestion of further steps, e.g. spare part

· Call routing to 2nd level support

· supervision of the response time

· Supervision of the fix time

Compare the following chart:
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Logistics

European wide organization

Homogeneous warehouses & distribution structure
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Central warehouse in our Mainbuilding (St. Ingbert), strategic part Banks with the technicians,
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Service Call Analysis

Based on the Database structure and the information are stored in the e-CLS (“electronic Call logging System”), detailed items can be filtered

For Example:

· per day

· per week

· per month

· per year

· within product line, serial numbers, average spare parts usage, travel time, working time, equipment type and more

· hardware problems

· software problems

· recall analysis

· recurring equipment problems

· all data can be sorted or filtered per location

· and more

Basically all fields you will find on the Service work record and/or in our e-CLS can be filtered for statistics.

e-CLS (Electronic Call Logging System)

Customer Site (Login for the customer)
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