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II. Accessing Customer Support 

The Motorola Solutions System Support Center Operations 

Motorola Public Safety Applications Technical Support personnel in cooperation with Motorola System 
Support Center (“SSC”) provide the gateway to technical support for all of Motorola Public Safety 
Application systems.  Accessing support through Motorola toll free 800 number, web ticketing or email 
ticketing ensures accurate case handling and tracking.  The goal of the Support team and SSC is to make 
certain systems are restored and running at peak levels as quickly as possible.  This is accomplished by 
obtaining accurate customer and problem details and by directing requests to the right support team in a 
timely manner. 

The System Support Center offers total call management including: 
� Single point of contact for Motorola service requests 

� Logging, dispatching and tracking of service requests 

� System capabilities to identify pending cases and automatically escalate to management 
� Database and customer profile management 
� Standard reports with on-demand distribution 

� Case notification 

 

Motorola System Support Center operates 24 hours a day, 7 days a week, 365 days a year.  That means 
you can call us anytime.  Support Center personnel enter requests for service, technical assistance, or 
telephone messages into a database system. Every time you call us, we log information about your 
request into the tracking system so that the information is available for reference and analysis to better 
serve your future service needs.  Another benefit of logging every service request is that Motorola and 
customers can track the progress from initial contact to final resolution.   

There are three options for accessing Support at Motorola: 
1. Motorola System Support Center Toll Free Number 
2. eCase Management through Motorola Online 
3. Email Case Ticketing   

 

Option 1 - Call Motorola Solutions System Support Center 

Call Motorola Solutions Toll free 800-323-9949 

� Select from the auto attendant as follows: 
� Option 4 – Software Products/Public Safety Apps  
� Then select Option 4 – Records/Jail Management   
� Next select the appropriate system type option 

5. Offendertrak 

 

Upon contact with the SSC personnel, you will provide the name and phone number for Customer contact 
and your agency and product specific Site Identification Number.   Providing a brief problem description 
will assist in defining the severity level and determine proper case routing to the appropriate Motorola 
Technical Support Team Member.   A unique tracking number will be provided to your agency for future 
reference. 

 

  


