
 

Motorola Solutions, Inc. Applications and Data Solutions Public Safety Applications                   
Exhibit to the Maintenance and Support Agreement             Version 11-30-15 

Severity Level One Escalation 

Once an issue is escalated to Engineering, the following table is used as an Engineering resolution 
guideline for standard product problems. 

Escalation Policy- Severity Level 1 

CRITICAL ACTION RESPONSIBILITY 

0 Hours 
Initial service request is placed.  Support Analyst begins working 
on problem and verifies / determines severity level. 

Support Analyst 

2 Hours 

If a resolution is not identified within this timeframe, SA 
escalates to the Customer Support Manager who assigns 
additional resources.  Email notification to Director of Customer 
Support and Director of System Integration. 

Support Analyst 
Support Manager 

4 Hours 

If a resolution is not identified within this timeframe, Customer 
Support Manager escalates to the Director of Customer Support 
and Director of System Integration to assign additional 
resources.  Email notification to Vice President of System 
Integration and Vice President Customer Support. 

Support Manager 
Director of Customer Support  
Director of Systems Integration 

8 Hours 

If a resolution is not identified within this timeframe, Director of 
Customer Support escalates to Vice President of System 
Integration, Vice President of Support, and Account Team. 

Support Manager 
Director of Customer Support  
Director of Systems Integration 

VP of System Integration  
VP of Customer Support  

12 Hours 

If a resolution is not identified within this timeframe, Director of 
Customer Support escalates to Vice President of System 
Integration, Vice President of Support, and Account Team, 
Senior Vice President of Operations, System Integration, 
Customer Support and Engineering. 

Senior Management  
Support 
Operations 

Systems Integration 

Engineering 

 

All Severity Level 1 problems will be transferred or dispatched immediately to the assigned Motorola 
technical support representative, to include notification to Motorola management 24x7.   All other severity 
level problems logged after business hours will be dispatched the next business morning.   

3.1 Reporting a Problem. Customer will assign an initial Severity Level for each error reported, either 
verbally or in writing, based upon the definitions listed above.  Because of the urgency involved, 
Severity Level 1 or 2 problems must be reported verbally to the Motorola call incoming center.  
Motorola will notify the Customer if Motorola makes any changes in Severity Level (up or down) of 
any Customer-reported problem. 

3.2 Motorola will use best efforts to provide Customer with a resolution for Severity 1 and Severity 2 
issues within a reasonable time and in accordance with the assigned Severity Level when Customer 
allows timely access to the System and Motorola diagnostics indicate that a Residual Error is 
present in the Software.  Should Customer report an error that Motorola cannot reproduce, Motorola 
may enable a detailed error capture/logging process to monitor the System.  If Motorola is unable to 
correct the reported Residual Error within a reasonable time, Motorola will escalate its procedure 
and assign such personnel or designee to correct such Residual Error promptly.  Should Motorola, in 
its sole discretion, determine that such Residual Error is not present in its Release, Motorola will 
verify:  (a) the Software operates in conformity to the System Specifications, (b) the Software is 
being used in a manner for which it was intended or designed, and (c) the Software is used only with 
approved hardware or software. 

3.3 Error Correction Status Report.  Motorola will provide verbal status reports on Severity Level 1 
and 2 Residual Errors.  Written status reports on outstanding Residual Errors will be provided to 
System Administrator on a monthly basis. 

  


