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Approximately four months prior to the expiration of the warranty period, a Motorola 
Customer Support Manager will contact you to discuss the options available for your 
specific site.  The terms of the agreement can be customized to your agency’s budgetary 
requirements and cycle.  Motorola offers various levels of support to meet an agency’s 
requirements, for example: 

� Telephone, VPN support for software fixes  
� Varying hours of coverage  
� Third party vendor services  
� On-site services 

� Users Conference 

� Professional Services 

 

4.2 Customer Responsibilities  

4.2.1 Initiate Service Request Cases.  Contact Motorola through authorized tools and 
processes outlined in the Motorola Maintenance and Support Agreement Customer 
Support Plan Exhibit to initiate technical support request case. 

4.2.2 Assess Severity Level.  Assist in assessing the correct severity level per the severity 
level definitions found in the Customer Support Plan Exhibit. 

4.2.3 Escalate Appropriately.  Contact Motorola to add information or make changes to 
existing technical support cases, or escalate service requests to Motorola management. 
Motorola Services management contact information provided in the Customer Support 
Plan Exhibit. 

4.2.4 Support on Hardware. Customer will provide all on-site hardware service or is 
responsible for purchasing on-going maintenance for 3

rd
 party on-site hardware support.  

Third party support on some system components may be available through Motorola 
Maintenance and Support Agreement. Customer will contact the appropriate vendor 
directly for parts and hardware service if not purchased through the Motorola 
Maintenance and Support Agreement. 

4.2.5 VPN connectivity. Provide VPN connectivity and telephone access to Motorola 
personnel. 

4.2.6 Anti-virus software.  Run installed anti-virus software. 

4.2.7 Operating System (“OS”) Upgrades.  Unless otherwise stated herein, Customer is 
responsible for any OS upgrades to the System, except HP OS upgrades. Before 
installing OS upgrades, Customer will contact Motorola to verify that a given OS upgrade 
is appropriate. 

4.2.8 Trouble Report Form To better assist us in gathering details for analyzing and repairing 
your system errors, Motorola has created the Trouble Report Form (page 21).  
Completion of this form by the customer is voluntary. 

The Trouble Report form helps Motorola Technical Support reduce errors by increasing 
the understanding of the problem description definition.  It may also improve repair time 
by understanding the probability of repeat errors.  Additionally, should escalation to 
Motorola Engineering team be required, information gathered on this form will aid by 
potentially avoiding the wait associated with error reoccurrence. 

Information customers provide on the Trouble Report form will assist Motorola Support 
team in expediting and troubleshooting the issue. Your assistance in providing the 
information is appreciated. Once you complete the form, please e-mail or fax this form to 
the Technical Support Representative assigned to work on the issue reported.  


