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Statement of Work  
 

OnSite Infrastructure Response and Dispatch Service  
 

1.0 Description of Services 

 

The Motorola System Support Center (SSC) will receive Customer request for service and dispatch a Servicer. 

For Mesh system a Servicer will be dispatched only to the central site where the Mobile Integrated System 

Controller (MISC) is located.  The Servicer will respond to the Customer location based on pre-defined Severity 

Levels set forth in the Severity Definitions Table and Response times set forth in the Response Time Table in 

order to Restore the System.    

 

Motorola will provide Case management as set forth herein. The SSC will maintain contact with the on-site 

Servicer until System Restoral and Case is closed. The SSC will Continuously track and manage Cases from 

creation to close through an automated Case tracking process.  This Case management allows for Motorola to 

provide Case activity reports.  

 

The terms and conditions of this Statement of Work (SOW) are an integral part of Motorola's Service Terms 

and Conditions or other applicable Agreement to which it is attached and made a part thereof by this reference.  

 

2.0 Motorola has the following responsibilities: 

2.1. Continuously receive service requests.  

2.2. Create a Case as necessary when service requests are received.  Gather information to perform the 

following:  

2.2.1. Characterize the issue. 

2.2.2. Determine a plan of action. 

2.2.3. Assign and track the Case to resolution. 

2.3. Dispatch a Servicer as required by Motorola standard procedures and provide necessary Case information 

collected in 2.2. 

2.4. Ensure the required personnel have access to Customer information as needed. 

2.5. Servicer will perform the following on-site:  

2.5.1. Run diagnostics on the Infrastructure or FRU. 

2.5.2. Replace defective Infrastructure or FRU, as applicable. Customer, Servicer or Motorola may 

provide Infrastructure or FRU.   

2.5.3. Provide materials, tools, documentation, physical planning manuals, diagnostic/test equipment and 

any other requirements necessary to perform the Maintenance service. 

2.5.4. If a third party Vendor is needed to Restore the System, the Servicer may accompany that Vendor 

onto the Customer’s premises.  

2.6. Verify with Customer that Restoration is complete or System is functional, if required by Customer’s 

repair Verification in the Customer Support Plan required by section 3.2.  If Verification by Customer 

cannot be completed within 20 minutes of Restoration, the Case will be closed and the Servicer will be 

released.  

2.7. Escalate the Case to the appropriate party upon expiration of a Response time.  

2.8. Close the Case upon receiving notification from Customer or Servicer, indicating the Case is resolved.  

2.9. Notify Customer of Case Status as defined required by the Customer Support Plan:  

2.9.1. Open and closed; or  

2.9.2. Open, assigned to the Servicer, arrival of the Servicer on-site, deferred or delayed, closed. 

2.10. Provide Case activity reports to Customer.  

  

3.0 Customer has the following responsibilities: 

3.1. Contact Motorola, as necessary, to request service Continuously.  

3.2. Provide Motorola with pre-defined Customer information and preferences prior to Start Date necessary to 

complete Customer Support Plan.  

3.2.1. Case notification preferences and procedure. 
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3.2.2. Repair Verification preference and procedure. 

3.2.3. Database and escalation procedure forms. 

3.2.4. Submit changes in any information supplied in the Customer Support Plan to the Customer 

Support Manager.  

3.3. Provide the following information when initiating a service request:  

3.3.1. Assigned System ID number. 

3.3.2. Problem description and site location. 

3.3.3. Other pertinent information requested by Motorola to open a Case. 

3.4. Allow Servicers access to Equipment.  

3.5. Supply Infrastructure or FRU, as applicable, in order for Motorola to Restore the System as set forth in 

paragraph 2.5.2.  

3.6. Maintain and store in an easily accessible location any and all Software needed to Restore the System.  

3.7. Maintain and store in an easily accessible location proper System backups. 

3.8. For E911 systems, test the secondary/backup PSAP connection to be prepared in the event of a 

catastrophic failure of a system.  Train appropriate personnel on the procedures to perform the function of 

switching to the backup PSAP.  

3.9. Verify with the SSC that Restoration is complete or System is functional, if required by Repair 

Verification preference provided by Customer in accordance with section 3.2.  

3.10. Cooperate with Motorola and perform all acts that are reasonable or necessary to enable Motorola to 

provide these services.  
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 Severity Definitions Table  

 

Severity Level Problem Types  

Severity 1  � Response is provided Continuously 

� Major System failure 

� 33% of System down 

� 33% of Site channels down 

� Site Environment alarms (smoke, access, temp, AC power. 

� This level is meant to represent a major issue that results in an unusable 

system, sub-system, Product, or critical features from the Customer’s 

perspective.  No Work-around or immediate solution is available. 

Severity 2 � Response during Standard Business Day 

� Significant System Impairment not to exceed 33% of system down 

� System problems presently being monitored 

� This level is meant to represent a moderate issue that limits a Customer's 

normal use of the system, sub-system, product, or major non-critical 

features from a Customer’s perspective 

Severity 3 � Response during Standard Business Day 

� Intermittent system issues  

� Information questions 

� Upgrades/Preventative maintenance 

� This level is meant to represent a minor issue that does not preclude use of 

the system, sub-system, product, or critical features from a Customer's 

perspective. It may also represent a cosmetic issue, including 

documentation errors, general usage questions, recommendations for 

product enhancements or modifications, and scheduled events such as 

preventative maintenance or product/system upgrades. 

 
Response Times Table (Customer’s Response Time Classification is designated in the Service Agreement) 

Severity 

Level 

Standard Response Time Premier Response Time Limited Response Time Restoral Off Deferral 

Severity 1 Within 4 hours from receipt 

of Notification 

Continuously  

Within 2 hours from receipt 

of Notification  

Continuously 

Within 4 hours from receipt 

of Notification  

Standard Business Day 

8 hours  Time provided by 

Servicer * 

Severity 2 Within 4 hours from receipt 

of Notification  

Standard Business Day 

Within 4 hours from receipt 

of Notification  

Standard Business Day 

Within 4 hours from receipt 

of Notification  

Standard Business Day 

8 hours Time provided by 

Servicer * 

Severity 3 Within 24 hours from 

receipt of Notification  

Standard Business Day 

Within 24 hours from 

receipt of Notification  

Standard Business Day 

Within 24 hours from 

receipt of Notification  

Standard Business Day 

48 hours Time provided by 

Servicer * 

 

• Please note these are Standard Commitment times. The commitment times should be based on the 

Customers Support Plan.  

• Provide update before the specific contractual commitments come due. 

* Note: Provide update to System Support Center before Deferral time comes due.  

 


