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CUSTOMER SUPPORT PLAN

MAINTENANCE AND SUPPORT AGREEMENT 525 TERM: 07/01/19-06/30/20
CUSTOMER: Lowndes County

Introduction

Welcome to Motorola Customer Support. We appreciate your business and look forward to serving your
needs on your Public Safety Applications (PSA) system.

The Customer Support Plan is designed to provide Motorola customers the details necessary for
understanding Motorola overall support processes and policies as a compliment to the Motorola
Maintenance and Support Agreement.

The Motorola Maintenance and Support Agreement is the legal and binding contractual terms for which
services are provided under. Questions or concerns regarding your support plan can be directed to your
Support Manager.

Below are the topics outlined in this Customer Support Plan:

. Service Offerings
Il Accessing Customer Support
ll. Severity Levels and Case Management
IV. Responsibilities
V. Customer Call Flow
VI. Contacts

L Service Offerings

Motorola Customer Support organization includes a staff of Support Analysts who are managed by
Motorola Customer Support Managers and are chartered with the direct front-line support of Motorola
Customers. A Support Analyst is a system technologist responsible for providing direct or escalation
support. A Support Analyst is sometimes referred to as a Customer Support Analyst (“CSA”) or Technical
Support Analyst (“TSA”) or Technical Support Representative.

Motorola Support Organization offers a multi-layered approach to a total service solution. Levels of
support are defined as follows:

Service Levels
ISV Logging, dispatching and tracking service requests
MK Selected 1% call support, triage and resolution
WS\ Telephone and/or on-site support for normal technical requirements
IV R High-level technical support prior to Engineering escalation
WS\VE\W:BR Engineering software code fixes and changes

Motorola provides to customers on an active Maintenance and Support Agreement defined services and
Software Releases. Specific support definitions, offerings and customer responsibilities are detailed in
Section 3 of the main body of the Maintenance and Support Agreement.
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