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How to Obtain Technical Support for Products  

Action / Response 

Step 1. Call the Motorola Solutions System Support Center 1-800-323-9949  
Step 2. Select option 4 Software Products/Public Safety Applications 

Step 3. Select option 4 Records/Jail Management 

Step 4. Select option 5 Offendertrak 

Step 5. Provide Site Identification Number (See  Covered Products Exhibit for your agency’s 

Site Identification Numbers) 

 

Step 6.  Provide Your Information Caller Name 

Contact Phone Number 
Description of problem 

Severity of system problem determined at time of call 
Time available for call back 

Email address                                                                           

 

 

Step 7.  Case Number Generated Caller will receive a Case number for tracking the service 
request. 

Check Status The caller may check the status of a Case at any time by 
calling the System Support Center at 1-800-323-9949 and 
following steps 2-4 above and providing the case number. 

Case Assignment The Customer Support Representative will determine a 
course of action and assign the Case to the appropriate 
group. 

Standard Response Time RESPONSE  See Section III for Severity Level definitions 

 Severity 1:                 1 hour 
 Severity 2:                 3 business hours 

 Severity 3:                 6 business hours 

 Severity 4:                 2 business days  

 

Step 8.  Notification of CASE All 

Activity 

Case Notifications are available for up to 4 persons. 
Notifications are sent via pager or email when any of the 
following events occur on a Case: Open, Assigned, Site 
Arrival, Deferred or Closure.  

 

To request case notifications, please contact your Support 
Manager. 

Notification of CASE Open/Close 
Activity 

Case Notifications are available for up to 4 persons. 
Notifications are sent via pager or email when any of the 
following events occur on a Case: Open or Closure. 

 

To request case notifications, please contact your Support 
Manager. 

 

  


