
BOARD OF COUNTY COMMISSIONERS 
DATE: December 11,2012 
AGENDA ITEM NO. c:5)Q 

ConsentAgenda [] ~Agenda 

County Administrator's Signat~ _ 

Public Hearing D 

Subject: 
Time Extension and Increase in Funds for Maintenance of Intergovernmental 800 MHz Radio Communications 
Systems 
Contract No. 078-0122-M(CLM) 

Department: Staff Member Responsible: 

Public Safety Services I Purchasing Bruce Moeller I Joe Lauro 

Recommended Action: 

I RECOMMEND THE BOARD OF COUNTY COMMISSIONERS (BOARD) APPROVE A TIME EXTENSION TO 
THE CONTRACT AND INCREASE TO THE BLANKET PURCHASE AGREEMENT (BPA) FOR MAINTENANCE 
OF INTERGOVERNMENTAL 800 MHZ RADIO COMMUNICATIONS SYSTEMS WITH MOTOROLA SOLUTIONS, 
INC., SCHAUMBURG, ILLINOIS. 

IT IS FURTHER RECOMMENDED THAT AFTER EXECUTION OF THE AGREEMENT BY THE CONTRACTOR, 
THE CHAIRMAN SIGN AND THE CLERK ATTEST. 

IT IS ALSO RECOMMENDED THE BOARD AUTHORIZE THE COUNTY ADMINISTRATOR TO APPROVE 
EQUIPMENT, SERVICE OR PRICE CHANGE REQUESTS THAT ARE EITHER ADDED OR DELETED 
THROUGH THE TERM OF THE CONTRACT EXTENSION AS LONG AS SUCH REQUESTS DO NOT EXCEED 
THE TOTAL CONTRACT AMOUNT REQUESTED BELOW. 

Summary Explanation/Background: 

This contract is for the maintenance of the Pinellas County 800 MHz Intergovernmental Public Safety Radio/ Data 
Communication System and provides maintenance for all fixed equipment at all sites including Emergency 
Management, 9-1-1, hospital microwave, and connectivity equipment. This request is for a twenty-four (24) month 
extension beyond the contract expiration of December 30, 2012 to continue providing 800 MHz Radio 
Communication system maintenance. Due to the ongoing migration to the P25 platform and the complex stages 
incorporated with such efforts, it is essential that the County keep the current maintenance agreement in place. 
The vendor has agreed to extend the current maintenance plan twenty-four (24) months through December 31, 
2014. 

In addition, an increase to the BPA is requested in the amount of $2,357,234.64 to provide for this time extension. 

Pervious actions regarding this contract in reverse chronological order are: 
September 7, 2012- Time Extension by the County Administrator 
May 23, 2012- Corporate Name Change by the County Administrator 
December 18, 2007 - Non-Competitive Purchase by the Board of County Commissioners 
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Fiscal Impact/Cost/Revenue Summary: 

Estimated twenty-four month expenditure not to exceed: $ 2,357,234.64 

Funding is provided through various funds including: Pinellas County General Fund, Emergency Medical Services 
operating fund, Department of Environmental Infrastructure operating fund, Law Enforcement Moving Violations 
Fund and Pinellas Suncoast Transit Authority. 

Exhibits/Attachments: 

Attachments: Contract Review 
Services Agreement 
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PURCHASING DEPARTMENT 
CONTRACT REVIEW TRANSMITTAL 

CATS. .. 
NO.: lfc~ L 1 

PROJECT: Time Only Extension -Intergovernmental 800 MHz Public Safety Radio and Data 
Communications S stem Service Plan >30 da s 

-B~I_D_N~U~M=B-E~R-:~0~7~8-~0~12~2~-M=(~N=P~)---------------=R=E=Q~.N=u=M=s=E=R~:-----------------------~~ 

TYPE: ~ Purchase Contract D Other: D Construction-Less than $100,000 D OneTime 

In accordance with the policy guide for Contract Administration, the attached documents are submitted for review and comment 

Upon completion of review, complete Contract Review Transmittal and forward to next Review Authority listed. Please indicate 
suggested changes by revising, in RED, the appropriate section of the document reflecting the exact wording of the change 

RISK MANAGEMEN"I:: Please enter required liability coverage on pages: PRODUCT ONLY 0 
Estimated Annual Expenditure· $1 200 000 00 

' ' 
REVIEW REVIEW AUTHORITY 

REVIEW REVIEW COMMENTS (Attach Separate COMMENTS 
SEQUENCE DATE SIGNANRE page if necessary) INCORPORATED 

Purchasing De~t. ' {~ ~ M C Ofl\A7\lMdJ!}J. ~ ..J-0 -f f.tcT' 
J. Lauro, Director \ 

1. C. Mancuso, Ass't. Director !i \· /'\ i. \ ";"· 6 t _ IJ C C A {J_f/} trv-1- -f tw d.J..U-d . ' ..-
-~ 

t.mD"'vV'.&t Nancy Patula, PA f·o .l.X~.di1J~ C. .. 
Reguesting De~t. 

fo/1}1;.11- 'i~ ~6h,~l~ ,;~'Cf' .(tr4 ... Ld. Bruce Moeller, Director 
2. Mike Cooksey, Fire Division l 0 /1o !1).. ~ Manager 

Using De12t 121ease Qrovide below information: 
DYes, funding for this requisition is using grant Funding. 0No, funding for this requisition is not using grant Funding. 
If grant funding is being used you must provide Purchasing with the exact clauses that need to be on attached document 
Please check attached vendor list. Circle vendors you want bids mailed to. Add additional vendors with complete 
information (Name, Address, Phone and Fax) 

Risk Management Director 

jO /I$p~ i/ll} ...{)wNt:-'-l l1t§ 1L:h. HIGH RISK 

34'~ Attn: Virginia E. Holscher 
',A-~ brv;-:r1~l NOT HIGH 

' \C,\_\ (Check applicable box at right) \ RISK 

4. BCC Finance lcj_t7jp-- at0)_ 
~ 

Attn: Cassandra Williams 

5. Asst. Count~ Administrator 
~ () ),'1/,z. (~ Moe Freaney ·\. 

~ 
)\ I 

fi?} ~~""4.~ ~I .Je.~ 
6. Asst. Count~ Administrat~ ~Jc/J..y;,. Attn: M. Woodard / 

7. Legal l~Cf/1~ flit) Attn: Michelle Wallace 

RETURN ALL DOCUMENTS TO PURCHASING 

TENTATIVE DATES 

Bid Mail Out: n/a 
Bid Opening: n/a 

Purchasing Director Approval: 

~evised 08/2010 



" MOTOROLA SOLUTIONS 

Attn: National Service SupporV4th fl 

1301 East Algonquin Road 
(800) 247-2346 

Date: 11/14/2012 

Company Name: Pinellas County Board Of County 
Commissioners 

Attn: Ms. Jacqueline Weinreich 
Billing Address: 12490 Ulmerton Rd 
City, State, Zip: Largo,FL,33774 

Customer Contact: Ms. Jacqueline Weinreich 
Phone: (727)735-5283 

QTY MODEL/OPTION SERVICES DESCRIPTION 

Contract Number: S00001 021111 
Contract Modifier: 

Required P.O.: No 

Customer # : 1 035563289 
Bill to Tag # : 0001 

Contract Start Date: 01/01/2013 
Contract End Date: 12/31/2014 

Anniversary Day: Dec 31st 
Payment Cycle: MONTHLY 

PO#: 

MONTHLY EXTENDED 
EXT AMT 

*****Recurring Services***** 
SVC02SVC0030C SP - LOCAL REPAIR WITH ONSITE RESPONSE $98,218.11 $2,357,234.64 

SPECIAL INSTRUCTIONS - ATIACH Subtotal- Recurring Services $98,218.11 $2,357,234.64 
STATEMENT OF WORK FOR PERFORMANCE DESCRIPTIONS Subtotal- One-Time Even 

Services $.00 $.00 
Total $98,218.11 $2,357,234.64 

Per the attached Motorola document, Taxes 
Pinellas County pricing and terms Grand Total $98,218.11 $2,357,234.64 
&conditions will remain the same until THIS SERVICE AMOUNT IS SUBJECT TO STATE AND LOCAL TAXING 

December 31 8
\ 2014. If additional 

JURISDICTIONS WHERE APPLICABLE TO BE VERIFIED BY MOTOROLA 

equipment or services are added, pricing 
will be revised accordingly. 

Subcontractor(s) City State 
SUNCOAST COMMUNICATIONS & SAINT FL 
ELECTRONICS INC PETERSBUR 

G 
I received Statements of Work that describe the services provided on this Agreement. Motorola's Service Terms 
and Conditions, a copy of which is attached to this Service Agreement, is incorporated herein by this reference. 

AUTHORIZED CUSTOMER SIGNATURE TITLE DATE 

CUSTOMER (PRINT NAME) 

MOTOROLA REPRESENTATIVE(SIGNATU RE) TITLE DATE 

Alexander Cordova Jr 850-294-5559 



MOTOROLA REPRESENTATIVE(PRINT NAME) PHONE 

Company Name: 
Contract Number: 

Contract Modifier: 
Contract Start Date: 
Contract End Date: 

Pinellas County Board Of County Commissioners 
500001021111 

01/01/2013 
12/31/2014 



Service Terms and Conditions 

Motorola Solutions lnc.("Motorola") and the customer named in this Agreement ("Customer") hereby agree as follows: 

Section 1. APPLICABILITY 
These Service Terms and Conditions apply to service contracts whereby Motorola will provide to Customer either (1) 
maintenance, support, or other services under a Motorola Service Agreement, or (2) installation services under a Motorola 
Installation Agreement. 

Section 2. DEFINITIONS AND INTERPRETATION 
2.1. "Agreement" means these Service Terms and Conditions; the cover page for the Service Agreement or the 
Installation Agreement, as applicable; and any other attachments, all of which are incorporated herein by this reference. In 
interpreting this Agreement and resolving any ambiguities, these Service Terms and Conditions take precedence over any 
cover page, and the cover page takes precedence over any attachments, unless the cover page or attachment states 
otherwise. 

2.2. "Equipment" means the equipment that is specified in the attachments or is subsequently added to this Agreement. 

2.3. "Services" means those installation, maintenance, support, training, and other services described in this Agreement. 

Section 3. ACCEPTANCE 
Customer accepts these Service Terms and Conditions and agrees to pay the prices set forth in the Agreement. 

This Agreement becomes binding only when accepted in writing by Motorola. The term of this Agreement begins on the 
"Start Date" indicated in this Agreement. 

Section 4. SCOPE OF SERVICES 
4.1. Motorola will provide the Services described in this Agreement or in a more detailed statement of work or other document 
attached to this Agreement. At Customer's request, Motorola may also provide additional services at 
Motorola's then-applicable rates for the services. 

4.2. If Motorola is providing Services for Equipment, Motorola parts or parts of equal quality will be used; the Equipment will 
be serviced at levels set forth in the manufacturer's product manuals; and routine service procedures that are prescribed by 
Motorola will be followed. 

4.3. If Customer purchases from Motorola additional equipment that becomes part of the same system as the 
initial Equipment, the additional equipment may be added to this Agreement and will be billed at the applicable rates after 
the warranty for that additional equipment expires. 

4.4. All Equipment must be in good working order on the Start Date or when additional equipment is added to the 
Agreement. Upon reasonable request by Motorola, Customer will provide a complete serial and model number list of 
the Equipment. Customer must promptly notify Motorola in writing when any Equipment is lost, damaged, stolen or taken 
out of service. Customer's obligation to pay Service fees for this Equipment will terminate at the end of the month in 
which Motorola receives the written notice. 

4.5. Customer must specifically identify any Equipment that is labeled intrinsically safe for use in hazardous 
environments. 

4.6. If Equipment cannot, in Motorola's reasonable opinion, be properly or economically serviced for any reason, 
Motorola may modify the scope of Services related to that Equipment; remove that Equipment from the Agreement; or 
increase the price to Service that Equipment. 

4.7. Customer must promptly notify Motorola of any Equipment failure. Motorola will respond to Customer's notification in a 
manner consistent with the level of Service purchased as indicated in this Agreement. 

Section 5. EXCLUDED SERVICES 
5.1. Service excludes the repair or replacement of Equipment that has become defective or damaged from use in other than 



the normal, customary, intended, and authorized manner; use not in compliance with applicable industry 
standards; excessive wear and tear; or accident, liquids, power surges, neglect, acts of God or other force majeure events. 
5.2. Unless specifically included in this Agreement, Service excludes items that are consumed in the normal operation of the 
Equipment, such as batteries or magnetic tapes.; upgrading or reprogramming Equipment; accessories, belt clips, battery 
chargers, custom or special products, modified units, or software; and repair or maintenance of any transmission line, 
antenna, microwave equipment, tower or tower lighting, duplexer, combiner, or multicoupler. Motorola has no obligations for 
any transmission medium, such as telephone lines, computer networks, the internet or the worldwide web, or for Equipment 
malfunction caused by the transmission medium. 

Section 6. TIME AND PLACE OF SERVICE 
Service will be provided at the location specified in this Agreement. When Motorola performs service at Customer's location, 
Customer will provide Motorola, at no charge, a non-hazardous work environment with adequate shelter, heat, light, and 
power and with full and free access to the Equipment. Waivers of liability from Motorola or its subcontractors will not be 
imposed as a site access requirement. Customer will provide all information pertaining to the hardware and software 
elements of any system with which the Equipment is interfacing so that Motorola may perform its Services. 
Unless otherwise stated in this Agreement, the hours of Service will be 8:30a.m. to 4:30p.m., local time, excluding weekends 
and holidays. Unless otherwise stated in this Agreement, the price for the Services exclude any charges or expenses 
associated with helicopter or other unusual access requirements; if these charges or expenses are reasonably incurred by 
Motorola in rendering the Services, Customer agrees to reimburse Motorola for those charges and expenses. 

Section 7. CUSTOMER CONTACT 
Customer will provide Motorola with designated points of contact (list of names and phone numbers) that will be 
available twenty-four (24) hours per day, seven (7) days per week, and an escalation procedure to enable Customer's 
personnel to maintain contact, as needed, with Motorola. . (l 

1
. :1 ft),t¥r. ,rTi ve ~(~~ 

Section a. PAYMENT (' 0 !/1w VIc~ 
Unless alternative payment terms are stated in this Agreement, Motorola will invoice Customer in advance ~ reach pay n~ 
period. All other charges will be billed monthly, and Customer must pay each invoice in U.S. dollars within days of 
the invoice date. Customer will reimburse Motorola for all property taxes, sales and use taxes, excise taxes, and other taxes 
or assessments that are levied as a result of Services,rendered<under this Agreement (ex9ept inff!;o, PC'}fit, anq !~anchi~e,~/ 
taxes of Motorola) by any governmental entity. (L,~Stot"\C.{ I c5 tC\X- e~e(Y/01-- CV1cf 1))11 'f6vioee"V"Jf~ft'1;1' 

'· , ne, (.!1/JJ tVt V1° 
Section 9. WARRANTY 
Motorola warrants that its Services under this Agreement will be free of defects in materials and workmanship for a period of 
ninety (90) days from the date the performance of the Services are completed. In the event of a breach of this 
warranty, Customer's sole remedy is to require Motorola to re-perform the non-conforming Service or to refund, on a pro-rata 
basis, the fees paid for the non-conforming Service. MOTOROLA DISCLAIMS ALL OTHER WARRANTIES, EXPRESS 
OR IMPLIED, INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A 
PARTICULAR PURPOSE. 

Section 10. DEFAULT/TERMINATION 
1 0.1. If either party defaults in the performance of this Agreement, the other party will give to the non-performing party 

a written and detailed notice of the default. The non-performing party will have thirty (30) days thereafter to provide a 
written plan to cure the default that is acceptable to the other party and begin implementing the cure plan immediately after 
plan approval. If the non-performing party fails to provide or implement the cure plan, then the injured party, in addition to 
any other rights available to it under law, may immediately terminate this Agreement effective upon giving a written notice 
of termination to the defaulting party. 

1 0.2. Any termination of this Agreement will not relieve either party of obligations previously incurred pursuant to 
this Agreement, including payments which may be due and owing at the time of termination. All sums owed by Customer 
to Motorola will become due and payable immediately upon termination of this Agreement. Upon the effective date 
of termination, Motorola will have no further obligation to provide Services. 

Section 11. LIMITATION OF LIABILITY 
Except for personal injury or death, Motorola's total liability, whether for breach of contract, warranty, negligence, strict liability 
in tort, or otherwise, will be limited to the direct damages recoverable under law, but not to exceed the price of twelve (12) 
months of Service provided under this Agreement. ALTHOUGH THE PARTIES ACKNOWLEDGE THE POSSIBILITY OF 
SUCH LOSSES OR DAMAGES, THEY AGREE THAT MOTOROLA WILL NOT BE LIABLE FOR ANY COMMERCIAL 



LOSS; INCONVENIENCE; LOSS OF USE, TIME, DATA, GOOD WILL, REVENUES, PROFITS OR SAVINGS; OR OTHER 
SPECIAL, INCIDENTAL, INDIRECT, OR CONSEQUENTIAL DAMAGES IN ANY WAY RELATED TO OR ARISING FROM 
THIS AGREEMENT OR THE PERFORMANCE OF SERVICES BY MOTOROLA PURSUANT TO THIS AGREEMENT . ..Ne-

. c rea e · :elating to the tfans"aCfionscontemptated--ey this Agree•••enrmay-Oe-br~ffl6fe-~ftt. 
tl'i'an-Gne (1) year after the accrual oUhe cause-of1fcllo~~~-ctue-up~!:'~aA-GpeR-aGOOoot.Tflis-llmitaticrrf"'f~· ~~ 

• · · · · s · x ·ratio u1ation-ofthis Agreement and applies notwithstancJingm;y contrary provision: . Z · . tJ 
I 'I r 

Section 12. EXCLUSIVE TERMS AND CONDITIONS 
12.1. Customer agrees to reference this Agreement on any purchase order issued in furtherance of this Agreement, however, 
an omission of the reference to this Agreement will not affect its applicability. In no event will either party be bound by any 
terms contained in a Customer purchase order, acknowledgement, or other writings unless: the purchase order, 
acknowledgement, or other writing specifically refers to this Agreement; clearly indicate the intention of both parties to 
override and modify this Agreement; and the purchase order, acknowledgement, or other writing is signed by 
authorized representatives of both parties. 

13.2. Unless otherwise agreed in writing, no commercial or technical information disclosed in any manner or at any time by 
Customer to Motorola will be deemed secret or confidential. Motorola will have no obligation to provide Customer with access 
to its confidential and proprietary information, including cost and pricing data. 

13.3. This Agreement does not grant directly or by implication, estoppel, or otherwise, any ownership right or license under 
any Motorola patent, copyright, trade secret, or other intellectual property including any intellectual property created as a 
result of or related to the Equipment sold or Services performed under this Agreement. 

Section 14. FCC LICENSES AND OTHER AUTHORIZATIONS 
Customer is solely responsible for obtaining licenses or other authorizations required by the Federal 
Communications Commission or any other federal, state, or local government agency and for complying with all rules and 
regulations required by governmental agencies. Neither Motorola nor any of its employees is an agent or representative of 
Customer in any governmental matters 

Section 16. MATERIALS, TOOLS AND EQUIPMENT 
All tools, equipment, dies, gauges, models, drawings or other materials paid for or furnished by Motorola for the purpose of 
this Agreement will be and remain the sole property of Motorola. Customer will safeguard all such property while it is 
in Customer's custody or control, be liable for any loss or damage to this property, and return it to Motorola upon request. This 
property will be held by Customer for Motorola's use without charge and may be removed from Customer's premises by 
Motorola at any time without restriction. 

Section 17. GENERAL TERMS 
17. 1. If any court renders any portion of this Agreement unenforceable, the remaining terms will continue in full force 

and effect. 

17.2. This Agreement and the rights and duties of the parties will be interpreted in accordance with the laws of the State in 
which the Services are performed 



17.3. Failure to exercise any right will not operate as a waiver of that right, power, or privilege. 

17.4. Neither party is liable for delays or lack of performance resulting from any causes that are beyond that 
party's reasonable control, such as strikes, material shortages, or acts of God. 

17.5. Motorola may subcontract any of the work, but subcontracting will not relieve Motorola of its duties under this 
Agreement. 

17 .6. Except as provided herein, neither Party may assign this Agreement or any of its rights or obligations hereunder without 
the prior written consent of the other Party, which consent will not be unreasonably withheld. Any attempted assignment, 

v\ U delegation, or transfer without the necessary consent will be void. Notwithstanding the foregoing, Motorola may assign this 
Agreement to any of its affiliates or its right to receive payment with-the prior consent of Customer. In addition, in the event 

!1
a /l~ Motorola separates one or more of its businesses (each a "Separated Business"), whether by way of a sale, establishment of 
L ~ "'a joint venture, spin-off or otherwise (each a "Separation Event"), Motorola may, with. the prior 

written consent of the other Party and at no additional cost to Motorola, assign this Agreement such that it will continue 
to benefit the Separated Business and its affiliates (and Motorola and its affiliates, to the extent applicable) following 
the Separation Event 

17.7. THIS AGREEMENT WILL RENEW, FOR AN ADDITIONAL ONE (1) YEAR TERM, ON EVERY ANNIVERSARY 
OF THE START DATE UNLESS EITHER THE COVER PAGE SPECIFICALLY STATES A TERMINATION DATE OR 
ONE PARTY NOTIFIES THE OTHER IN WRITING OF ITS INTENTION TO DISCONTINUE THE AGREEMENT NOT 
LESS THAN THIRTY (30) DAYS OF THAT ANNIVERSARY DATE. At the anniversary date, Motorola may adjust the price of 
the Services to reflect its current rates. 

17.8. If Motorola provides Services after the termination or expiration of this Agreement, the terms and conditions in effect at 
the time of the termination or expiration will apply to those Services and Customer agrees to pay for those services on 
a time and materials basis at Motorola's then effective hourly rates. 
Revised Jan 1, 201 0 



Service Terms and Conditions 
Attachment replacing Section 13.1 
Proprietary Information; Confidentiality; Intellectual Property Rights 

Any information or data in the form of specifications, drawings, reprints, technical information or 
otherwise furnished to Customer under this Agreement will remain Motorola's property; will be 
deemed proprietary; will be kept confidential, if and only if it's deemed not to be a public record 
and promptly returned to Motorola, if and only if it's deemed not to be a public record. Customer 
may not disclose, without Motorola's written permission, any information or data to any person, 
or use confidential information or data for any purpose other than performing its obligations 
under this Agreement. Confidential information may be disclosed pursuant to applicable law or 
by operation of any court order. The obligations set forth in this Section survive the expiration or 
termination of this Agreement. 



.MOTO,OLA 

Statement of Work 

OnSite Infrastructure Response With Local Dispatch 

1.0 Description of Service 

OnSite Infrastructure Response provides for on-site technician Response by a Servicer. A 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. 

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 Servicer has the following responsibilities: 
2.1 Continuously receive service requests. 
2.2 Assign and dispatch technical resources and provide estimated time of arrival (ETA) to Customer. 
2.3 Servicer will perform the following on-site: 

2.3 .1 Run diagnostics on the Infrastructure or FRU. 
2.3.2 Replace defective Infrastructure or FRU, as applicable. Customer, Servicer or Motorola may 

provide Infrastructure or FRU. 
2.3.3 Provide materials, tools, documentation, physical planning manuals, diagnostic/test equipment 

and any other requirements necessary to perform the Maintenance service. 
2.3.4 If a third party Vendor is needed to Restore the System, the Servicer may accompany that 

Vendor onto the Customer's premises. 
2.4 Verify with Customer that Restoration is complete or System is functional. If Customer cannot be 

contacted within twenty (20) minutes of Restoration, the Servicer will leave the Customer site. 
2.5 Provide the service ticket document to Customer, when requested. Service ticket document should 

include the following: 
2.5.1 Resolution action. 
2.5.2 Provide defective FRU or part number (model#) used. 

3.0 Customer has the following responsibilities: 
3.1 Contact Servicer, as necessary, to request service Continuously. 
3.2 Allow Servicers access to Equipment. 
3.3 Supply Infrastructure or FRU as needed in order for Motorola to Restore the System as set forth in 

paragraph 2.3.2. 
3.4 Maintain and store in an easily accessible location any and all Software needed to Restore the System. 
3.5 Maintain and store in an easily accessible location proper System backups. 
3.6 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. 

3.7 Contact the Servicer upon expiration of Response time goal. 
3.8 Upon being contacted by the Servicer requesting Verification of a Restoration as described above in 

Section 2.4, respond to that request within twenty (20) minutes. 
3.9 Cooperate with Motorola and perform all acts that are reasonable or necessary to enable Motorola to 

provide this service to Customer. 

OnSite Infrastructure Response With Local Dispatch 
Approved by Motorola Contracts & Compliance: 8/10111 Page I of2 



• MOTOROLA 

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 _l)l"oduct/system uwades. 

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

Severity Regular 
Level Response Time 

Severity 1 Within 4 hours from receipt 
of Notification 
Continuously 

Severity 2 Within 4 hours from receipt 
of Notification 
Standard Business Day 

Severity 3 Within 24 hours from 
receipt of Notification 
Standard Business Dc:ty_ 

OnSite Infrastructure Response With Local Dispatch 
Approved by Motorola Contracts & Compliance: 8110/11 

Premier Limited 
Response Time Response Time 

Within 2 hours from receipt Within 4 hours from 
ofNotification receipt ofNotification 
Continuously Standard Business Day 
Within 4 hours from receipt Within 4 hours from 
of Notification receipt of Notification 
Standard Business Day Standard Business Day 
Within 24 hours from Within 24 hours from 
receipt ofNotification receipt of Notification 
Standard Business Day Standard Business Day 

Page 2 of2 
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