






Service Terms and Conditions

Molorola Solutions lnc.('Motorola") and the customer named in thls Agreement ("Customer") hereby agree as follo',vs:

Section 1. APPLICABILIry
These Service Terms and Conditions apply to ser.rice contracts whereby Motorola will provide to Customer either ('l )

maintenance, support, or other services under a Motorola Service Agreement, or (2) installation services under a Motorola

I nstallation Agreernent.

Section 2. DEFINITIONS AND INTERPRETATION
2.1 . "Agreement" means these Service Terms and Conditions; the cover page for the Service Agreement or the

lnstallaton Agreement, as applicable; and any other attachmerits, all of which are incorporated herein by this reference- ln

interpreting ttiis Agreement and resolving any ambiguities, these Service Terms and Conditions take precedence over any

"ou"1 
p"g", and the cover page lakes precedence over any atlachments, unless the cover page or attachment states

otherwise.

2.2. "Equipment" means the equipmenl that is specifled in the atlachments or is subsequently added to this Agreement-

2 3. "senrices" means those installation, maintenance, support, lraining, 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 Agreemenl. 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.i . 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 adcjitional services at Motorola's

then-applicable rates for the services.

4.2. lf Motorola is proviciing Services for Equipment, Motorola pafts or parts of equal quality will be used; the Equipment

rvill be serviced ai levels set forth in the manufacturer's product manuals; and routine service procedures that are

prescribed by Motorola rvitl be followed.

4 3. lf Customer purchases from Motorola additional equipmeni that becomes part of the same system as the initial

Equipmeni, the additional equipment may be added to this Agreement and will be bitted at the applicable rates after the

r,,arranty for that addltional eouiprnent expires.

4.4. All Equipment must be in gooci working order on the Start Date or when addilional equipment is added to the

A,oreernent. Upon reasonable iequest by Moiorola, Customer will provide a complete serial and model number list of the

Eluipment Customer !-nus1 promptlir notify Motorola in rvriting when any Equiprnent is tost, damaged, stolen or taken out

of service. Customer's obligation to pay Service fees Ior this Equipment will ierminate at the end of the month in which

Motorola receives the writtcn notice.

a.5. Customer must specificall,v identify any Equipment that is labeled intrinsically safe for use in hazardous

cnvironments.

4 6. li Equipmeni cannoi. in Motorcla'S reasonable opinicn. be prcperly cr economically serviced for any reaSon. Motorola

may modify the scoDe of Services relateC io thal Equipment, remove ihai Equipmeni from the Agreement; or increase'the

price io Service that EquiPment.

4.7. Customer must promptly notify Motorola of any Equipment failure. Motorola will respond tc Customer's notification in

a manner consistenl 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, cusiomary, intended, and authorized manner; use not in compliance r,.rith applicable industry standards;

excessive vrear and tear; or arcident. liquids, pov/er surges, ncglect, acts of God or other force majeure events'
S 2. Unless specificalty included in this Agreement. Service excludes items that are consumed in the normal operation of

the Equipment, such as batleries or magnetic tapes., upgrading or reprogramming Equipment, accessories, belt clips,

batiery chargers, custom or special procjucts, modified units. or software; and repair or maintenance of any transmission

line. antenna, microwave equipment, tower or tower llghting, 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 Equipnrent malfunction caused by the transmission medium'

Section 6. TiME AND PLACE OF SERVICE

Servlce will be provided at the location specifed in this Agreement. When Motorola performs service at Customer's

location, Customer will provide Motorola, at no charge,a non-hazardous work environmenl with adequate shelter, heat,

light, and power and with full anC free access to the Equipment. Waivers of liability from Motorola or its subcontractors will

,iot b" irpored as a sile access requirement. Customer will provide all in{ormation pertaining to the hardware and

software elements of any system with which the Equipment is interfacing so that Motorola may peform its Services-

Unless otherurise stated in ihis Agreerent, the hours of Service will be 8:30 a.m. to 4:30 p-m., local time, excluding

rveekends and holidays. Unless othenvise stated in this Agreement,the price for the Services exclude any charges or

expenses associated wlth helicopter or other unusual access requiremenls; 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
Cusiomer will provide lMotorola with designated points of contah (list of names and phone numbers) that will be available

twenty-four (Za) nours per day, seven (7) days per week, and an escalation procedure to enable Customer's personnel to

maintain contact, as neeCed. with Motorola.

Section 8. PAYMENT
Unless altemative payment lerms are stated in this Agreement, Motorola will invoice Customer in advance for each

payment period. All oiher charges will be billed montl-rly, and Customer musl pay each invoice in U.S. dollars within twenty
'1Zb) 

Oays of the invoice date. bustomer 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 (except lncome,

profit, and franchise iaxes of Motorola) by any governmental eniity.

Section 9. WARRANfY
Motorola warrants that its Services under this Agreement witl be free of defects in materlals and workmanship for a period

of ninety (90) daizs from the date the performance of the Services are completed. ln the event of a breach of this warranty,

Cuslomer's sole remedy is lo require Motorola to re-perform the non-conforming Service orto refund, on a pro-rata basis,

the fees paid for the non-conforming Service. MOTOROLA DISCLAIMS ALL OTHER WARRANTIES, EXPRESS OR

IMPL!ED;INCLUD]NG IHE IMPL.IED WARRANTIES OF MERCHANTABIL]TY AND FITNESS FOR A PARTICULAR

PURPOSE

Section 1 0. DEFAULT/TERMINATION
10.1 . tf either party Cefaults in the performance of this Agreement, the other party will give to the non-performing party a

written anC detailed no,tice of ihe default. The non-performing party will have thirly (30) days thereafler to prorride a written

plan to cure the defaull thai is acceptable to the other party and begin implementing the cure plan immedlately after plan

approval. lf the non-performing parly fails to provide or irnplement the cure plan, then the injured party, in addition to any

other rights available to it under taw, may immediaiely terminatq this Agreement effective upon giving a written notice of

termination 1o the deiaulting parly.

10.2. Any termination of this Agreement will not relieve either party of obligations previously incurred pursuani to this

Agreemeni, including payments which may be due and owing at the time of terminatlon. Ali surns owed by Ct]stomer io

lv1o,,crola will become dul and pairable immediately upon termination of this Agreeme nt. Upon the effective date of

terminalion. Moiorola will have no furlher obligation to provide Services.

Section 11. LIMITATION OF LIA.BILITY
Except for pcrsonai iniury or death, llo'roroia's total liability', whelher for breach cf ccnt!'act, warranty, negligence' stnct

liability in tort, or otherwiie, wilt be limited 1o the direci damages recoverable under law, but not to exceed the price of

r*"1r" (12) months of Service provided under this Agreement. ALTHOUGH fHE PARTIES ACKNOWLEDGE THE

POSSIBILITY OF SUCH LCSSES 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 THtS AGREEMENT. No action for contract breach or otherwise relating to the transactjons contemplated by this

Agreemeni may be br-ought more ihan one (1) year afler ihe accrual of the cause of action. except lor money due upon an

opun ,""ornt.This limitation of liability will survrve the expiration or termination of this Agreemenl and applies

notwithstanding any contrary provision-

Section 12. EXCLUSIVE TERMS AND CONDITIONS



12.1. This Agreement supersedes all prior and concurrent agreements and understandings between the parties, whether

written or oral, related to ihe Services, and there are no agreements or representations conceming the subject matter of

this Agreement except for those expressed herein. The Agreement may not be amended or modified except by a written

agreement signed by authorized representatives of both parties.

1i.2. Custome, agrees to reference this Agreement on any purchase order issued in furtherance of this Agreement,

however, an omisiion of the reference to this Agreement will not affecl its applicability. ln no event will either party be

bound by any terms contained in a Customer purchase order, acknowledgement, or other writings unless: the purchase

order, aiknowledgement, or other writing specifically refers to this Agreement; clearly indicate the intention of both parties

to override anO modity this Agreement; Jnd the purchase order,acknowledgement, or olher writing is signed by authorized

representatives of both Parlies.

Section 13. PROPRIETARY INFORMATION; CONFIDENTIALITY; INTELLECTUAL PROPERTY RIGHTS

1 3.1 . Any inforrnation or data in the form of specifications, cirawings, reprints, technical information or otherwise fumished

to Customer under this Agreement will remain Motorola's property, will be deemed proprieiary, wilt be kept confidential,

and will be promptly retumLd at Motorola's requesl. Customer may not disclose, without Motorola's written permission or

as required by law, any confidential information or data to any person, or use confidential information or data for any

purpose othei than performing i1s obtigations under this Agreernent. The obligations set forth in this Section survive the

expiration or termination of this Agreement.

13.2. Unless olherwise agreed in writing, no commercial or teclonical information disclosed in any manner or at any time

by Custorner to lr4otorola will be deemed secret or confidential. Motorola will have no obligation to provide Customer with

at.esr 1o its confidential and proprietary information, including cost and pricing data'

13.3. This Agreement does not grant directty or by imptication, estoppel, or otherwise, any ownership righl or license

under any Motorola patent, copyright, trade secret, or other intellectual property including any intellectual property created

as a resuli of or reiated 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 Cornmunications

Commission or any other federal, stale, or local government agency and for complying with all rules and regulations

r-equired by governmental agencies. Neither Motorola nor any of its employees is an agent or representative of Customer

in any governmental matters

Section 15. COVENANT NOT TO EMPLOY
During the term of this Agreernent and continuing for a period of two (2) years thereafter, Customer will not hire. engage

on contract, solicit the employment of, or recommend emptoyment to any third party of any employee of Motorola or its

subcontractors without the prior written authorization of Motorota. This provis!on applies only to those employees of

Motorola or its subconlractors who are responsible for rendering services under this Agreement. l{ this provision is found

to be overly broad under appticable law, it will be modified as necessary to conform to applicable law

Section 16. MATERIALS, TOOLS AND EQUIPMENT
All tools, equipment, dies, gauges, models, Crawings or other materials paid Ior orfurnished by l\4o1orola forthe purpose

of this Agreement will ne anC remain the sole property of Motorola. Customer will safeguard all such property while it is in

Customer's custody or control, be liable for an5, loss or damage to ihis proper'ty. and relurn it to ir4otcrola 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 withoui restriction.

Section 17. GENERAL TERMS
i7.i.lf any couii renCers any por-tion of this Agreemenl unenforceable, the remaining terms will coniinue in full force and

effect.

17.2. This Agreernent and the rights and duties of the parties wil! be interpreted in accordance with the laws of ihe State in

which the Services are pefformed

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

17.4. Neiiher party is liable for delays or lack of pcrformance resulting from any causes that are beyond that party's

reasonable control, such as strikes, material shortages, or acts of God.

17.5. Moiorola may subcontract any of the work,but subcont-racting will not relieve Motorola of iis duties under this

Agreemenl.



17.6. Except as provided herein, neither Party may assign this Agreement or any ol its rights or obligations hereunder

without the prior written consent of the other party, whic"h conserit will not be unieasonably withheld' Any attempted

assignment, delegation, or transfer without the necessary consent will be void. Notwithstanding the foregoing' Molorola

may assign this Agreement to any of its affiliates or its riiht to receive payment without the.prior consent of custorner' ln

addition, in the event Motorola separates one or more oiits businesses (each a "separated.Business"),whether by way of

a sale, establishment of a joint venture, spin-off or othemise (each a 'separation Event')' Motorota may' without the prior

wriflen 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 ind its affiliates (and Motorota and its affiliates, to the extent applicable) following the

Separation Event

17.7. THIS AGREEMENT WILL RENEW, FOR AN ADDITIONAL ONE (1) YEAR-T-ERM, ON.EVERY ANNIVERSARY OF

THE START DATE UNLESS EITHER THE COVER PAGE SPECIFICALLY STATES A TERMINATION DATE OR ONE

PARTY NOT]FIES THE OTHER IN WRIT]NG OF ITS INTENTION TO DISCONTINUE THE AGREEMENT NOT LESS

THAN THIRry (30) DAys oF THAT ANNIVERSARY DATE. At the anniversary date, Motorola may adjust the price of the

Services to reflect iis currenl rates.

17.g. lf Molorola provides Services after the termination or expiration of this Agreement, the terms and condilions in effecl

at the time of ihe termination or expiration will apply to those iervices and Customer agrees to pay for those services on

a time and materials basis at Motorola's then effective hourly rates.

Revised Jan 1,2010
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E r"rotro,.A sol.irlorvs

Statement of Work
Definitions
1.0 Definitions

These de fined tenls rlight not apply to every Statement of Work. Capitalized tenns below and not otherwise defined within

the Statenrent of Work. or in the Comrlunications System Agrcer.nent or other applicable agreernent

(collectively. "Agreement") have the following meanings:

l.l. Box Unir Test: Unit is tested in a fixture that simulates the functions forwhich it rvas designed.

en{:incered. or ntanufactured to insure that it meets manufacturer specifications.

1.2. Case: Electronic tracking docutrent for requests for service through the System Support Ccnter.

1.3. Case Status: Identrfier of the status of a Case frorr beginning to end.

1.4. Conrponenl(s). Molorola new or refurbished parts of equal quality.

1.,s. Conflguration Change Support: A change in a user-defincd parameter, which ntay include a change in the placemenl

of a dispatch consolc talkgroup window. Fleet mapping is not included in Configuration Change Suppol-t.

1.6. Connectivity: Establishment of remote access to the System via dial up or fixed dedicated links.

1.7. Conrinuously/Continuous: Seven (7) days per week, twenty-four (24) hours a day, including holidays.

1.8. Customer: The end-user Customer as identified in the Agreement.
1.9. Customer Support Plan: A document mutually developed by Motorola and the Custotner that provides inforn'ration

about the Customer and the System and describes the specific processes by which Motorola will deliver and

the Custorncr u,ill reccive the sen'ices described in this Statement of Work.
1.10. Elenrents: Those device types present on the Customer's System whose status r.nay be corntnunicated to the SSC.

l.l l. Equiprnent: The equiprnent specified in the Equipment List as set forth in the Agreernent. including any additions to

1.12.

r.13.
I .14.
I .15.

I r6.
t.t7 .

r 18.

r 19.

the Equipment List during thc Warranty Period.

Enhanced System Support (ESS) Period: The l2 month period comntencing at the stall of the Warranty Period

for Equipment and Software as defined by the Agreement.
Event: An alarr or infonnational notification received by Motorola through the Nettvork Managemcllt tools.

Feature: .,\ Softrl'are functionality
Fcclcral Technical Ccnter: A Motorola facilify located in Lanham. Maryland, the purpose of which is to sen'c

as Motorola's centralized Iocation forradio repair forUnited States Federal Govemtnent Customers.

Frnlu,are: Softrvare in object code form that is implanted or embcdded in hardu'are.

FRU: Field ILeplaceable Unit, typically a board or module. contained within the Infiastructtrre.

Infrastructurc: The llxcd Equiprnent excluding l.nobiles. portables. and accessorics.

Infrastructurc Depot Operations (IDO): A Motorola facilit-v. u,hich sen'es as Motorola's ccntralized location

for infrastnrcture repair.
1.20. Loaner: lnfrastructure that is orvned by Motorola and serves as a temporary replaccment rirhile the

Custonrer's Infrastntcture is be ing repaired.
I .2 i . N4airrtcitarrcc: Thc pr occss 1br detennining thc e eusc o1 Lquiprttcnt latlurc. rett'lct'irtg. repairirtg- cr

replacing C'onrponenls necessary to conlonn the Equipment with the nranul-acturer's specilications along rvith

s,vstclt-spccrltc specrl-rcations. deliverrng and reinstalling the Contponents.. and placing thc Equipnlcnt back

into operation.
I .22. Ir4ClNS: N4ission Critical Nelu,ork Sen'ices
1.23. \4otoroia Softrvare Soiiu'are whose cop,vright is owned b1' Motorola or its affiliatcd ctrmparlv

1.24. Non-Motorola Sofnvare: Softrvare whose copyright is owned by a paffy other than Motorola or its affiliated cor.npani,

1.25. Notification: The point in tinre when the Custorner contacts Motorola and requests service .

1.26. Optional Fcature: An additional Feature issued with a System Release that is available to Customer at additional cost.

1.27. Ra<tio Support Center (RSC): A Motorola facility lvhich serves as Motorola's centralized location for radio rcpair-
1.28. Response: The evcnt when a technicizrn, a remote systems technologist or a remote network specialist begins actively

to \\,ork on thc technical issuc. remolel,v or on-site. as dctennined by Motorola-
1.29. Restore,,R.e storation/Restoral: The effort requircd to bring Equipnrent to tl-re Ievel for u'hich it u'as dcsigned.

engrneeretl and adjustcd for pcrfon'nance in accordance with the manufacturer's published spccifications,
although such Equiprrent nlay not nccessarily be rnalfunctioning.

1.-10. Servicer: A Motorola Authorized Servrce Station or Motorola Ficld Service personnel.



I .3 I . Sevcrity Level: The degree of adverse impact of an issue or Event.

1.32. Software: The software furnished with the Systenr. including any Motorola Softwale and Non-Motorola Sofiu'are.

1.33. Software Licensc Agreement: The agreement or portion of an agreement pursuant to u,hich Motorola licenses

Software to Customer. including System Releases.

1.34. Special Product Feature: A Feature that is specialll, developed forCustomerandwhich contains a functionality that

is unique to Custourer.
1.35. Standard Busincss Day: Monday through Frida1,. 8:30 a.m. to 4:30 p.m., local tinre, excluding Motorola holidays.
1.36. Standard Ireature: A software functionality for cornponents of Customer's Systen.r that is available to Customcr in

the standard sofnvare release

1.37. Start Date: Effective start date as listed on the Agreement.

1.38. System: The cornnrunications systern as defined in the Cornmunications Syslern Agreenrent orother
applicable Agreement.

1.39. Systern Acceptance: Unless otherwise defined rn the Corrn'runications S,vstem Agreeruent. the date upon tvhich
Motorola has successfully completed all of the Systenr Tesls as dcscribcd in the acceptance tcstplan.

l.40.SysternSupporlCenter(SSC): AMotorolafacilitvrvhrchscn,esasN4otorola's centralizedsystemsupportfacility
to complirnent the field support resources

l.4l.Systen.rRelease: Onesoftrvareversionreleaseonaparticularplatfonr. ASTRO256.3t'xanrpleiswhere6is
the platfonr indicator and .3 is software version release indicator.

I.42. Systcrn Test: Unit is tested in a Motorola manufacnrred systeln of similar g'pe frorn rvhich the unit rvas designed to

test all functionality of tbe unit to insure that it nrcets uranufacturer specifications.
1.43. Systernic: A recurring Software orhardware defect that significantly affects the operation of the Systenr.

1.44.Technical SupportOperations(TSO): Acentralizedtelephonesupporthelpdeskthat providestechnical support
for Motorola customers who have purchased products from Motorola (Networks & Enterprise) or who have a

contract for technical support services.
1.45.Vendor: Anymanufacturer(otherthanMotorola)orthirdparrythatservicesorrepairs Infrastructureor

subscriber equipn.rent
1.46. Verification:Contacting the appropriate designated person to verify the System is operational (original problern

resolved) and closing the Case.

1.47. Work-arotrnd: A change in the followed procedures or data supplied by Vendor to avoiri error without
substantially impairing use of thc Equipment.

1.48. Work Flow: A step-by-step process including instruction or direction ftrr routins. handling, and plocessing
infonnation at a siven apency.

Dellnitions
Apltroved by Motorctla Conlrocts & Cornpliant'e 10--ll-2006



S o"ro*ot* soLUrloAJS

Statement of Work
Infrastructure Repair with Advanced Replacement

I .0 Description of Services

Infiastructure Repair is a repair service for Motorola and select third pafy Infrastructure as set forth in the

applicable attache<J Exhibit(s), all of which are hercby incorporated into this Statenlcnt of Work (SOW) by this

,if.r.r.". Custoprer's System type detennines u,hich exhibit is applicable (i.e. Sn.rartZone systenl cxhibit. SmarlNet

systelr exhibit). Infrastrucfure may be rcpaired down to the Cornponent level, as applicable. at the Motorola

Infraslructure Depor Operations (IDO). At Motorola's discretion, select third party Infrastructure lllay be sent to the

original equipment rnanufacturer or third party venckrr for repeir If Infrastructure is no longer supporteil by the

originat equipr.nent uranufacturer or third party vendor. Motorola may replace Infrastructure u'ith similar

Infrastn-rcrure. u'hen Possible.

When available, Mororola rvill provide Customer with an Advanced Replacerr.rent unit(s) or FRU(s) in exchange for

Custoltcr's malfunctioning FRU(s). Non-standard configurations, Customer-modified Infrastntcture and cerlain

third parr,v Inllasrructure are excluded from Advanced Replacement service. Malfunctioning FRU (s) u'ill be

evaluated and repaired by IDO and returned to IDO FRU inventory upon cornpletion of reparr. In cases where

Advanccd Replacen-rent is not available or when a Customer requires the exact serial r-rumber to bc returned, a FRU

may be available on a Loaner basis.

The tcrrns and conditions of this SOW are an integral part of Motorola's Service Tcnns and Condrtions or other

applicable agreelrent to which it is attached and made a part thereof by this reference.

2.0 Motorola has the follou'ing responsibilities:
2.1 Use cotnntercially reasonable efforts to maintain an inventory of FRU.

2.2 Provide 1ew or reconditioned units as FRU to Customcr or Sen,icer. upon request and subject to

availabilit_v. TheFRIJ rvill beolsimilarkitandversion.andwill containlikeboardsandchips.as
the Custortter's malfunctioning Infrastructure.

2 3 Prosran'r I,RU to original operating paramelers based on templates provided by Custolllcr as requilcd
inSection3.5. IfCuston.rertemplateisnotprovidedorisnotreasonablyusablc,astandarddefault
let.nplate u,ill be used.

2..1 Properll, package and ship Advanced Replacct.nent FRU from IDO's FRU invcntory to Clustonler

specified acldress.

2.4.1 During normal operating hours of Monday through Friday 7:00ant to 7:00pnl CST,

excluding holidays, FIIU will be sent next day air via Federal Express Priority Ovemight or

UPS Red. unless othcru,ise requestcd. Motorola rvill pay for such shipping. trnlcss
(-ustorner requests shiprnents outsrde of thc above mentroned standard business hours alldr

.,i-car:icrprogranrs.srrchasNFO(nextflightout). Insuchcases.(lustontenrtllhesr-rh.ictt
to shipping and handling charges.

) 1.2 \\/hen sendins the Advanced Rcplacenrent I'RU to Cuslotrer. provide a return air bill in order
for Custonrcrlo retum the Custorner's r-nalfunctioning ItRU. The Ctrstonrer's tlaJfunctiortrttg

Fl{U rvrll bccome profertv of IIX-) and the (uslol.ner u'ill orvn the Advanced
l cplacetttcttt FRI-I

? 1.3 When scnding a Loancr FRU to Custolner. IDO will not provide a retum air bill for
the malfunctioning Infrastructure , The Custonrer is responsible to arrange and pa-v for shipping

the malfunctioning lnfrastructure to IDO. IDO will repair and rerum the Custorner's

Infrastructure and will provide a return air bill for the customer to retum IDO's Loaner FRU.

2.5 Provide repair return authorization number upon Custorner request for Infrastructure that is not classified
as an Advanced Replacement or l-oaner FRIJ.

2.6 Receivc rnalfunctioning Inliastructure fronr Customer and document its arrival- repair and rerum-

2.'i Perfontt thc follorving service on Motorola Infrastructtrre:
2.'7.1 Perfom an operational check on the Infrastructure to detennine the nature of the problel'r.
2.1 .2 Replace rnalfunctioning FRU or Components.



2.1 .3 \i erifi,, that Motorola Infrastructure is relumed to Motorola manufactured specifications.
as applicable

2.7.4 Perfonr a Box Unit Test on all serviced lnfrastructure.
2.1 .5 Perform a System Test on selcct Infiastructure'

2.8 Provide the follou,ing service on select third parry lnfrastructure:
2.8.1 Perfonn pre-diagnostic and repair serviccs to confinn Infrastntcturc n.ralfunction and

elin.rinate sending Infiastructure u,ith no trouble found (NTF) to third party vcndor for repair,
when applicable.

2.8.2 Ship malfunctioning Infrastrucrure to the original equipment rnanufacturer or third party vendor
for repair sen,ice, when applicable.

2.8.3 Track Inliastructure sent to the original equipment manufacturer or third party vendor

for sen,ice.
2.8.4 Perlonl a post-test after repair by Ir4otorola. original equipment ntanufacturcr, or third

parry- \,cndor to confinn malfunctionins Infrastructure has been repaired and flrnctions
properly in a Motorola Systern configuratiott. when applicable.

2.9 Re-prograrn rcpaircd Jnlrastrlcturc to original opcraling pararreters base-d on templates provided by
Customcr as requircd b), Section 3.-5. If Custonrer lcmplate is not provided or is nol reasottablv usable,

a standard dclault lcntplate will be used. If iDO dc(ennrnes that thc rralfunclioning Infrastmcture is due to
a Software defect. IDO reserves thc right to reload lnfrastn.rcture with a similar Software
versron. Enhancenrent Release(s). ifneeded. are subjecl to additional charges to be paid by Customer
unless the Customcr has a Motorola Software Subscription agreentent.

2.10 Properly package repaired Infrastructurc unless Customer's malfunctioning FRU was exchanged with
an IDO FRU Motorola will return Customer's FRU(s) to IDO's FRU inventory, upon completior of repair.

2.11 Ship repaired Infrastructure to the Custorner specified address during normal operating hours set forth
in2.4.1. FRU will be sent two-day airunless otheru,ise requested. Motorola will pay for such shipping,
unless Custon'rerrequests shipments outside of the above mentioned standard business hours and/or
carrier programs, such as NFO (next flight out). In such cases, Customer rvill be subject to shipping
and handling charges.

3.0 Cluston.rer has the following responsibilities:
3 I Contact or instrucl Servicer 10 conlact the N4otorola Syslem Support Center (SSC) and requcst an

Advanced Rcplacernent" or Loaner FRU and a retunr authonzation number (necessary lor all non-
Advanced Rcplacentenl repairs) prior to shipping nralfunctioning Infrastructure or third part-v

Infrastmcfurc nanred in the applicable attached Exhibit.
3 I 1 Providc rrodcl description. model numtrer. scrial numbcr. type of Systern and Firrnu,are

version. sytnptom of problem and addrcss ol'site location for FRU or Infrastrucfure.
3.1 .2 Indicate if Inliastructure or third partv Infrastructure being sent in for scn,ice rvas subjccted

to physical dar.nage or lightning damage.

3.1.3 Follou, l\4otorola instructions regarding inclusion or removal of Fimr,"'are and
Softu,are applicalions from lnfrastmcture be ing scnt in for scrvicc,

3. I .4 Providc Custontcr purchase order nunrbcr to secure payment for anv costs clcscribed hcrein,
I 2 Pay for shipping of Advanced Replacernent or Loaner ]rRU from IDO if Custorner requesteci shipping

outsidc of standard busrness houls or carriei Iru:rlanr: sr:l forth in sectioii 2.'1.1.
j j \\zithin fir,e (-5) days of receipt of the Advanced Rcplaccment FRLI fronr IDO's FRU inventon,.

prolierly package ('ustomer's nraifunctioning Infrastructure and ship thc rnalfunctioning Infrastrr-rcture to

IDO for evaluation and repair as sct forth in 2 7. ('ustonrer ilust scnd the relunr air bill. referenccd in
2.4.2 above back to IDO in order 1o ensure proper tracking of thc returncd Inftastructurc. (-ustonrer u'ill
bc subject to a replacentent li'e for rnalfunctioning lnfiastructure not properly reftrmed. For
lnfrastructurc and/or third parry Infrastructure repairs that arc no{ exchanged in advancc. properly
package Infrastructure and ship thc n'ralfunctioning FRLi. at Clustomer's expcnse andrisk of loss to
Motorola. Customcr is responsiblc for properly paokaging the Customer malfunctioning Inlrastructure FRU
to ensure that the shipped Infrastruclure arrives un-damaged and in repairable condition. Clearly print
thc retum authorization number on thc outside of the packaging.

-1..1 If recerved. Custorrer nrust properly packa,qe and ship I-oaner FRU back to IDO u'ithin fir'c (51

days of reccipt o1'Custolner's repaired I-.RU.

3.5 l\4aintain tentplatcs of Softuare/applications and I'rnru,are lbr reloading ol lnliastructure as set

forrh in paragraph 2.3 and2.9.
l.(-, ForDigital In-Car Vidco Infrastnrcrure, renlove vrdeo lior-,r cquirrntenl prior to sc'nding Infrastnrcrure in



4.0

for repair. Video retricval rs a separate service and is not included as part of this SOW. Additional
sen,ices and fee applics.

3.7 Cooperate with Motorola and perfonn all acts that are rcasonable or necessary to enable Motorola
to provide the Infiastructure Repair with Advanced Replacentent services to Customer.

In addition to any exclusions nanted in Scction 5 ofthe Service Tentts and Conditions or in any

other underlying Agreement to which this SOW is attached, the following iterns are excluded fron.r

Infiastructure Repair with Advanced Replacernent:

1. All Infrastructure over seven (7) years from product cancellation date.

2. All Broadband/WiNS lnfrastructure three (3) years frorn product cancellation date.

3. Physicallydamagedlnfrastructurc.
4. Third party Equipment not shipped by Motorola.
5 Clonsurnable items includins, but not limited to batteries" connectors, cables. toneiink cartridges.

6. Video retrieval fron Digital In-Car Video equipnrent

1. Test equipntent.
8. Racks. funtitttre and cabinets.

9. Firnrrr,are an<Vor Softu'are upgrades.

SmartZone System [nfrastructure
Exhibit

Inclusions, Exclusions, Exceptions and Notes

Antcnna Systenrs Excludes all Equipment such as bi-directional an.rplifiers, rllulticotrplers
combiners, tower top pre-amplilters. antennas. cables, lowers. tou'cr
lighting. and transmission lines.

Base Statron(s) and Repeater(s) lncludes: Quantar, Quantro. Digital, MTR2000 ONLY.

Central Electronics Bank( s) Includes Logging Recorder, Interface and Network Htlb
Excludes all other technologies

see SOW specificall-y fbr NICE logging recorder

Charrnel Bank(s)

C"*p"rrt"r(,
Computer(s)

Includes Prenris.vs and Telco
Excludcs Siemens

I*lrd.r S}r..tr 

-
Includes conrputers (l'entiunt I. II. iII. IV) thal directlv interfacc u'ith or

control the conrmunicatiotts Sysler.n- including Systcrnu'alch II.
keyboards. rlice and trackballs,
Excludes laptop computers and al|286.386.486 conrputers. delcctive or

phosphor-bumed cathode ray tubes CRT(s) and burncd-in l1at panel

displav irnage retention.

Console(s) Includes Centracom Gold Elitc. MCC7500, MCC5500, MIP5000 as part
of complcte conrmunication System ? including headsct jacks. dual

footsu'itches. and gooseneck rtricrophoncs.
F,xcludcs cables

Controller(s) -Trunkin g Includes SnrartNet ll prir-ne and remote controllers.
Excludcs SSMT and SCMS controllers.



Dictaphones. Logging I{ecorders and

Recordins Eouiot'nent
Excludes all technologies

see SOW specificall)' for NICE logging recorder-s

Dieital Interface Unit(s ncluded

Digital Signaling Modern(s) ncluded upon modem model availability

Dieital Voice Modeln(s) ncluded upon modcm model availabiliry

Embassy Switch ncludes AEB, AIMI, ZAMBI, AMB
Management Tenrinals Includes computers (Pentium l, II, III, IV) that directly intcrface *'ith or

control the communications Systern, including Systemwatch II.
Excludes laptop con'rputers and all 286. 386, 486 cornputers.

MBEX1s.1 or NOVA In(erconnect Included

Microwave Equipnlent. Excluded frorn sen,ice agreement but may be rcpaired on an above

conlract. time and material basis. All Eqr-ripnrent must be shipped to
IDO.
Fxcludes anv on-sitc sen ices.

Monitor(s) Jncludes all Motorola certified r.nonitors ci'rnnected to cotrputers that
directly interface rvith or control the comruLurications Syslcnr.
Excludes defective or phosphor-bunred calhode ray tubes CRT(s) and
burned-in flat panel displays inrage retention as rvell as nronitors that
were not shippcd by Motorola and/or cannot bc confimed by a Motorola
factory order number.

Moscad Includes NFM (Network Fault Managemcnt). as parl of cornrrunication
System only. Standalone MOSCAD and Systern Control and Data
Acquisition (SCADA) must be quotcd separately. Includes FSA4000.
Excludes all other fire alanning systclns.

Motobridse Included

Network Fault Managernent Includes Full Vision
Excludes NMC

Printer(s) Inuludes printers that dirce lly irrtcrfacc wrth the conirnunit alions Syslcut.

RAS(s) Excludes RAS 1 100. 1 101 and I 102

Receiver(s) Includes Quantar and MTR2000. ASTRO-TAC Recen,ers

Simulcast Distribution Amplifi er(s) Included

Site Frequency Standard(s) Includes Rubidium. GPS and Netclocks syslenls sold rvith the l\4otorola
System.
Excludes N4FS -Rubidiunr Standard Nenlork Tirne and Frequenc.v
devices

l]nivcrsal Simulcast (.ontrol ler
I nterface(s)

Included

UPS Systen.rs.

7.one Manager

Excludcd frorn sen,ice agreenrents but rnay br: reparrcd on an above
conlracl. tinrc an,J nrlteriul basis.,lrll UirS Sl,stcms nrttst l-rr: slril-,;recl 1o

IDO for reparr.

Ercludcr bailcries arrJ an) orr-site scn iccs. _
Excludes t{P71 5i33. HP 715/-)0 servers.

Excludcs x-ternrinals NDS 11C and NDS I 7C

Zone Contnrller(s) Includes console ten-ninals.
Excludes all Sun.IN4P hard drives except TLN3495A 0820 I GII drive as

u,ell as the followirrg SUN/IMP CPUSET?s: TI-N32788 0406.
TLN3343A 0424 and TLN3278A 0l 81i0389.

Approved by Contract and Compliance 11120109
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Statement of Work
Technical Suppofi Service

I .0 Description of Scn ices

The Technical Support scrvice provides ccntralized remote telephone supporl for tecl.rnical issues that requirc a high
level of cornmunications s],stenrs expertrse or troubleshooting on Equipnrent. The N4otorola Systeur Support

Center's (SSC) Technical Support Operation is staffed with technologists rvho specralize in the diagnosis and

resolutionofsysterrperlbmranceissues. Technical SupportService(i)doesnotincludesofrwareupgradesthatrnay
be required for issue rcsolution. and (ii) does not include Custorner trainine (iii) is only available for those systelr
rypes suppoflecl and approved by Technical Support Operations, (iv) limited to Infiastructurc currcntly supported

by Motorola.

Technical Suppurt is applicable to the follou,ing systerr types: ASTRO@. ASfRO8) 25 , ARC 4000, SlnartZone@ v2.0.3

and higher, SnrartZoneG)iOnmiLink@, E911, Private Data v2.0.3 and higher, SmartNet@, Conventional Two-Way. and

Wireless Broadband.

The terms and conditions of this Statement of Work (SOW) are an integral pafi of Motorola's Service Tenls
and Conditions or other applicable Agreement to which it is attachcd and rnade a parl thereof by this reference.

2.0 Motorola has the following responsibilitics:

2.1. Respond to requests for Technical Support for thc Restoration of failed Systems and diagnosis of
operation problcrns in accordance with the response times set forth in the Rernote Technical Support
Response Tinres Table and the Severiry Level defined in the Severiry Definitions Table.
2.1 .1 If infrastructure is no longer supported by Motorola. Tcchnical Support will diagnosis the Systenr

but n'ray not be able to resolvc the issuc u,ithout the Custorner replacing the Infrastructure.
2.2. Advisc caller ol procedure for dctennining any additional requirements for issue characterization,

Restoration. including providing a knorvn fix for issue resolution u,hen available.
2.3. Attempt remote access to System for relrote diagnostics. r,v'hen possible.
2.1. Maintain comnrunication with the Servicer or Cusloner in the field until close of the Case. as needed.

2.5. Coordinate technical rcsolutions rvith agreed upon third par-ty vendor(s). as needed.
2.6. Escalate and ntanage support issues, including Sl,stemic issues. 1o Motorola engineering and product groups.

as applicable.
2 i Escalale the Casc to thc appropriate parg' upon cxpiration of a Rcsponse linre.
2.8. Providc Configuration Change Support and \\i ork Florv changes to Systenrs thal have dial in or relrote

access capabilitv.
29. Determine. in its sole discretion. rvhen a Case rcquires nrore than the Technical Support sen,ices described

in this SO\\' and notil-v Custonrer of an altemati\/e course of action.

1.0 Custonrcr has thc follou,ing Responsibilitics:

1.1. Providc Motorola ra,ith pre-defilrcd infornration prior to Start L)alc necessar] to complete Custorlcr
Supporl Plan.

3.1 1. Subrnit changes in any rnfonnatron supp)ied in the Cuslonrer Supporl i)lan to thc Custonrer
Supporl Manaeer.

3.2. Contact the SSC in order to access the Tcchnical Supporl Operation, provide nar.ne of caller, narne of
Custorner. Systcrn ID nurnber. Service r\greemcnl number. site(s) in questions. and brief description
of the problern,

3.3. Supply on-site presence when requested by Systcrn Suppofi Center.
3.4. Validate issue resolution prior to close of the Casc.
3 5 AIlorv Motorola rcrnotc' access to the System b_v cquipping thc Systern u,ith the nccessary Connectivity.
3 6. ILerrovc video lion.r Digital In-(iar Vidco equiprnent prior to contacting Motorola. If Technjcal

Support assists the Cuslorner in renroving video. the Custonrer acknorvlcdges. understands and
agrees that Motorola does not guarantec oru,'arrant that it u,'ill bc able to cxtract any captured
i'ideo tir that any captured vidco 'will not be danraged, lost or corupted.



3.1 Acknowlcdge that Cases will be handled in accordance with the tin.res and priorities as defined in
Renrote Technical Support Response Tirnes Table and the SevcriU l-evel defined in the Severitv
Definitions Table.

3.8 Cooperatc u,ith lr,lotorola and perfomr all acts that are reasonable or necessary to enable Motorola
to provide the Tcchnical Support servicc to Customer.

Severity Defi nitions Table

Severity Level Problem Tvpes

Severity I l. Response is provided Continuously
2. Ma.jor Systern failure
3 33% of System down
4.33% of Site channels down
5. Site Environment alarrns (snroke, access, temp, AC power) as detenrined by the SSC.
6. This level is meant to represcnt a major issue that rcsults in an unusable system.

sub-systern, Product, or critical features from the Custorncr's perspective. No
Work-around or imrnediate solution is available.

Severilt'2 l. Response during Standard Business Day
2. Significant Syslen.r Impaiment not to exceed 33% of systern dou,n
3. Systcrn problems presently being monilored
4. This level is meant to represent a moderate issue that limits a Cuslonrer's nonnal use

of the system, sub-system, product, or major non-critical features frorn a

Customer's perspective

Severity 3 l. Response during Standard Business Day
2. Intennittent system issues
3. Infonlation questions
4. Upgrades/preventativc mainlenance
5. This level is meant to represent a minor issue that does not preclude use of the

system, sub-systern. product. or critical features frorn a Customer's perspective. Il
may also represent a cosmetic issue, including docurnentation crrors. gencral
usage questions. recornrnendations for product enhancernents or rlodifications.
and scheduled events such as preventative maintenance or product/svstenr upgrades

Renrote Technical Support Rcsponse Times Table

SEVERITY RESPONSE

Scveritv I W hin 1 Hour frorn receipt of Notification, Continuously

Severin, 2 w hin 4 Hours from receipt of Notification. Standard Business Day

Severitv 3 w hin next Business Dav. Standard Business Dav
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Statement of Work
Local Infrastrucfure Repair
1.0 Description of Services

Local Infrastructure Rcpair is a repair service provided by the Servicer for Inflastructure named on the Custonter
Equiprnent list. At the Ser-vicer's discretion and responsibilily. Inliastructurc may be senl to Motorola, original
equipment r.nanufacturer, third parry vendor, or other facility for rcpair.
The tenns and conditions of this Staternent of Work (SO\V) are an integral parl of Motorola's Service Tenns and
Conditions or other applicable Agreement to which it is attached and made a part thereof by this reference.

2.0 Motorola Servicer has thc follou,ina. responsibilities:
2.1 . Repair or rcplace Infrastructure at thc Servicer lacilit.v or (lustonrer location as detcnnincd by Sen,icer.

Any replaccd FRU u'ill be of a similar kit and version. and q,ill contain like boalds and chips. as the
Custonrer's n.rallunctionin-e FRU(s). Servicer is responsible fcrr travel costs to a Customer localion to rcpair

Infrastmcnlre.
2.2. Perfornr the follorving on Motorola Infrastruchrre:

2.2.1 . Perfornr an operational check on the Infrastructure to detenninc the nature of the problem.
2 2.2. Repair or rcplace malfunctioning FRU. as deterrlined by Sen,icer.
2.2.3. Verifl, that Motorola Infiastnrcture is retumed to Molorola rnanufactured specifications.

2.3. Provide the following sen,ice on select third party Infrastructure
2.3.1 . Perfonn pre-diagnostic and repair service to confinn Infrastructure rnalfunction and eliminate

sending Infrastructure with no trouble found (NTF) to third party endor for repair. u,hen applicablc.
2.3.2. Ship rnalfunctioning Infrastructure to the original equipnrent manufacturcr or third party vendor

for repair scrvice. Servicer is responsible for all shipping and handling charges.
2.3.3. Coordinate and track Infrastructure scnt to the original equipn.rent manulircturcr or third party

vendor for senrice.
2.4 Re-program lnfrastructure 1o original operating pararlclers bascd on telnplates provided by Custonter

requiredbySectron3.2. IftheCustornertcrnplateisnotprovidedorisnotreasonablyusable.astandard
default template u,ill be uscd. The Servicer will provide the standard ter.nplate.

2.5. Notifu the Custorner upon completion of repair or rcplacement.
2.6. Properly package. return ship or hand deliver Infrastmcturc to the ('ustollter specified address. Serviccr

will pay rctlrn shipping charees. if being sent via ovemi-eht carrier.

3.0 Cus{onrer has the follou,ing responsrbilities:
3.1. Contact Sen,icer and provide thc follou'ing infonlation:

3.1.1. Provide cllstonrcrnarne, address of site location. and sylltptonr of problcn-r.
1.1.2. Provide tttodel description. nroclel ttu:lber. seriul nuntber. and npe of Sr,stenr ard l:inlu,are

version, ifknou,n.
-1 2. \4aintain andror store backups of all :rpplicablc Soflrr.are applicatirrrs and Finrtu,ar,, lor rcloading. rf

necessary by $911,i691. after repair scn,icc is c6rrlpletcd.
3.3. (loopcratc u.ith N4otorola and perfonn all acts that arc reasonable or necessat-v to crrable \4ot()rola to

provirle Local infl'astr-ucntre Rcpair sen,ices to Custonter.

Loclrl Inliastr-ucturc Repair
Apltt-oved b); tr4olorola ()tttrtrotl-s & Contpiiunce ()i-i-:-2A()4



Special Product
SP - LOCAL INFRASTRUCTURE REPAIR
Statement of Work

Sarpy County, Nebraska

SP ? Local lnfrastructure Repair

1.0 Description of Services

SP - local lnfrastructure Repair is a repair service for customer?s microwave components., all of which are hereby incorporaled into
this Statement of Work (SOW) by this reference. lnfrastructure may be repaired down to the Component level, as applicable, at the
Molorola lnfrastruclure Depot Operations (lDO) or at a 3rd party facility. At Motorola?s discretion, select third party lnfrastructure
may be sent to the original equipment manufaciurer or third party vendor for repair. lf Infrastruclure is no longer supported by the
original equipment manufacturer or third party vendor, Motorola may replace Infraslructure with similar lnfraslructure, when
possible.

When available, cuslomer will be provided with an Advanced Replacement unit(s) or FRU(s) in exchange for Customer?s
malfunclioning FRU(s). Non-standard configurations, Customer-modified lnfrastructure may be excluded from Advanced
Replacement service. Malfunctioning FRU (s) will be evaluated and repaired by IDO or 3rd party repair service and returned to
customer upon completion of repair. In cases where Advanced Replacement is not available or when a Customer requires the
exact serial number lo be returned, a FRU may be available on a Loaner basis.

Customer will contact the cuslomer support manager (CSM) to obtain Local lnfrastructure Repair for microwave board repair
services. Depending on the rndividual type of equipment or component which is in need of repair the CSM will direct the customer
on where to send the component for repair and if advanced replacement is available for the repair. ln some cases loaner modules
or boards may be available until repairs to ihe original equipment are complete.

On-site services will be available rn the event the customer efforts and workaround options have failed. Customer can contact CSM
for On-siie services which will be scheduled with Motorola system technologist or certified service partner as last resource.


