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Overview

• Ticketing System
• Oracle NetSuite

• NOC Technician Position
• Future NOC Center
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Urgent Matters
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Our support page is for non-emergency issues only. For urgent matters, please call our support 
lines.



Non-Urgent Support
• Open Ticket
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Basic Workflow
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Radio Programming Division

System User uca911.org

Assigned Case Number

Ticketing Queue Radio Division

911 Division

Ticket Submission

Ticket Scheduling

System User Confirm service date/time UCA assigns technician/s
Ticket confirmed resolved with system user

Close ticket

Follow-up required

https://www.uca911.org/Contact-Us


Contact Non-urgent Support
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Contact 
Information

Response times may take up to 3 business days. 
For urgent matters, please call 801-840-4216
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Report 
Radio/Coverage 
Issues



Issue Details
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Report 
Radio/Coverage 
Issues



Technical 
Information
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Report 
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Report Radio/Coverage Issue
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Signal Strength and Site Number



Technical 
Information
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Finding Radio ID
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Report 
Radio/Coverage 
Issues Applies to XTS/XTL and APX 

Portables and Mobiles:

1. Use the CALL function in 
the soft menus.

2. When the LIST screen 
appears, press the UP 
arrow until you see MY ID:

3. The ID number will be at 
least 8-digits in length

4. Record the ID number.



Report Radio/Coverage Issue
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Review and 
Submit
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Report 
Radio/Coverage 
Issues



Contact 
Information

Response times may take up to 3 business days. 
For urgent matters, please call 801-840-4216
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Request General 
Support



Request Details
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Request General 
Support



Attachments
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Request General 
Support



Submit Ticket
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If you receive an error after submitting 
your ticket, this indicates the ticket was 
not received because the required 
information was not completed. You will 
need to resubmit a ticket with all required 
fields.

If you receive “Request Submitted 
Successfully” message, please allow up 
to 3 business days for a response. You 
will receive an email with your case 
number.



Ticket Queue
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Response times may take up to 3 business days. For urgent matters, please call 801-840-4216

Your case will enter a queue and be assigned to the appropriate UCA division. The manager of 
that division will contact you to schedule an appointment for resolution.



Oracle NetSuite
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Enterprise Resource Planning (ERP) system 
that integrates financial management, 
warehouse management, inventory 
management, supply chain management, 
and professional services automation. 

Professional Services Automation
• Project/Case Management
• Job Costing
• Resource Allocation
• Project Billing
• Project Reporting



Oracle NetSuite
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Oracle NetSuite
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Field Service Scheduling Board



Network Operating Center Technician

• Monitoring network alarms
• Monitoring environmental alarms
• Sending out outage notices
• Providing technical end-user support
• Performing troubleshooting and resolving network issues
• Running diagnostic tests on communication between 

computers, routers, modems, and servers
• Assigning ticket submissions to appropriate team
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Future NOC Center
• Infrastructure

• New building space
• Video wall, workstations, backup power
• Secure access

• Personnel 24/7
• Level 1 – system monitoring, trouble ticketing, basic troubleshooting, 

escalation
• Level 2 – network devices and system configurations troubleshooting, 

in-depth analysis of escalated tickets, implementation of workarounds 
or temporary fixes

• Level 3 – root causes analysis, permanent solutions for recurring 
problems, implement hardware and software updates for bug fixes or 
design changes
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