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Urgent Matters Fé UCA

UTAH COMMUNICATIONS AUTHORITY

Our support page is for non-emergency issues only. For urgent matters, please call our support
lines.

General Support Urgent Outages
43 801-840-4200 4 801-840-4216
Mon—Fri, 9am-5pm 24/7 Emergency Line

Utah Communications Authority 11/10/2025 3



&

Non-Urgent Support Fé UCA

UTAH COMMUNICATIONS AUTHORITY

* Open Ticket
CONTACT NON-URGENT SUPPORT

Report Radio/Coverage Issue Request General Support
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i
Basic Workflow A UCA

UTAH COMMUMICATIONS AUTHORITY
Ticket Submission

‘ Radio Programming Division
é —> g i )  Ticketing Queue —> Radio Division
—>

911 Division

System User uca911.org

\

Assigned Case Number

Ticket Scheduling

@

System User

‘ Ticket confirmed resolved with system user
‘ Confirm service date/time ‘ UCA assigns technician/s Y

Close ticket ~

Follow-up required
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https://www.uca911.org/Contact-Us

Contact Non-urgent Support A uca

UTAH COMMUNICATIONS AUTHORITY

s
@ ONTACT NON-URGENT SUPPOR REPORT URGENT ISSUES CALL 801-840-4216 PROGRAMMING INTEROP 911 RADIO
’—A U C A News and Resources»  Governing Board About  Advisory Committee Documents

UTAH COMMUNICATIONS AUTHORITY

CONTACT NON-URGENT SUPPORT

If you are a user of UCA's Radio System and are experiencing an urgent radio outage or
problem, please call 801-840-4216. Thank you for your consideration.

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

@ z s :

Contact Info Issue Details Technical Info Submit

Auoyiny suonesiunwwod yein

Contact Information

CO n ta Ct First Name * Last Name *
Information
Email Address * Phone Number *
Reporting Agency *

-> Next Step




Auoyiny suonesiunwwod yein

Issue Detalils

Issue Details

Subject *

Please describe the issue *

Provide as much detail as possible

Date of Incident *

MM/DD/YYYY

Enter date as MM/DD/YYYY (e.g., 06/10/2025)

Talk Group *

Location (Decimal Degrees)

€.g. 40.7608° N, 111.8910° W

& Previous

Time of Incident *

(— O

Select the time (will be converted to 12-hour format)

Were you inside a building when this occurred? *

Street Address / Mile Marker *

=> Next Step



Auoyiny suonesiunwwod yein

Technical
Information

Technical Information

Site That the Radio Was Attached To

@ How to find signal strength & site number

Received Signal Strength Indicator (RSSI)

Radio Brand *

Radio Serial Number

Firmware Version

@ How to find firmware version

Did the radio work at this location on the legacy system? *

< Previous

Received Signal (dBm)

Radio Model *

Radio ID / Alias *

© How fo find radio ID/alias

—> Next Step
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Report Radio/Coverage Issue Fﬂ UCA

UTAH COMMUNICATIONS AUTHORITY

Signal Strength and Site Number

Motorola Portable L3H Portable

Press up Button  Site Number and Signal
Strength (RSSI) will appear
temporarily

Press the center menu button

Arrow Right to once to “S” Icon

Arrow down to “site alias”, press center button
The site shown with the > symbol is the site your
radio is attached to. The site number is formatted
XX-XX

5. The signal level will be to the right of the site
number

i BN

Signal
Site

Site

-8 -12208m
[ 1545 -TidBm

Signal

0-10  -87aBm oo
69-69  -90dBm W
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Technical
Information

Technical Information

Site That the Radio Was Attached To

@ How (o find signal strength & site number

Received Signal Strength Indicator (RSSI)

Radio Brand *

Radio Serial Number

Firmware Version

® How to find firmware version

Did the radio work at this location on the legacy system? *

< Previous

Received Signal (dBm)

Radio Model *

Radio ID / Alias *

© How fo find radio ID/alias

- Next Step



Auoyiny suonesiunwwo) yein

Finding Radio ID

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.

-

atd
0338

CALL
SW CALL
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Report Radio/Coverage Issue FA UCA

UTAH COMMUNICATIONS AUTHORITY

Finding radio firmware version

Motorola Portable L3H Portable
1. Power on radio - 1. Power on radio Menu/Select
2. Within 3 seconds of powering the radio on, 2. Press the center kev pad button EB““‘””
press the two dot button under the ptt button 3. Arrow Right to Cog Icon
on the right side of the radio 5 times within 4. Arrow down to maintenance, press center
the first 10 seconds of powering the radio on. keypad button
3. Record the “Host Version” number, this is the 5. Arrow down to Radio Info, press center button
firmware version 6. Record the number next to “Software:”, this is
the firmware version
Motorola Mobile L3H Mobile
1. Power on radio 1. Power on radio
2. Within 3 seconds of powering the radio on, 2. Press the center menu button
press the home button on the radio 5 times 3. Arrow Right to Cog Icon
within the first 10 seconds of powering the 4. Arrow down to maintenance, press center
radio on. button
3. Record the “Host Version” number, this is the 5. Arrow down to Radio Info, press center button
firmware version 6. Record the number next to “Software:”, this is
I the firmware version
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Review and Submit

Attach a File (Optional)

Auoyiny suonesiunwwo) yein

Drop files here or click to browse
ReVi ew an d Maximum file size: 10MB
Submit

© Verification

F o |

reCAPTCHA

Privacy - Terms

I'm not a robot

& Previous 4 Submit Report




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

Auoyiny suonesiunwwod yein

Contact Information

First Name * Last Name *

Contact
Information

Email Address * Phone Number *

Reporting Agency *

= Next Step




Request Details

Auoyiny suonesiunwwod yein

Subject * Service Needed *

Request Detalls [[,_—VJ]

Please Describe the Issue * Additional Console Request (Phone)
Additional Console Request (Radio)
Break Fix/Repair
BeOn Request
Console Move Request
Maintenance/Service
Radio Alias/Serial Update
Radio Programming
Other




Attachments

Attach a File (Optional)

Auoyiny suonesiunwwo) yein

AttaCh me ntS Drop files here or click to browse

Maximum file size: 10MB

™

reCAPTCHA

Privacy - Terms

I'm not a robot

< Submit Request




Submit Ticket

&

FAUCA

UTAH COMMUNICATIONS AUTHORITY

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.

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.

Request Submitted Successfully!

We'll get back to you within 3 business days.

ORACLE

NetSuite

Error

An unexpected error has occurred. Pleaze go back and try again.

Utah Communications Authority
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Ticket Queue Fé UCA

UTAH COMMUNICATIONS AUTHORITY

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

EDIT | VIEW MNUMEBER GRAB SUBECT 2 PRIORITY & STATUS 27 TYPE ORIGIN 27 AWAITING SUPPORT REPLY & INCIDENT DATE
Edit | View 1549 Grab Testing for Submission Medium Mot Started RadiofCoverage Issues Mo 9/9/2025 41 am
Edit | View 1950 Grab Radio Problem Medium Mot Started RadiofCoverage Issues Mo 9/9r2025 953 am
Edit | View 1951 Grab RADIO PROELEM Medium Mot Srarted RadiofCoverage Issues MNo 95372025 %57 am
Edit | View 1952 Grab Abajo Channels 5 &6 Medium Mot Started Request Non-Emergency Support Mo 9/8/2025 10:07 am

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.
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Oracle NetSuite Fé UcC A

UTAH COMMUNICATIONS AUTHORITY

Enterprise Resource Planning (ERP) system

A ORACLE that integrates financial management,

warehouse management, inventory

\ N et S U i te management, supply chain management,

and professional services automation.

Professional Services Automation
» Project/Case Management

» Job Costing

» Resource Allocation

* Project Billing

* Project Reporting
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Oracle NetSuite Fé UcC A

UTAH COMMUNICATIONS AUTHORITY

b case
1797 Breakfix/Repair 1797 SITE - SUMMIT RED HILLS SITE - SUMMIT RED HILLS : Non Billable / Fixed Price 70809 SITE - SUMMIT RED HILLS

m Back Enable Spam Lock Service Report = +)  Actions

~ Primary Information

SUBSIDIARY CUSTOMER CONTACT

Utah Communication Autharity SITE - SUMMIT RED HILLS

MNUMBER PROJECT EMAIL(S)

1797 SITE - SUMMIT RED HILLS : Mon Billable / Fixed Price 70809 SITE - SUMMIT RED HILLS kmartinez@uca%11.org
MNAME ASSET PHONE

Breakfix/Repair 1707 SITE - SUMMIT RED HILLS SITE - SUMMIT RED HILLS

PRICRITY CASE ASSETS ASSIGNED

Medium Martinez, Kierstin L
STATUS DETAILS DATE LAST RECPENED
Closed The communication between the RAC 70 and the ODU is down. | tried to reboot the RAC card,

but that failed. Need to have repaired.
RAC 70 EXR-700-001 revision 4
ODU ECH-L&-0252-012 Revision 1

CASE TYPE
Breakfix/Repair
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Oracle NetSuite

&

FAUCA

UTAH COMMUNICATIONS AUTHORITY

Field Service Scheduling Board

{ Today September 2025 ~ % Statu
Mon8 09 10 11 12 01 02 03 04 Tue g 1M 1 12 01 92 03 0| WedlD 09 10011 12| 07 D02 03 04 ) Thuil 09 10 11 12 0F 02 03 04 Fri12 w10 11 12 D1 62|03 D4
SITE- LEWISPZAK & SITE - SALT LAKE COUNTY J/ SITE - FRANCIS PEAK [ Weekly Hours Reached J
SITE - LEWIS PEAK ISITE-SALTLAKE COUNTY J4 Isrra-rnmmspm SITE - CLEAR
Ismz -UC; ISITE -UC; SITE - PISGAH PEAK Gk ISITE-SHEEPCREEIUTEATF Isrm-munmc: Ismz-uc
SITE [k ISITII-I (1] |SITE-HENDERSDN POINT ISITE-HENDE!SON POINT PTO J
SITE- CEL ¢) | SITE-CH @ SITE - CEDAR MTN. EMERY SITE - CEDAR MTN. EMERY
I SITE - ASPHALTRIDGE ./ SITE - ASPHALF RIDGE [k SITE - ASPHALTRIDGE & SITE - ASPHALT RIDGE
Im-cﬂn |m5-cmnnm.m ISITE-CEDARMTN.EMER"I' SITE - DEL Ck
|SiTE-VECC v |m-m 0 Ime-vzcc ISITE-‘H‘ECC PTO
Isns-nsm-w.r RIDGE [k SITE- ASPHALTRIDGE & ISITE-ASPI-MLT RIDGE SITE - EASTF IsrrE- EASTF
SITE - TABBY
Ig Is |4Te-cen © ISlTE-UCA'H ISITE-P’RICE- SITE - FRANCIS PEAK SITE - CLEAR
SITE- SPI ./ ISITE -WIt |sire-cer @ SITE - CEDAR MTN. EMERY SITE - CEDAR MTN. EMERY
SITE-LIT .~
SITE - EA( ./ ISITE- n.lsmz-m 0 rp'rn
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@
Network Operating Center Technician ré UCA

UTAH COMMUNICATIONS AUTHORITY

* 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 F@\ UcC A

UTAH COMMUNICATIONS AUTHORITY

* [nfrastructure
* New building space
 Video wall, workstations, backup power
e Secure access

 Personnel 24/7

* Level 1 — system monitoring, trouble ticketing, basic troubleshooting,
escalation

* Level 2 — network devices and system configurations troubleshooting,
iIn-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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