
Return to Use Problem 
Fixed?

Customer Suspects Unit Failure & 
Checks User Guideyes

Return to Use Problem 
Fixed?

Customer Suspects Unit Failure
Refers to Reseller for Tier 1 

Support
yes

no

Tier 1 Support Cannot Resolve 
Problem

Refers to Tier 2 Support 
(Distributor)

Return to Use Problem 
Fixed?yes

no

Tier 2 Support (Distributor) refers 
problem to Motorola’s call 

management centre

no

Motorola logs problem and 
provides tracking number

Distributor enters failure data and 
other details into RMA form and 

sends this via email to Motorola’s 
call management centre

Motorola checks warranty / 
contractual status of unit and 
sends email to Distributor with 

return instructions

NOTE: Repair of Units out-
of-warranty or not under 
contract only if ordered; 
Motorola will provide quote 
on request

Customer / Distributor returns 
faulty unit under ship instructions 
from Motorola to the repair centre

Motorola receives faulty unit, 
repairs and returns to Customer / 

Distributor

EMEA Service Support & RMA Process for Point to Multipoint, 
Mesh and Point to Point products

Motorola’s EMEA call 
management centre:
In-country phone numbers:
DENMARK 043682114
FRANCE 0157323434
GERMANY 06950070204
ITALY 0291483230
LITHUANIA 880 030 828
NETHERLANDS 0202061404
NORWAY 24159815
PORTUGAL 0217616160
SAUDI ARABIA 800 844 5345
SOUTH AFRICA 0800981900
SPAIN 0912754787
RUSSIA 810 800 228 41044
UNITED KINGDOM 01256 48 4448 

All other countries:
+44 1256 48 4448

Email:
essc@motorola.com

Technical 
Support 

required?

Problem 
Fixed?Return to Use yes

Motorola’s technical 
support centre provides 

Technical Support
yes

Problem 
resolvable 

through HW 
repair ?

no

no

yes

Motorola provides 
„Approval Code“

Distributor enters failure data, 
other details and „Approval Code“ 

into online RMA form

PTM or Mesh
product

PTP 
product

Abbreviations:
PTM Point to Multipoint
PTP Point to Point
RMA Return Material Authorisation

no

Customer / Distributor

Motorola
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