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mBlox Standard Support is offered free of charge to all clients. Standard Support 
provides clients with access to the highly rated technical support team during 
normal office hours via self-service portal or phone. Issues unresolved at close
of business are then re-addressed the following business day.

Mobile messaging can be an around-the-clock business and for those companies 
that require service nights and weekends, mBlox offers an upgrade option to 
24/7 Support for high severity issues, extending full service to 24 hours per
day, seven days per week, 365 days per year. With this valuable service, a highly 
skilled team supports your systems with priority and without interruption. 
24/7 Support offers the following industry-leading features above and beyond 
our Standard Support: 

Special 24/7 phone number
 A 24-hour phone number provides live error reporting, allowing you to submit 
a ticket and talk with a network engineer after hours, weekends, in the case 
of a high severity issue occurring outside of regular working hours. 

Priority queue
 As a 24/7 Support client, your ticket receives priority over Standard Support 
issues in queue. 

Engineers on hand
 Tier-two engineers, typically UNIX / Linux trained staff, are on hand to take 
your call 24/7. Our engineers are cross-trained to handle any network issue 
worldwide, and will continue working your issue until it is resolved. 

Global problem resolution
 With engineering staff in three separate NOCs, our follow-the-sun operations 
ensure critical problems receive constant attention until resolved through 
well-defined hand-off procedures. 

For further information about mBlox Technical Support, please contact your 
nearest sales office.
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24-hour business. We pride ourselves on our network reliability and availability, which is monitored round the 
clock. This is why we’ve built a carrier-class support service with sophisticated tracking and communications 
systems, well defined processes and procedures, managed by a highly trained and skilled support engineering 
team. This is to ensure your company experiences minimal downtime—if any at all. mBlox clients can choose 
from two levels of industry-leading support: Standard and 24/7. 

mBlox Service and Support 

mBlox Support Features 

Standard Support
 
mBlox Standard Support is offered free of charge to all 
clients. Standard Support provides clients with access 
to the highly rated technical support team during normal 
office hours via self-service portal or phone. Issues 
unresolved at close of business are then re-addressed 
the following business day.

24/7 Support
 
Mobile messaging can be an around-the-clock business 
and for those companies that require service nights and 
weekends, mBlox offers an upgrade option to 24/7 
Support for high severity issues, extending full service 
to 24 hours per day, seven days per week, 365 days per 
year. With this valuable service, a highly skilled team 
supports your systems with priority and without 
interruption. 24/7 Support offers the following industry-
leading features above and beyond our Standard 
Support: 

Special 24/7 phone number
A 24-hour phone number provides live error reporting, 
allowing you to submit a ticket and talk with a network 
engineer after hours, weekends, in the case of a 
high severity issue occurring outside of regular 
working hours. 

Priority queue
As a 24/7 Support client, your ticket receives 
priority over Standard Support issues in queue. 

Engineers on hand
Tier-two engineers, typically UNIX / Linux trained staff, 
are on hand to take your call 24/7. Our engineers are 
cross-trained to handle any network issue worldwide, 
and will continue working your issue until it is resolved. 

Global problem resolution
With engineering staff in three separate NOCs, our 
follow-the-sun operations ensure critical problems 
receive constant attention until resolved through 
well-defined hand-off procedures. 

Strategic Support

 
For more business critical applications, mBlox offers 
a fully managed Strategic Support interface with 
dedicated, named support engineers and client specific 
support planning. Strategic Support provides the 
following features above and beyond our Standard and 
24/7 Support:

Strategic support engineer
Strategic mBlox clients are assigned a dedicated 
Strategic Support Engineer, providing a single point 
of contact for problem reporting and resolution. 
Clients are given direct contact to their assigned 
engineer via mobile phone and instant messaging to 
accelerate critical communication and increase the 
flow of information. This engineer is further supported by 
a strategic account team that includes a named Service 
Manager and additional technicians. 

Service reviews
Led by the Service Manager, the Strategic Support 
team is responsible for regularly scheduled service 
review meetings to help the client get the most value 
from the service. Reviewing topics such as successful 
billing ratios, successful delivery ratios, number of PTT 
codes and, of course, status of open issues, provides 
clients with our highest level of support.

For further information about mBlox Technical Support, 
please contact your nearest sales office. 
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to the highly rated technical support team during normal 
office hours via self-service portal or phone. Issues 
unresolved at close of business are then re-addressed 
the following business day.
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Mobile messaging can be an around-the-clock business 
and for those companies that require service nights and 
weekends, mBlox offers an upgrade option to 24/7 
Support for high severity issues, extending full service 
to 24 hours per day, seven days per week, 365 days per 
year. With this valuable service, a highly skilled team 
supports your systems with priority and without 
interruption. 24/7 Support offers the following industry-
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Strategic Support Engineer, providing a single point 
of contact for problem reporting and resolution. 
Clients are given direct contact to their assigned 
engineer via mobile phone and instant messaging to 
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