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PROPRIETARY INFORMATION 
THE INFORMATION CONTAINED IN THIS DOCUMENT IS THE PROPERTY OF SPIRENT COMMUNICATIONS PLC.  
EXCEPT AS SPECIFICALLY AUTHORISED IN WRITING BY SPIRENT COMMUNICATIONS PLC, THE HOLDER OF THIS 
DOCUMENT SHALL KEEP ALL INFORMATION CONTAINED HEREIN CONFIDENTIAL AND SHALL PROTECT SAME IN 
WHOLE OR IN PART FROM DISCLOSURE AND DISSEMINATION TO ALL THIRD PARTIES TO THE SAME DEGREE IT 
PROTECTS ITS OWN CONFIDENTIAL INFORMATION. 
©  COPYRIGHT SPIRENT COMMUNICATIONS PLC 2009 - 2017. 
 
The ownership of all other registered trademarks used in this document is duly acknowledged 
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1. Scope 
This specification covers Spirent Support Service for all products supplied by Spirent’s Positioning 
Technology Line of Business. 

This specification integrates all previous Positioning Technology Support Services Specifications, namely 
MS3069, MS3070, MS3080 and MS3087. The reason being that the number of product lines has 
increased, and there has been a corresponding increase in the number of support service features. 
Bringing all specifications together allows these to be viewed and compared, making it simpler to 
understand the features and their applicability to each product line.  

This editorial change is for the convenience of the Customer and no reduction in service level or standard 
is intended. 

In revision 1-11 of this document: 

• Updates for removal of 100D from support 

 

In revision 1-10 of this document: 

• Update postal address for US Commercial Customers 

 

In revision 1-09 of this document: 

• clarify battery replacement service 

• refer to Per Incident Repair Policy for modular products (MS3093) 

2. Introduction 
Spirent’s simulation systems and signal generators are supplied from new with a 12 month hardware and 
software warranty.  

In order to remain protected after the expiry of the warranty, Spirent recommends that all customers 
purchase Spirent Support Services, as described in this specification.  

The Spirent Support Service is designed to make it easy to keep the GNSS test system up to date with 
the latest software, maximising the benefit derived from using a Spirent GNSS test system.  

3. Spirent Support Service Plans 
Spirent provides the following levels of support 

• Repair Only – Technical Assistance, Hardware repair 

• Software Only – Technical Assistance, Software updates 

• Standard – Technical Assistance, Software updates, Hardware repair 

• Standard Plus –  Deleted, as never used 

• Premium – Factory Calibration Service in addition to Standard Support 

• Premium Plus - Onsite Calibration Service in addition to Standard Support 

These Support Service Plans are described in Section 4, and a feature matrix for each plan is given in 
Appendix A. 

Support plans must be purchased for and apply to entire systems, including all hardware and software 
components and options. 
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4. Spirent Support Service Descriptions 

4.1. Standard Service, Software Only and Hardware Only 
The main features are explained in this section. Please also refer to the support Plan and Feature matrix 
in Appendix A. Software Only and Hardware Only form a subset of Standard Support and these can also 
be seen in Appendix A. 

4.1.1. Technical Support 
Contact us by e-mail, phone or via our dedicated support web interface. Our Global Services team will 
respond to your enquiry. Where possible, this will be from your nearest Spirent Support office and in, or 
near, your time zone.  

Technical support is provided regionally throughout the world via Spirent offices in Europe, Asia and in 
North America. 

4.1.2. Software Upgrades 
For equipment covered by the Spirent Support Service, all generally released software upgrades 
applicable to the system under support will be made available without charge. This includes updates to 
any programmable parts of the hardware such as firmware or FPGA. These will be made available on the 
Spirent support website for the Customer to download and install. Access details are provided to all 
entitled customers when a warranty starts or a support agreement is purchased. 

The frequency of software upgrades depends on the system.  

Further information on the frequency and applicability of Spirent software releases is provided in 
Appendix A.  

4.1.3. Repair Service 
We will repair your system, typically by replacing faulty modules or other system elements. 

Spirent gives the highest priority to customers who have purchased a Support Service. The initial 
response to a fault report would typically be by Spirent Support Staff working with the customer to 
diagnose the fault remotely (without on-site attendance by Spirent).  

In the event of a hardware fault, Spirent will carry out repairs, provide replacement of parts, clean or 
adjust your system as appropriate to remedy the fault. This work would normally be carried out at 
Spirent’s support offices in UK, USA or Asia. Alternatively, for some products Spirent will provide 
replacement parts for insertion at the customer’s site. Spirent will advise the customer which approach is 
able to provide the fastest service and most effective result, taking all factors into account.  For 
customer’s not under maintenance contract refer to Per Incident Repair Policy MS 3093. 

Where the equipment supported includes a system controller or personal computer, these items are 
covered as part of the Spirent Support Service. Remedial work will normally either involve return of the 
faulty controller to one of Spirent’s regional repair centres, or Spirent will offer to provide suitable 
replacement parts for the customer to fit at his own facility.  

Some Spirent systems include Agilent signal generators to generate interference signals. If an Agilent unit 
in a supported Spirent system requires repair this is included as part of the Support Service. Such repairs 
would normally be carried out by Agilent on behalf of Spirent.  

Defective parts, once replaced, become the property of Spirent. Spirent will at its discretion arrange to 
collect defective parts from the customer site.  

In the event of a software fault, Spirent will work with the customer to rectify the problem. This would 
typically be through use of one or more of the following: 

• Advice and suggestions on best practices in using the software 

• Issuing software fixes, including new documentation where required 

• Proposing an alternative use of the software as a workaround 
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4.1.3.1. Battery Replacement for portable equipment 
 

Spirent’s range of portable products usually contain a battery. Replacement of the battery is covered by 
the maintenance contract. Where possible Spirent will send the replacement battery to the customer for 
self-installation.  

For products, both portable and non-portable, where the battery cannot be installed by the customer, then 
the entire product, or relevant module, will need to be returned to one of Spirent’s regional repair facilities, 
where the product will be recalibrated after the battery is replaced. 

It should be noted that some portable products offer a spare battery as a separately purchasable 
accessory. This will normally only be possible where the battery can be installed by the customer. 

 

4.1.4. Online Resources 
Spirent operates a dedicated portal for service and support. Customers with Spirent’s Support Service 
enjoy password-controlled access to this facility, which includes: 

• Ability to submit Service Requests (SR) online, directly to the Global Services team at Spirent  

• Live tracking of open SRs relating to the customer’s equipment 

• Documentation including latest product specifications and user guides 

• Latest software downloads 

• Access to Spirent’s online Knowledge Base, which contains thousands of articles, FAQs, application notes 
and solutions 

• Access to Spirent’s SimROUTE Road-Matched Trajectory Generation tool for generating motion files from 
road-matched routes via Google Maps® (See Spirent Application Note DAN017-TM).  

• Access to Spirent’s SimGEN2KML route visualisation utility for displaying real-time trajectories in Google 
Earth® (See Spirent Application Note DAN017-TM) 

• Access to Spirent’s scenario request service for GSS6700, STR4500 and GSS6300M simulator users 

4.1.5. Regular E-mail Notifications 
Supported customers will receive up-to-date information on the latest software releases, application 
notes, information notes, tips and related support information.  

The objective of these notifications is to keep you informed on the latest information and facilities 
available to you as a supported customer.  

Please note it is your responsibility to advise Spirent of any changes to contact details. This can be done 
via e-mail or via the Customer Support Centre.  

4.1.6. Priority Service 
Supported systems receive the highest priority in our technical support and repair centres. We will always 
put supported customer issues ahead of non-supported systems.  

4.1.7. Software Releases 
We usually plan up to two software releases in each 12 month period, but this is subject to variation 
according to need. 

New features are made available to supported customers where applicable. Applicability depends on the 
application used. For example: SimGEN, SimREPLAY, SimREPLAYPlus. 
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Some products do not typically need frequent changes to their software application, and the pricing of 
support for these products reflects this difference. 

4.1.8. Test Scenarios 
Support cover provides access to the latest “standard” SimREPLAY and SimREPLAYPlus test scenarios 
that are supplied with new systems. As we add new features we plan to provide example “get you started” 
scenarios as a basis for your own test plan development.  

These scenarios will be available as part of the online support website resources available to supported 
customers.  

4.2. Standard Plus Service 
 

Standard Plus Service plan has been removed as it has never been used. 

4.3. Premium Service  
In addition to all the benefits of the Standard Support Service, the Premium Support Service includes a 
Spirent calibration of the supported system at one of our support centres. One calibration is provided for 
each 12 month period of support. 

We will contact you to arrange a mutually agreed time for you to send your system back to one of our 
service centres.  

We will endeavour to minimise the time that systems are with Spirent for calibration, but we cannot be 
responsible for transit or import/export delays. We will provide advice on the most efficient approach to 
ensure that system downtime is kept to a minimum.  

4.4. Premium Plus Service 
In addition to all the benefits of the Standard Support Service, the Premium Plus Support Service includes 
a Spirent calibration of the supported system by one of our support team at your facility. One calibration is 
provided for each 12 month period of support. 

We will contact you to arrange a mutually agreeable time for our visit to your site to perform the 
calibration.  

We will provide the test equipment in order to complete the calibration at your site. If appropriate, and 
only if mutually agreed, we may use your equipment if this is easier and/or more appropriate.  

If you have any support questions or require expert advice on the use of Spirent’s systems, we will make 
ourselves available to address these while we are at your site calibrating your system.  

Please note that calibrations can be purchased separately if appropriate.  

4.5. Additional Optional Support Features 

4.5.1.  PC Controller Replacement 
Supported customers who purchase a 3-year Support Service Contract will receive a new PC 
controller once in that 3-year period, assuming that the initial PC was supplied by Spirent. This will 
keep the system up to date and ensure maximum value can be realized from software updates. 

4.5.2. GSS6400 Data set subscription service 
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This service has been removed from the support contract. 

5. Customer Responsibilities 
The customer is responsible for operating the simulation system in accordance with the terms set out in 
the user manual.  

The customer is responsible for ensuring the equipment is not modified or repaired by anyone except 
Spirent (unless the customer is carrying out work on Spirent’s instruction). 

Spirent is not responsible for any damage caused by misuse of the equipment, or for damage caused by 
transportation of the equipment without the prior written agreement of Spirent.  

In the event that a system has been unsupported for a period of time (ie. not covered by either a warranty 
or support service), Spirent will request the results of an automated system test prior to accepting the 
system into support service (contact Spirent for details). In addition, a break charge will apply to cover the 
system assessment and bringing the system up to the current software / firmware standard and any 
repairs that are considered necessary. 

 

6. Bespoke Service 
Customers with additional needs, not covered by any existing support plan, may contact Spirent to 
discuss provision of a bespoke service level, which may be offered at additional cost. 

7. Training Service 
Training services are available separately. A range of training services is available, from installation and 
initial system set-up through to advanced courses focusing on advanced simulator features or 
applications. Please contact Spirent for more information if required. 
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Appendix A. Support Plan Feature Matrix 
System Components Group 1 Group 2 
Spirent software SimREPLAY 

SimREPLAYplus 
SimGEN 
PT TestBench 
SimSAFE 

SimTEST 
SimCHAN 
Posifi 

Spirent simulators GSS4150 
GSS6560 
GSS6700 
GSS7xxx 
GSS8xxx 
GSS9xxx 
 

GSS5300 
GSS5700 
GSS6300, GSS6300M 
GSS6400 
GSS6425 
GSS6450 
200D 

Spirent PC controllers   
    

Support 
Plan 

Support Feature Group 1 Group 2 

Software 
Only 
Support  
 
and  
 
Standard 
Support 

Technical Assistance   
Knowledge Base   
Customer Service Centre Portal   
Software updates  up to 2 per year  updates are infrequent 

and produced only if 
required 

SimROUTE web tool for route 
creation 

 SimGEN and SimREPLAY 
plus 

X 

Web Based tool for automated 
scenario generation 

      SimREPLAY 
      SimREPLAYplus 

 

Standard Scenario sets    
 

 
X 

Software and firmware 
downloads from portal 

  

Request product enhancements   
Document downloads from 
portal 

  

User guidance via WebEx   
Hardware 
Only 
Support  
 
and 
 
Standard 
Support 

Hardware Repair  Return to factory 
    Module repair [note 1] 

 Return to factory  

Technical Assistance   

Document downloads from 
portal 
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Support 
Plan 

Support Feature Group 1 Group 2 

    
   

Premium 
Support 

All applicable features of 
Standard Support 

  

Factory based calibration   
Premium Plus 
Support 

All applicable features of 
Standard Support 

  

On-site calibration GSS7xxx 
GSS8000 
GSS9000 
Others Contact Spirent 

X 

Special 
Service 
Features 

Upgrade to Spirent 
provided PC controller 

 [note 3]  

   
Annual customer site 
visit(s) [note 4] 

  

 
 

Note Description 
1 Module repair is sometimes possible for high-end simulators such as:  GSS7xxx, 

GSS8xxx and GSS9xxx. 
Spirent will advise whether a module replacement is feasible, in which case the module 
will be sent to the customer with instructions for replacement. 
In all other cases the unit needs to be returned to Spirent repair centre. 

  
3 If the customer purchases a 3-year contract, then this upgrade is provided at no charge. 

In some specific cases, at Spirent discretion this benefit may be provided. 
In all other cases the customer would need to purchase PC controller upgrades as 
appropriate. 

4 Customer selectable option at additional cost of contract. 
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Appendix B.  Spirent Support Offices 
Spirent operates support offices in UK, USA, Republic of Korea and China.  

We recommend that customers initially contact the support office nearest to them. 

For customers outside Europe, where support enquiries or repairs cannot be completed in region then we 
would normally complete the work at our UK factory, based in Paignton, Devon, UK. For customers in 
Europe all support related work is with the UK factory-based support team.  

 

Contact information for support offices is as follows: 

 

Spirent’s dedicated support web site address is: 

http://support.spirent.com  

 

In the US, Government/Contractors and Universities 

Spirent Federal Systems Inc. 
Applications Support Center 
1402 W State Rd,  
Pleasant Grove,  
UT 84062, USA 
Tel:    +1 817 508 6095 
E-mail:    help@spirentfederal.com 
 

In the US Commercial, and rest of Americas 

Spirent Communications Inc 
 
2708 Orchard Parkway, Suite 20 
San Jose, California 95134 
 
USA 
Tel:    1.800.SPIRENT 
E-mail:    support@spirent.com 

 
Asia Pacific (All Customers except Korea) 

Spirent Communications, 
Shining Tower, No. 35, Xueyuan Road, 
Room 1302, 
Beijing 100191, 
China 
Tel (Toll free mainland China): 4008109529 
Tel (Outside mainland China): +86 4008109529 
Tel (Outside Mainland China): +82 10 6784 9777 
E-mail:                                support@spirent.com 
 

Asia Pacific – Republic of Korea 

Spirent Communications Korea LTD. 
16, Gangnam-daero 95-gil,  
Seocho-gu,  
Seoul, 06526 
Rep. of KOREA 
Tel     +82-10-6784-9777 
E-mail:                                support@spirent.com 

http://support.spirent.com/
mailto:help@spirentfederal.com
mailto:support@spirent.com
mailto:support@spirent.com
mailto:support@spirent.com
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All other Regions and Customers 
Spirent Communications Plc 
Aspen Way 
Paignton 
Devon 
TQ4 7QR 
United Kingdom 
Tel:    +44 1803 546333 
E-mail:    support@spirent.com 

 

mailto:support@spirent.com
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Appendix C.  Terms and Conditions 
 

1.  EXCLUSION FROM SUPPORT SERVICES 
Spirent shall have no obligation to provide support services in connection with support, repair, or 
replacement arising from: 

(i) any intentional acts or negligence of Customer’s employees, agents or others,  

(ii) attempts to modify software made by persons other than Spirent Communication’s authorized 
personnel without the prior approval of Spirent’s authorized agents,  

(iii) use of special attachments or devices not provided by Spirent or  

(iv) misuse of the Software including, without limitation, use of the Software for any application or 
function for which it was not designed,  

(v) repairs or maintenance of accessories, attachments, supplies, machines or other devices not 
furnished by Spirent,  

(vi) electrical and environmental systems external to the Software.  

(vii) casualty loss suffered, without limitation, acts of God, riot, insurrection, fire, flood, vandalism, 
theft, war, etc. 

2.  EXCUSED PERFORMANCE 
Spirent shall not be liable for any failure to perform or delayed performance of any part of this Support 
Agreement if such performance is prevented, hindered, or delayed by reason of any cause beyond the 
reasonable control of Spirent (“Excusing Event”) including, without limitation, labour disputes, strikes, 
subcontract disputes, other industrial disturbance, acts of God, floods, shortages of materials, 
earthquakes, casualty, war, acts of the public enemy, riots, insurrections, embargoes, laws, blockages, 
actions, restrictions and regulations or orders of any government, government agency or subdivision. 

3.  WARRANTY: DISCLAIMER OF WARRANTY; LIMITATION OF LIABILITY 
3.1 Warranty: Disclaimer of warranty. 

Spirent warrants that it will provide the support services describe in this agreement. SPIRENT MAKES 
NO OTHER WARRANTIES, EITHER EXPRESS OR IMPLIED. 

3.2 Remedy: Limitation of Liability. 
In the event of Spirent’s breach of any warranty or obligation under this Support Agreement; Spirent’s 
sole obligation shall be to make all necessary adjustments, repairs and replacements in accordance 
with the terms of this Support Agreement. Spirent shall have no liability for damages under this 
Support Agreement in connection with any non-functioning or malfunctioning unit of Software unless 
such Software fails to function properly for a period of three consecutive months. In the event that any 
item of Software fails to function properly for such three month period, Spirent total liability under this 
Support Agreement shall be limited to general money damages in an amount not to exceed the 
prorated Annual Service Rate paid by Customer attributable to such non-function or malfunctioning 
item of Software for the period during which such unit of Software fails to function properly. NEITHER 
CUSTOMER NOR SPIRENT SHALL IN ANY EVENT BE LIABLE FOR ANY INCIDENTAL, SPECIAL 
OR CONSEQUENTIAL DAMAGES OF ANY NATURE WHATSOEVER INCLUDING, BUT NOT 
LIMITED TO, LOSS OF USE OF THE SOFTWARE OR LOSS OF PROFITS. 

 
4.  TERMINATION 

The term of the Support Agreement shall be one year from the Effective Date provided however, that this 
Support Agreement may also be terminated:  

(a) By Both Parties upon their mutual written consent or,  

(b) By Either Party - this agreement may be terminated by a party which is not in material breach 
hereunder, by written notice to the other party, following the occurrence of any material breach by 
such other party of any material provision of this agreement, which material breach is (if capable of 
being cured) not cured within sixty (60) days after receipt of such notice.  

1. Remedies on termination in the case of a customer breach; customer will pay the prorated 
portion of the annual agreement.  
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2. Remedies on termination in the case of a Spirent breach; Spirent will refund the prorated 
portion of the annual agreement. 

5. MISCELLANEOUS 
5.1 Assignment. 

Obligations under this Support Agreement may be assigned by Customer and or Spirent in full or in 
part with written notice to the other party  

5.2 Waiver. 
Any forbearance, failure or delay by Spirent in exercising any right, power or remedy hereunder shall 
not be deemed to be a waiver of such right, power or remedy; any single or partial exercise of any 
right, power or remedy by Spirent hereunder shall not preclude the further exercise thereof; and every 
right, power or remedy of Spirent shall continue in full force and effect until such right, power or 
remedy is specifically waived by an instrument in writing executed by Spirent. 

5.3 Written Agreement. 
This Support Agreement supersedes any prior agreements, written or oral, between the parties, 
contains the entire understanding between the parties and may be amended or altered only by 
execution of an instrument in writing signed by both parties. 

5.4 Governing Law. 
The laws of England shall govern this Support Agreement. Customer agrees that all disputes 
regarding this instrument shall be resolved in the courts of England and agrees to submit the sole 
jurisdiction of England for resolution of disputes hereunder. 

5.5 Unenforceable Provisions. 
If any portion of this Support Agreement shall be determined to be invalid and unenforceable, the 
remainder shall be valid and enforceable to the maximum extent possible.
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Spirent Communications plc, Aspen Way, Paignton, Devon TQ4 7QR, UK 
Tel +44 (0)1803 546300 Fax +44 (0)1803 546301 

www.spirent.com/positioning 
Registered in England Number 00470893 

Registered office: Northwood Park, Gatwick Road, Crawley, West Sussex RH10 9XN, UK 
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