Software & Services

Find out more about: Icomera’s unrivalled expertise in
providing end-to-end managed delivery and support

To complement our industry-leading technology solution, Icomera provides
efficient and responsive support services.

At Icomera, we are committed to continually adding value for our clients
through the services that we deliver. We guarantee streamlined
management and maintenance throughout a solution’s life span.

When designing and installing an onboard network of devices and systems, working with different vendors
at different stages can unfortunately spiral into a complex undertaking for operators, with a series of
disparate, overly complex processes needed to manage each step of the project. In contrast, partnering with
a single point of contact can significantly streamline and simplify the process, allowing operators to
seamlessly adapt and evolve as their requirements grow over time.
For over 20 years, Icomera has excelled in providing hardware, software and maintenance support services
to public transport operators worldwide. We view our client relationships as part of the overall ‘Connected
Journey’, providing a service support arm every step of the way. Whether we are partnering with best-inclass suppliers and operators or installing an individual system, our clients can count on our performance
to exceed the industry’s highest professional standards.

Offering truly end-to-end solutions “as a service”, we build a team around your team, taking care of
everything from planning and design to installation and continuous support. Our Solution Engineers will
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take the time to properly understand the needs of your organisation and advise on a bespoke solution that
is fit for purpose, now and throughout the years to come. Once a solution is defined, our Project
Management team will oversee each step in its roll-out, ensuring that the entire process runs smoothly and
on schedule. After deployment, the Icomera Service Delivery team works to sustain and improve
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clients and streamlining our own internal processes. We believe that being on the ground alongside our
client’s teams, wherever they are, is vital to successfully delivering a first-class service – That’s why the
global Professional Services team works in tandem with our regional teams to deliver optimised solutions.
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Icomera’s Field Service Engineers (FSEs) and our trusted engineering
partners are experts in installing connectivity solutions. Experienced,
dedicated and skilled, they know our hardware inside out.

Post-installation, we provide you with a suite of indispensable software
tools, designed specifically for public transport applications, empowering
you to monitor and manage your solution on a day-to-day basis.

We are primed to help install your solution once it’s defined and remain on standby for the duration of its
service life to ensure you get quick, hands-on assistance whenever you might need it. We’ve formed
strategic partnerships with an eco-system of installation specialists in different regions who echo our
purpose, passion, and drive for a complete solution.
We specifically train and work with engineers who have the competence to install and maintain electrical
solutions on both Road and Rail vehicles. Icomera’s in-house FSEs are qualified auto-electricians, with
supplemented networking competencies to enable them to install, configure, commission and upgrade
networking equipment; they have excellent diagnostic and problem-solving abilities to identify and fix
issues, and are adept at communicating with both technical and non-technical personnel at client
companies, building trust and ensuring problem comprehension.

As the leading provider of mobile Internet solutions for public transport, our unrivalled experience in the
field has taught us what issues clients are likely to encounter as they progress along their digital roadmap.
Icomera’s fully integrated cloud-based software tools underpin the planning, implementation and
maintenance of our mobile Internet solutions. Designed specifically for public transport applications, the
management tools allow operators to monitor, analyse and update systems remotely while their fleet is out
in service without disruption - something that just isn’t possible using standard office network IT tools.
Using machine learning technology to automatically raise alerts, our software tools enable issues to be
detected, investigated and fixed at the earliest possible point.
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Icomera’s Network Operations Centre (NOC) provides round the clock
reactive and proactive support for our clients. When issues occur, we act
quickly to keep system downtime to an absolute minimum.
The Icomera NOC is responsible for remotely monitoring infrastructure and assets in order to help maintain
unbroken service coverage, resolving incidents in a timely manner and contributing to a high performance
and high availability environment. Responding to client enquiries via phone, email and chat, our support
agents have the technical expertise to address complex and business critical issues, quickly identifying the
root cause of incidents and ensuring continual service improvement. This offers the dual advantages of
increasing system uptime and service quality, alongside protecting a client’s brand image and investment.
Icomera’s regionally located NOCs use the world’s time-zones to their advantage, following a Chase the Sun
structure to maintain an uninterrupted service. NOC agents handle critical operations with the utmost care,
working to ISO 27001 best practices and always keeping security front-of-mind. The Network Operations
Centre is also able to provide a range of enhanced services as and when required, including managing WiFi-related enquiries from a client’s passengers.

To find out more about how we can help you, contact sales@icomera.com

About Icomera
Icomera, a subsidiary of ENGIE Solutions, is the world’s leading provider of mobile Internet connectivity for
public transport, committed to promoting green mobility. Our award-winning technology serves millions of
users across the globe daily.
We work with other industry leaders to innovate and meet the growing data demands presented by the
advent of 5G and IoT technology. Our advanced solutions make public transport a better, safer, more
attractive option for passengers, supporting our mission to help contribute to a reduction in carbon
emissions of 3.5 million metric tons by 2022.
5

6

Icomera
Odinsgatan 28, 411 03 Göteborg, Sweden
T +46 31 799 21 00
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