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Dear LiveScan agency;

The Department of Public Safety has received inquiries regarding LiveScan maintenance coverage on the Idemia LiveScan system. The following is the type of coverage your agency 

should expect from Idemia.

· 24/7 Coverage (Holidays Included).

· 4 Hour site response within 100 miles.

· 24 Hour site response beyond 100 miles.

· Upon completion of the site visit, the customer will receive a signed copy of the maintenance service report from the Idemia Field Engineer.

When your agency experiences problems with the LiveScan, your agency must always contact
the Idemia HELP DESK at  1.800.734.6241 or  biometricssupport@us.idemia.com and report the  problem.

The HELPDESK must log the trouble call in and take the necessary steps to correct the LiveScan problem within the guidelines stated above.

Additionally, if you have any questions or concerns please contact the DPS Biometric Coordinator 

at 512.424.7026 or livescan@dps.texas.gov.
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