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INFORMATIONAL FIELD SERVICE BULLETIN 

FSB Number CHRAEFSB2018-4 

Author Ross Karlen 

Date 01/12/2018 

Subject Moto X4 - Moto Key - Incorrect Update Link 

Model Affected None 

Level Of Repairs Level 1 

 

Problem: 

 

Motorola is aware of a customer experience issue on the Moto X4 where a customer 

had set up Moto Key while on N software release and upgrade to O release. 

Customer will be unable to unlock computer after upgrade to O release and be 

instructed to update their Moto Key application on their PC. When attempting to 

upgrade customer will be sent to an incorrect link.  
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Solution: 

 

Provide customer the proper link to update Moto Key - 

https://www.motorola.com/moto-key , inform customer on proper MotoKey version 

to use based on their device software. 

1. Android N users (7.1.1) need to download/install MotoKey 1.0.x software 

a. Will need to select if 32-bit or 64-bit 

2. Android O users (8.0.0) need to download/install MotoKey 2.0.x software  

a. Will need to select if 32-bit or 64-bit 
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Field Service Action: 

 

When servicing customer returns for Moto X4 with customer complaints about Moto 

Key upgrade link not working, then: 

1. Instruct customer to upgrade their Moto Key application at the following url:  

https://www.motorola.com/moto-key​ and inform customer on proper MotoKey 

version to use based on their device software. 

3. Android N users (7.1.1) need to download/install MotoKey 1.0.x software 

a. Will need to select if 32-bit or 64-bit 

4. Android O users (8.0.0) need to download/install MotoKey 2.0.x software  

a. Will need to select if 32-bit or 64-bit 

 

 

Service Inventory: 

 

N/A 

 

Call Center Action: 

 

When responding to customers experiencing issue upgrading their Moto Key that 

use a Moto X4, then: 

1. Direct the end user to the following url: ​https://www.motorola.com/moto-key 

a. Android N users (7.1.1) need to download/install MotoKey 1.0.x 

software 

b. Android O users (8.0.0) need to download/install MotoKey 2.0.x 

software  

 

  

Note: 

Only apply the designated Service Entry Codes, listed in this bulletin, if the unit fails a test 

or has a customer complaint that matches the issue described in the bulletin 

If the unit fails a test or has a customer complaint that does not match the issue described 

in the bulletin, the Service Entry Codes used should accurately reflect the true problem 

found 

If the unit passes all tests and inspections and does not have a related customer complaint, 

the Service Entry Code used should be NFF 
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