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Serial Number / PAK Number and Instance Number  
Search Results and Messaging Tip Sheet 

 
 
Introduction:  Understanding the messaging when searching for serial numbers / PAK numbers or instance 
numbers in CSCC will help you analyze the output results that are returned by the system. Searching by serial 
numbers / PAK numbers or instance numbers is useful when determining whether a product is covered by your 
organization or uncovered and ready to have service attached. This Tip Sheet will display the different messages 
returned from Search CSCC, Advanced Search, and Serial Number Information Finder (SNIF), as well as how to 
view the Product Details. For best results when searching for products, ensure that you are registered to all the 
necessary contracts that are handled by your organization.  

 

Searching by Serial Number / PAK Number or Instance Number in CSCC: 

Using Search CSCC, Advanced Search, and Serial Number Information Finder (SNIF) you can search for 
coverage information by serial number / PAK number or instance number. Searching for equipment by their 
Instance Number is especially helpful when the equipment is non-serialized. The amount of information you are 
able to view when searching for equipment is dependent on your access to the contract which the serial number / 
PAK number or instance number is associated to, as well as the item’s purchase history for uncovered items. For 
that reason, being registered to the necessary contracts is very important. On searching for a product using its 
Serial Number / PAK Number or Instance Number, the search results will display the complete configuration of 
that line. This applies to searches conducted using Basic Search and Advanced Search. If a major line is 
searched, the major line along with all its minor lines will be displayed. If a minor line is searched, it will be 
displayed along with its major line. Other minor lines under that major will not be displayed. A message will be 
displayed at the bottom of the screen to indicate that the search results include minor lines (as applicable).  

Note: For more information on contract registration and using the various search tools in CSCC, please reference 
the Registering Contracts and CSCC Search Tools Tip Sheet. 

Searching for Covered Products: 

If the product you are searching for is covered, you must be registered to the contract the product is on to have 
full access to view the product details and coverage information. You can see a Partial Entitlement view of the 
product information (excludes coverage info) if a Bill To ID in your list of registered contracts matches to the 
unregistered contract Bill To ID the product is covered under.  
 
If you have full access to the covered serial number / PAK number, or instance number of interest, your results 
will display as shown below (with the contract number included). If only one contract exists for the searched serial 
number / PAK number or instance number, you will be directed to the contract’s Line Items page. If multiple 
contracts contain the searched serial number / PAK number or instance number, you will be taken to the Contract 
Manager screen. 

 
 

http://www.cisco.com/E-Learning/gfo-cscc-training/public/cdc_single_files_entitled/Quick_Tip_Sheets/Registering_Contracts_Tip_Sheet.pdf
http://www.cisco.com/E-Learning/gfo-cscc-training/public/cdc_single_files_entitled/Quick_Tip_Sheets/CSCC_Search_Tools_Tip_Sheet.pdf


 
 
Last Updated: 4 March 2011                                                                                                                                                          ©Cisco Systems, Inc. Confidential 

 
Caption: Search results for a covered item with full access 

 
Partial Entitlement means that you have access to view the covered product; however, you are not registered to 
the corresponding service contract, so no coverage information will display. Partially Entitled items are marked by 
an asterisk (*). 
 

 
Caption: Search results for a covered item with partial access (Partial Entitlement) 

 
If you are not registered to the contract containing the covered serial number / PAK number or instance number of 
interest and a Bill To ID connection can not be verified by the system, your results will display as shown below: 
 

 
Caption: Search results for a covered item with no access 

 

Searching for Uncovered Products: 

When searching for a product that is uncovered, the system must determine whether or not you have access to 
that item. Therefore, it is important to ensure that you are registered to all the necessary contracts. If the product 
is uncovered (never been on a contract or recently expired/terminated from a contract), a customer on your 
registered contracts must match one of the following records to view the product information: 
 

 Product Bill To Customer 

Search results for a covered item 
with partial access (Partial 
Entitlement) are marked by a (*). 
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 Product Ship To Customer 
 Product End User Customer 
 Product Reseller Customer 
 The customer of the most recently expired/terminated service contract linked to the product.  

 
If the uncovered product(s) being searched for belong to a contract on an inactive Bill To ID, the system will verify 
your access to either of the following: 

 Other Bill To IDs or contracts for the Customer ID associated with the inactive Bill To ID 

 Another Customer ID that rolls up to same Global Ultimate (GU), if you do not have access to the 
Customer ID associated with the inactive Bill To ID 

If you have access to the uncovered serial number / PAK number or instance number of interest, your results will 
display as shown below: 
 

 
Caption: Search results for a recently expired/terminated item with full access 

 
If you are not registered to the contract containing the uncovered serial number / PAK number or instance number 
of interest, your results will display as shown below: 
 

 
Caption: Search results for an uncovered item with no access 

 

Searching for Serial Numbers / PAK Numbers or Instance Numbers – No Results Found or Inactive i.e. 
Decommissioned Equipment 

If no database record is retrieved for the serial number / PAK number or instance number searched, the following 
message will display. This occurs if you enter invalid information that the system does not recognize. Double 
check your information and resubmit your search.  
 

 
Caption: Searching for an invalid item 

 
When searching for a serial number / PAK number which is inactive or a decommissioned item that is ineligible for 
service, the following message will display. 
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Caption: Searching for an inactive or decommissioned item 

 

Searching for Multiple Serial Numbers / PAK Numbers or Instance Numbers Using Serial Number 
Information Finder (SNIF) 

SNIF is a tool within CSCC that can be used to search for detailed information on a list of serial numbers / PAK 
numbers or instance numbers. SNIF operates through the use of an excel template which is uploaded using the 
Advanced Search functionality. The screenshot below displays a sample SNIF report. 
 

Caption: Sample SNIF Report (limited columns displayed) 

 
Notes:  

 Partially Entitled items (covered with partial access) will not display contract information in the SNIF report 
results. Only product information will be displayed in the SNIF report for Partially Entitled items. 

 An information message is displayed in Exception Reason Description column of the SNIF output report if 
you search for a line by its Common Language Equipment Identifier (CLEI) number. CLEI numbers are 
distinctive codes that provide a standard method of identifying Cisco equipment. The CLEI numbers of 
certain products is sometimes inaccurately displayed as serial numbers in CSCC due to data issues. 
These CLEI numbers start with the letters ‘CN’ and can therefore be distinguished from serial numbers. 
CLEI numbers are searchable, but cannot be used for quoting and renewals. 

 
Viewing Product Details on Serial Number / PAK Number or Instance Number Results – Warranty and 
Coverage Details 
 
After performing a search for a serial number / PAK number or instance number using Search CSCC, you can 
view the product details including the Warranty Information. To view this information, click the Product Id hyperlink 
from your serial number / PAK number or instance number search results and the Product Details pop-up window 
will appear. 
 
Note: You can also click the Product Id hyperlink directly within the Contract Line items of an open contract if 
needed.  
 
1. Once you have performed a serial number / PAK number or instance number search, click 

the Product Id hyperlink to view the product details. 

 
Caption: Search Results 

Search results for a covered 
or uncovered item with 
ACCESS 

Step 1: Click the Product Id hyperlink. 

http://www.cisco.com/E-Learning/gfo-cscc-training/public/cdc_single_files_entitled/Quick_Tip_Sheets/CSCC_Search_Tools_Tip_Sheet.pdf


 
 
Last Updated: 4 March 2011                                                                                                                                                          ©Cisco Systems, Inc. Confidential 

 
2. The Product Details will display which includes the Warranty Status of the product and any 

coverage details for covered products.  

 

 
Caption: Product Details Pop-Up Window 
 

Related Links: 
CSCC Search Tools Tip Sheet: Click Here  
Registering Contracts Tip sheet: Click Here 
CSCC User Guide: Click Here 
CSCC Training Website: Click Here 

 

Step 2: View the warranty details or 
additional Product details if needed. 

http://www.cisco.com/E-Learning/gfo-cscc-training/public/cdc_single_files_entitled/Quick_Tip_Sheets/CSCC_Search_Tools_Tip_Sheet.pdf
http://www.cisco.com/E-Learning/gfo-cscc-training/public/cdc_single_files_entitled/Quick_Tip_Sheets/Registering_Contracts_Tip_Sheet.pdf
http://www.cisco.com/E-Learning/gfo-cscc-training/public/cdc_single_files_entitled/CSCC_User_Guide_Partner/CSCC_User_Guide_Partner.pdf
http://www.cisco.com/web/services/resources/cscc/training/index.html

