
Hitachi and Cisco Cooperative Support Model

High-Quality, High Touch Support 
Hitachi Unified Compute Platform (UCP) Select for 
VMware vSphere® with Cisco UCS® is a complete, 
end-to-end reference architecture for VMware vSphere 
5 that delivers the highest performance, flexibility 
and resilience in the industry. UCP Select for VMware 
vSphere with Cisco UCS is the most recent milestone in 
a partnership between Cisco and Hitachi that has been 
growing for almost a decade. This partnership is built on 
a common vision and aligned strategies for data center 
transformation, complementary technology strengths, 
and a mutual commitment to customer satisfaction. 

Each company brings innovation to enterprise 
customers: Hitachi brings high-end storage to Cisco’s 
data center customers, while Cisco brings to Hitachi 
innovation for converged network fabrics and 
computing that better integrate storage with 
virtualized data center operations. Together, 
Cisco and Hitachi are able to offer customers 
a complete end-to-end virtualized data center 
solution unmatched in the industry.

Cisco Validated Design

The Cisco Validated Design (CVD) program 
exists to give customers reliable and comprehensive 
best-practices for the design, configuration, and 
implementation of solutions based on Cisco and third-
party products. CVD guides are based on rigorous 
real-world architectural design, development, and testing 
in the Cisco labs. The validation effort for Hitachi UCP 
Select with Cisco UCS solutions included building a test 
bed in the Cisco labs, documenting the procedure for 

setting up the solution, and tuning and testing on a base 
system that included Hitachi storage, Cisco UCS, and 
Cisco Unified Fabric—Cisco Nexus and MDS switches.

Many Years of Support Excellence 

As with all advanced technologies, unanticipated issues 
do arise. Hitachi and Cisco have many years of experi-
ence supporting mutual customers, and have a consistent 
approach to high-quality, high touch technical support. 

Both companies have world-class support teams in 
multiple support centers around the globe, giving 24x7 
access to support services. To further facilitate swift 
resolution of support issues, Hitachi and Cisco have now 
implemented a formal Cooperative Support Model. 

The Cooperative Support Model
The Cooperative Support Model gives customers 
an efficient and flexible support solution for Hitachi 
and Cisco UCP Select solutions. The process is 
straightforward:

 • Customers contact either vendor's support 
organization to report a problem

 • The first contacted support team performs 
initial triage to help determine where the 
problem lies

 • If the problem is with the other vendor's 
solution, the first contacted support team will 
provide direction in opening a support request 
with the appropriate support organization

 • Where appropriate, both support teams stay 
engaged until the problem is resolved.

This cooperative support approach goes beyond a 
single solution model. It provides a scalable framework 

for improved cross-company collaboration and more 
efficient multi-vendor problem resolution. At all stages in 
the process, the customer is fully aware of who owns the 
problem and can escalate issues through the appropriate 
vendor's support organization.
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Opening a Support Request
Knowing how to open and manage a support request 
with a vendor can streamline the process of resolving 
a problem. UCP Select for VMware vSphere with Cisco 
UCS includes components supported by both Hitachi 
and Cisco, and customers may also have a support 
relationship with an integration partner who built and 
configured the solution.

The first step a customer takes in resolving a problem 
with UCP Select for VMware vSphere with Cisco UCS is 
to try to identify which component of the solution is at 
fault. If the problem appears related to a Cisco compo-
nent, Cisco support is contacted and a support request is 
opened. If the problem appears to be related to a Hitachi 
component, Hitachi support is contacted and a support 
request is opened. 

Note, when contacting a vendor’s support organization, 
customers will be asked to verify entitlement to receive 
support services on the component at fault. 

For problems involving products from multiple vendors,  
the support team can use TSANet to help them collab-
oratively resolve the issue.

Cisco Support

The Cisco Technical Assistance Center (TAC) is a 24x7 
global support team using a “follow the sun” model. 
The main support centers are in Brussels, Belgium, 
Raleigh, NC, USA, San Jose, CA, USA, and Sydney, 
Australia. Customers are able to open a service request 
by calling the support phone line or through the 

web-based TAC Service Request Tool (TSRT).

Cisco support can be reached by phone in North 
America at 1-800-553-2447 or Internationally at 
1-408-526-7209. Other local and toll-free numbers are 
listed on the Cisco Support and Downloads page at http://

www.cisco.com/cisco/web/support. 

Hitachi Support

Hitachi Global Support Center is a 24x7 global support 
team, and can be reached by phone in North America at 
1-877-445-1675 or internationally 1-858-304-9218. 

Escalating Problem Resolution

If at any time a customer is not satisfied with the 
response from a vendor's support team, the problem can 
be escalated by calling either Hitachi or Cisco support. 
Customers can also request that the issue severity be 
raised.

Dependable Support
Cisco and Hitachi are committed to achieving the highest 
level of customer satisfaction in the industry. High-quality, 
high touch support that provides clear ownership of 
problems, effective cross-vendor collaboration, and fast 
problem resolution is key to meeting this goal.

Levels of Support Severity Levels

Level 0

•	 Initial triage by first-called support team. Support representative captures 
sufficient information to refer problem to next level of support.

Level 1

•	 Initial troubleshooting by first-called support team. If the problem resides 
with that vendor's solutions, call will stay with this support team. If not, 
support team will direct the customer in contacting appropriate vendor's 
support organization.

Level 2

•	 In-depth analysis by senior technical members of the support team. If 
problem is not resolved, will be escalated to Level 3.

Level 3

•	 Factory engineering support by vendor product development teams.

Severity 1

•	 Critical impact to business operations.

Severity 2

•	 Operation of solution is severely degraded, with significant impact 
on customer's business.

Severity 3

•	 Operational performance of the solution is impaired. Most business 
operations remain functional.

Severity 4

•	 Information required on solution capabilities, installation, or 
configuration. Little or no impact on customer's business operations. 
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