
 

 

R e s o u r c e  G u i d e  

All contents are Copyright © 1992–20 0 7 Cisco S ystem s,  I nc. All rights reserv ed . T his d ocu m ent is Cisco P u b lic I nf orm ation. P age 1 of  6 

Services  

C i s c o  W o r l d w i d e  C u s t o m e r  S e r v i c e  a n d  S u p p o r t  O p e r a t i o n s  

Table of Contents 
Service Contract Center (SCC) .........................................................................................................1 
SCC User Guide................................................................................................................................2 
Sh ared Services/ Support...................................................................................................................2 
Service Support R eq uest...................................................................................................................3 
Distrib utor Services O rdering ............................................................................................................4 
How  to O rder Distrib utor Pack ag ed Services ....................................................................................5 
Wh en to Contact th e Glob al Contact Center f or Services..................................................................5 
Usef ul L ink s.......................................................................................................................................5 
 

S er v i c e Contr ac t Center  ( S CC)  
Th e SCC is a Web -b ased manag ement tool f or Cisco® Customers/ Partners. SCC mak es it easy  to 
view  and manag e service contracts online, as w ell as perf orm all contract-related b usiness task s in 
one convenient location. To log  into SCC and ob tain th e latest SCC new s, visit th e SCC Web site. 

Renewals  
To renew  a service contract via th e SCC Tool, scroll dow n f rom th e SCC Web site to th e “L og  in to 
SCC” link . Click  Co nt r ac t s >  Renewal B u si ness S u m m ar y  to view  all contracts ex pired w ith in th e 
last 6 0  day s or contracts ex piring  in th e f ollow ing  9 0  day s. F rom th is point, Customers/ Partners can 
g o and create a renew al q uote per contract.  

Up g r ad es 
To ch ang e th e current service level of  a contract to a h ig h er level, scroll dow n f rom th e SCC 
Web site to th e “L og  in to SCC” link . Click  Qu o t i ng  and  O r d er i ng  >  ent er  y o u r  c o nt r ac t  nu m b er  
i n Qu i c k  S ear c h  >  Up g r ad e Qu o t e >  S u b m i t  >  S ear c h  o n t h e Co nt r ac t  and select th e new  
h ig h er service level. 

Co nt r ac t  M anag em ent  
Th roug h  SCC, Customers/ Partners can move products f rom site to site w ith in one contract, merg e 
contracts, or move products f rom contract to contract. A ll th ose task s are ex plained in detail in th e 
Q uick  R ef erence Guide and in a g lob al e-learning . B oth  th e g uide and th e e-learning  can b e f ound 
on th e SCC in th e HE L P b utton on th e rig h t top corner. 

Qu o t i ng  
Customers/ Partners can create orderab le q uotes f or Sh ared support and CB R  services in th e 
Qu o t i ng  and  O r d er i ng  sec t i o n. Here th ey  can also create a new  q uote f or adding  products to an 
already  ex isting  contract. Th is f unctionality  can b e used f or creating  a service q uote f or products 
purch ased via th e distrib ution. Customers/ Partners can click  on Qu o t i ng  and  O r d er i ng , select th e 
ty pe of  q uote th ey  w ant to g enerate, add products w ith  serial numb ers, and create th e q uote. 
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O r d er i ng  
Under th e Qu o t i ng  and  O r d er i ng  b utton, Customers/ Partners w ill f ind Qu o t e M anag er , w h ere all 
open and ordered q uotes are display ed. F rom h ere, th ey  select th e q uote >  click  O r d er  S elec t ed  
Qu o t e >  enter th eir PO  numb er and click  O r d er  no w. 

S er i al N u m b er  I nf o r m at i o n F i nd er  ( S N I F ) 
SN I F  allow s Customers/ Partners to sub mit an E x cel f ile w ith  multiple serial numb ers and product 
I Ds f or serial numb er look up. B ef ore creating  service q uotes, y ou can use th is f unctionality  to ch eck  
th e validity  of  th eir serial numb er (SN ), w h ich  can b e f ound in th e contract section. F or more 
inf ormation ab out SN I F , ch eck  th e SN I F  ref erence g uide, V oD, and Q & A  under th e HE L P b utton. 

S N  Up d at e – RM A  
I n case th e replacement parts to th e end user are supplied b y  a Partner and Cisco R M A  is sh ipped 
to a Partner, Partners w ill h ave to update th e SN  on th e end user’ s service contract and th e service 
contract w h ere th e spare parts are k ept.  
I f  Cisco R M A  is sh ipped to th e end user directly , Partners don’ t need to update th e serial numb ers; 
th e update w ill b e done b y  Cisco. To ch ang e th e SN  in SCC, search  w ith  th e SN  y ou w ant to 
ch ang e, select E d i t  S N , enter th e new  SN , and sub mit. With in 48  h ours, th e ch ang e w ill b e visib le 
in SCC. 

S CC U ser  G u i d e 
To access a g lob al e-learning  and an overall user g uide on th e SCC Tool, log  into th e SCC To o l  
and click  th e “HE L P” b utton on th e top rig h t side of  th e Web pag e.  

H o w t o  O p en a Case f o r  S u p p o r t  o n t h e S CC T o o l 
U.S., Canada, and L atin A merica:  
h ttp:/ / ciscopsc.custh elp.com/ cg i-b in/ ciscopsc.cf g / ph p/ enduser/ cisco.ph p  
E uropean and E merg ing  M ark ets: 
h ttp:/ / w w w .cisco.com/ pub lic/ scc/ Support_ Contact_ I nf o_ E M E A .h tml 
A sia Pacif ic: h ttp:/ / w w w .cisco.com/ pub lic/ scc/ Support_ Contact_ I nf o_ A PA C.h tml 
Japan: j apan-scsr@ cisco.com  

H o w t o  Renew Co nt r ac t s 
Customers/ Partners sh ould contact th eir service account manag er or see th e SCC User Guide b y  
log g ing  into th e SCC Tool and click ing  th e “HE L P” b utton on th e top rig h t side of  th e Web pag e.  

S h ar ed  S er v i c es/ S u p p or t 

O r d er i ng  P r o d u c t s and  S h ar ed  S u p p o r t  wi t h  t h e O r d er i ng  T o o l 
Setu p  Def a u l ts : Service Discount, PO  ty pe (R esale or I nternal B usiness use/ inf rastructure), and 
service levels f or h ardw are and sof tw are. 
E n ter  Sh i p -to -B i l l  A d d r es s  
E n ter  Ser v i c e Si te A d d r es s : Th is is critical inf ormation as th e name entered h ere is used to 
determine on w h ich  contract th e line items w ill b e assig ned. Th is is critical f or Premium service 
levels (meaning  2- or 4-h our parts replacement), b ecause Cisco relies on th e service site details to 



 

 

R e s o u r c e  G u i d e  

All contents are Copyright © 1992–20 0 7 Cisco S ystem s,  I nc. All rights reserv ed . T his d ocu m ent is Cisco P u b lic I nf orm ation. P age 3 of  6 

successf ully  f ulf ill th is service ob lig ation.  
E n ter  Ser v i c e C o n tr a c t B i l l i n g  A d d r es s : Th is address is req uired to complete th e order, b ut is not 
used to estab lish / support service contracts. 
C o n tr a c t N u m b er : B y  entering  an ex isting  contract numb er in th e Service O ptions Section, y ou can 
specif y  th e service contract to w h ich  th e service lines w ill b e added. I M PO R TA N T: th e B ill To, 
Service L evel, and E nd User N ame on th e service site must match  th e ex isting  contract numb er. 
O nly  if  all elements match , th e new  line items w ill automatically  b e added to th at contract.  
C o n tr a c t Du r a ti o n : To ch ang e th e contract duration, select th e desired h ardw are or sof tw are part 
numb er, th en press th e Service L ine/ Details b utton. 

E nt i t lem ent  
C o n tr a c t C r ea ti o n : Th e service contract duration is 12 month s (f or one-y ear contract); th e start of  
th e service contract f or all service levels is 30  day s (=  g race period) f ollow ing  th e sh ipment. With  
service-only  orders (M  lines), th e service contract start date is b ased on th e processing  (sy stem) 
date. Th e contract w ill b e ef f ective one day  af ter th e sy stem processing  (contract creation) date.  
G etti n g  Ser v i c e B ef o r e th e Ser v i c e C o n tr a c t i s  E n ti tl ed : Th e k ey  indicator f or service contract 
entitlement is approx imately  10  day s. I n case th e eq uipment is not entitled y et, service w ill b e 
provided f or th e product prior to th e service contract creation using  th ree meth ods. 
1. Cisco Warranty  Service can b e req uested if  th e product is operational. 
2. Th e R M A  DO A  process can b e used if  th e product is nonoperational. Th ese services are in 

af f ect upon sh ipment of  th e product and do not req uire a service contract to utiliz e.  
3. Same Day  Sh ip: 4-h our or 2-h our services may  b e provided, b ut only  on a b est-ef f ort b asis 

af ter Cisco h as accepted th e order f or such  service levels. Specif ic 4-h our and 2-h our services 
req uire th e ab ove 30  day s setup time. R M A  req uests f or entitled eq uipment w ill h ave priority  
over not y et entitled eq uipment.  

I m m ed i a te E n ti tl em en t R eq u i r ed : I f  immediate entitlement is req uired, Customers/ Partners sh ould 
contact Worldw ide Customer Service via e-mail, ph one, or th e online case manag ement tool. I f  
contacting  Worldw ide Customer Service b y  ph one, select option numb er 5 f or services on th e 
Worldw ide Customer Service ph one tree. I f  contacting  Worldw ide Customer Service b y  e-mail or 
th e I nternet, enter “Service E ntitlement” in th e sub j ect line of  th e req uest. 

S er v i c e S u p p or t R eq u est  

T A C 
Wh en opening  a TA C case, th e f ollow ing  inf ormation is req uired: contract numb er, product numb er, 
and install site inf ormation, including  install site name and f ull address w h ere eq uipment is 
installed. R eq uested is th e serial numb er of  th e def ective part. Wh en opening  TA C cases f or 
eq uipment covered under th e SI S contract, only  th e SI S contract numb er is req uired.  
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S er v i c e RM A  
Sa m e Da y  Sh i p  R M A  R eq u es ts : F or R M A s th at do not req uire troub lesh ooting , Partners must use 
th e Service O rder Tool and provide th e f ollow ing  inf ormation: R eal Contract N umb er, Product 
N umb er, and Site L ocation (f ull address w h ere eq uipment is installed). R eq uested is th e serial 
numb er of  th e def ective part.  
T w o - a n d  F o u r -H o u r  R M A  R eq u es ts : F or R M A s th at do not req uire troub lesh ooting , th e Partner 
must use th e TA C h otline, select option 4, and speak  directly  to th e L og istics Support team w h o w ill 
req uest th e f ollow ing  inf ormation: Serial N umb er of  th e def ective ch assis or module or R eal 
Contract N umb er, Product N umb er, and Site L ocation w ith  th e f ull address w h ere eq uipment is 
installed.  
R M A s are normally  sent to th e sites listed under th e contract. F or special req uests, ex ceptions can 
b e made, w ith  th e f ollow ing  restrictions:  

● SDS: Cisco can b asically  sh ip to only  any  valid site on any  valid contract 
● Tw o- and F our-Hour sh ipments: Cisco can sh ip only  to th e site as specif ied on contract 

S CC S u p p o r t  
F or support w ith  issues related to SCC, including  contract and ordering  access, 
Customers/ Partners sh ould send an e-mail to th e appropriate reg ional team: 

● E uropean and E merg ing  M ark ets: scs-tools-q uery -emea@ cisco.com  
● Japan: j apan-scsr@ cisco.com 
● United States, Canada, and L atin A merica:  

h ttp:/ / ciscopsc.custh elp.com/ cg i-b in/ ciscopsc.cf g / ph p/ enduser/ cisco.ph p 
Customers/ Partners in th e A sia Pacif ic reg ion sh ould open a case w ith  th e SCC Tool f or th ese 
k inds of  q ueries. 
Th e CA  Support O perations Team can h elp Customers/ Partners w ith  any  oth er SCC-related 
issues. 

D i str i bu tor  S er v i c es O r d er i ng   
Cisco Distrib utors h ave th e option of  ordering  SM A R Tnet® services f or resale in th ree dif f erent 
w ay s: ph y sical pack ag es, virtual pack ag es, and SM S3.  

P h y si c al P ac k ag es 
Distrib utors can order SM A R Tnet in a ph y sical pack ag e th roug h  th e ordering  tool or X M L . With  th is 
option, Cisco sends a “pack ag e” w ith  a tok en th at a user must reg ister online to activate th e 
service. Pricing  is categ ory -b ased. A ll products are divided into one of  18  dif f erent categ ories. Part 
codes w ill end in V PK G.  
To f ind out th e SM A R Tnet categ ory  pricing  of  a product, use th e categ ory  tool f ound h ere. 
To ch eck  service availab ility  f or a site address, use th e SA M  Tool w ith  a CCO  user I D. E nter th e 
req uested inf ormation and click  “F ind Service A vailab ility ” at th e b ottom of  th e pag e. 

V i r t u al P ac k ag es 
V irtual Pack ag ed (SM S1R ) is similar to th e initial pack ag ed concept, ex cept th at th e w h ole ordering  
f low  is done electronically , no ph y sical pack ag e is sent out f or reg istration any more. 



 

 

R e s o u r c e  G u i d e  

All contents are Copyright © 1992–20 0 7 Cisco S ystem s,  I nc. All rights reserv ed . T his d ocu m ent is Cisco P u b lic I nf orm ation. P age 5 of  6 

Th e order (part codes w ill end in –V S) is placed th roug h  th e ordering  tool, and th e sy stem setup is 
comb ining  data pulled f rom th e ordering  tool w ith  th e corresponding  PO S data uploaded b y  th e 
Distrib utor to Cisco, creating  tok ens and sh ell contracts th at th e R eseller w ill th en h ave to reg ister 
in order to activate th e service. Th e Distrib utor w ill need to h ave b een set up on th e SM S1R  sy stem 
prior to ordering  under th is prog ram. Contract and reg istration manag ement can b e accessed in th e 
Service Contract Center.  

S M S 3  
SM S3 is a tw o-tier q uoting , ordering , and renew al manag ement prog ram on SCC th at of f ers part-
numb er-b ased pricing  as opposed to categ ory -b ased pricing  on an enterprise price list. Part 
entitlement h appens at th e time of  ordering  and does not req uire reg istration of  tok ens/ sh ells. 
F or additional q uestions on th e Distrib utor Service of f ering s ex plained ab ove, open a case at th e 
Service Support Center.  

H ow  to O r d er  D i str i bu tor  P ac k ag ed  S er v i c es 

O n Ci sc o  O nli ne O r d er i ng  T o o l  
A ll Pack ag ed Services (ending  w ith  V PK G, PK G, or V S) must b e ordered on separate orders f rom 
products or oth er nonpack ag ed services. Ch oose “Service O nly ” order ty pe on th e O rdering  Tool. 

O n X M L  
A ll Pack ag ed Services (ending  w ith  V PK G, PK G, or V S) must b e ordered on separate orders f rom 
products or oth er nonpack ag ed services. 

W h en to Contac t th e G lobal Contac t Center  for  S er v i c es  
F or presales/ q uoting , Customers/ Partners sh ould contact th e Service account manag er in th eir 
country .  
F or postsales (b ook ing ) and CCO  ordering  tool related q uestions, send an e-mail to  
cs-support@ cisco.com. 

U sefu l L i nk s 
SA M  Tool: h ttp:/ / tools.cisco.com/ apidc/ sam/ search / search .do 
SCC Tool:  
h ttp:/ / w w w .cisco.com/ cg i-b in/ f ront.x / scccib dispatch ? A ppN ame= ContractA g entandF orm= Home 
SCC Web site: h ttp:/ / w w w .cisco.com/ pub lic/ scc/ Support_ Contact_ I nf o_ A PA C.h tml 
Service Contract Center: h ttp:/ / w w w .cisco.com/ pub lic/ scc/ Support_ Contact_ I nf o_ A PA C.h tml 
Service Support Center: h ttp:/ / ciscopsc.custh elp.com/ cg i-b in/ ciscopsc.cf g / ph p/ enduser/ cisco.ph p 
SM A R Tnet Categ ory  Tool:  
h ttp:/ / w w w .cisco.com/ cg i-b in/ f ront.x / scccib dispatch ? A ppN ame= ContractA g entandF orm= M enuand 
L evel= 2andI temI d= PK G_ SE R V _ CA T 
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