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Cisco Services Portfolio Offerings
D elivera b les

C i s c o  p r o v i d e s  t o  p a r t n e r :
� T A C  L e v e l  I I I  s u p p o r t
� A c c e s s  t o  C i s c o . c o m
� C i s c o  O S  s o f t w a r e  
u p d a t e s
� S o f t w a r e  A p p l i c a t i o n  
S u p p o r t  S e r v i c e s  ( S A S )  
a n d  S A S  p l u s  U p g r a d e
� A d v a n c e  h a r d w a r e  
r e p l a c e m e n t ,  4-h r  &  N B D

� R e g i s t e r e d  a c c e s s  t o  a w a r d -
w i n n i n g  C i s c o . c o m  k n o w l e d g e  
b a s e
� A r o u n d -t h e -c l o c k ,  d i r e c t  a c c e s s  
t o  C i s c o  e n g i n e e r s  a n d  C i s c o  
T A C  – E n g l i s h  o n l y
� C i s c o  O S  s o f t w a r e  u p d a t e s
SP Base plus Advance Hardware 
R eplacem ent  also  o f f ers:
� A d v a n c e  h a r d w a r e  r e p l a c e m e n t  
o p t i o n s ,  f r o m  4-h r   t o  N B D
� F o r  t o p  s e l e c t  a c c o u n t s :
L A T A M  T A C  i n  S p a n i s h  &  
P o r t u g u e s e  8 x 5 f o r  S w i t c h i n g ,  
R o u t i n g  a n d  W A N  t e c h n o l o g i e s  
o n l y .   W W  T A C  a f t e r  h o u r s .

� R e g i s t e r e d  a c c e s s  t o  a w a r d -
w i n n i n g  C i s c o . c o m  k n o w l e d g e  
b a s e
� A r o u n d -t h e -c l o c k ,  d i r e c t  a c c e s s  
t o  C i s c o  e n g i n e e r s  a n d  C i s c o  
T A C  – E n g l i s h  s u p p o r t
� C i s c o  O S  s o f t w a r e  u p d a t e s
� A d v a n c e  h a r d w a r e  r e p l a c e m e n t  
o p t i o n s ,  f r o m  4-h r   t o  N B D
� A c c e s s  t o  o n s i t e  C i s c o  f i e l d  
e n g i n e e r  ( w i t h  O n s i t e  o p t i o n  o n l y )

� N e t w o r k  m a n a g e m e n t  &  
p r o d u c t i v i t y  t o o l s  d e s i g n e d  f o r  
S M B s ;  c a n  b e  l o a d e d  t o  l a p t o p  o r  
a c c e s s e d  t h r o u g h  s p e c i a l  W e b -
b a s e d  p o r t a l
� C i s c o  O S  m i n o r  s o f t w a r e  
u p d a t e s
� N e x t  B u s i n e s s  D a y  a d v a n c e  
h a r d w a r e  r e p l a c e m e n t ,  w h e r e  
a v a i l a b l e ;  o t h e r w i s e  S a m e  D a y  
S h i p
� 24-h o u r  a c c e s s  t o  o p e n  s e r v i c e  
r e q u e s t s  o n l i n e .  C i s c o  S M B  T A C  
e n g i n e e r s  c a l l  b a c k  w i t h i n  24 
h o u r s ,  d u r i n g  b u s i n e s s  h o u r s

Deliverables

P a r t n e r  d e l i v e r e d ,  P a r t n e r  
s e r v i c e

C i s c o  d e l i v e r e d ,  C i s c o  s e r v i c eC i s c o  d e l i v e r e d ,  C i s c o  s e r v i c eC i s c o  d e l i v e r e d ,  C i s c o  s e r v i c eG o -t o -M ark et

A l l  C o m p a n i e sS e r v i c e  P r o v i d e r sA l l  C o m p a n i e sS m a l l  a n d  M e d i u m  B u s i n e s s e sT arg et                    
C u st o m er

C isc o  S h ared  S u p p o rtC isc o  S P  B ase/ S P  B ase 
O n sit e

C isc o  S M A R T n et /  
S M A R T n et  O n sit e

C isc o  S m art  F o u n d at io n  
S ervic es *

*  F o r m e r l y  k n o w n  a s  C i s c o  S M B  S u p p o r t  A s s i s t a n t
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Cisco Services Portfolio Offerings
N ew  T S E nh a ncem ents

Cisco provides to partner:
� T A C L evel  I I I  su pport
� A ccess to Cisco. com
� Cisco O S  sof tw are u pdates
� S of tw are A ppl ication S u pport 
S ervices ( S A S )  and S A S  pl u s 
U pg rade
� A dvance h ardw are 
repl acem ent,  4 -h r &  N B D
� Open support request via 
ph one in S panish  &  
P ortug uese 8 x 5 .  A f ter 
h ours,  E ng l ish  onl y .
� L og istic s S upport C enter 
( parts repl ac em ent)  1 2 x 7  in 
S panish  &  P ortug uese

� R eg istered access to aw ard-w inning  Cisco. com  
k now l edg e b ase
� A rou nd-th e-cl ock ,  direct access to Cisco 
eng ineers and Cisco T A C – E ng l ish  onl y
� Cisco O S  sof tw are u pdates
SP Base plus Advance Hardware Replacement 
also  o f f ers:
� A dvance h ardw are repl acem ent options,  f rom  4 -
h r  to N B D
� T op sel ected accou nts: L A T A M  T A C in S panish  &  
P ortu g u ese 8 x 5  f or S w itch ing ,  R ou ting  and W A N  
tech nol og ies onl y .   W W  T A C af ter h ou rs ( E ng l ish )
� Open S 3  &  S 4  servic e requests onl ine via 
C isc o e-m ail  tool  in S panish  &  P ortug uese
� Open support request via ph one in S panish  
&  P ortug uese 8 x 5 .  A f ter h ours,  E ng l ish  onl y .
� L A T A M  T A C  in S panish  &  P ortug uese 8 x 5  
f or S w itc h ing ,  R outing  &  W A N  tec h nol og ies 
onl y .   W W  T A C  af ter h ours ( E ng l ish )
� E sc al ation w ith  T A C  D uty  M g r in S panish  &  
P ortug uese 8 x 5 .  A f ter h ours,  E ng l ish  onl y .
� C isc o. c om  ac c ess to transl ated  tec h nic al  
support d oc um ents in S panish  &  P ortug uese
� E sc al ation w ith  L og istic s M g r in S panish  &  
P ortug uese 8 x 5 .  A f ter h ours,  E ng l ish  onl y .
� L og istic s S upport C enter ( parts 
repl ac em ent)  1 2 x 7  in S panish  &  P ortug uese

� R eg istered access to aw ard-w inning  
Cisco. com  k now l edg e b ase
� A rou nd-th e-cl ock ,  direct access to Cisco 
eng ineers and Cisco T A C – E ng l ish  
su pport
� Cisco O S  sof tw are u pdates
� A dvance h ardw are repl acem ent options,  
f rom  4 -h r to N B D
� A ccess to onsite Cisco f iel d eng ineer 
( w ith  O nsite option onl y )
� Open S 3  &  S 4  servic e requests 
onl ine via C isc o e-m ail  tool  in S panish  
&  P ortug uese
� Open support request via ph one in 
S panish  &  P ortug uese 8 x 5 .   A f ter 
h ours,  E ng l ish  onl y .
� C om m erc ial  T A C  in S panish  &  
P ortug uese 8 x 5  f or S w itc h ing ,  R outing  
&  W A N  tec h nol og ies onl y .   W W  T A C  
af ter h ours ( E ng l ish )
� C isc o. c om  ac c ess to transl ated  
tec h nic al  support d oc um ents in 
S panish  &  P ortug uese
� L og istic s S upport C enter ( parts 
repl ac em ent)  1 2 x 7  in S panish  &  
P ortug uese

� N etw ork  m anag em ent &  
produ ctivity  tool s desig ned f or 
S M B s;  can b e l oaded to l aptop or 
accessed th rou g h  special  W eb -
b ased portal
� Cisco O S  m inor sof tw are 
u pdates
� N ex t B u siness D ay  advance 
h ard-w are repl acem ent,  w h ere 
avail ab l e;  oth erw ise S am e D ay  
S h ip
� 2 4 -h ou r access to open service 
req u ests onl ine.  Cisco S M B  T A C 
eng ineers cal l  b ack  w ith in 2 4  
h ou rs,  du ring  b u siness h ou rs
� Open S 3  &  S 4  servic e 
requests onl ine via C isc o e-
m ail  tool  in S panish  &  
P ortug uese

Deliverables

P a r t n e r  d e l i v e r e d ,  
P a r t n e r  s e r v i c e

C i s c o  d e l i v e r e d ,  C i s c o  s e r v i c eC i s c o  d e l i v e r e d ,  C i s c o  s e r v i c eC i s c o  d e l i v e r e d ,  C i s c o  
s e r v i c eG o -t o -M ark et

A l l  C o m p a n i e sS e r v i c e  P r o v i d e r sA l l  C o m p a n i e sS m a l l  a n d  M e d i u m  
B u s i n e s s e sT arg et                    

C u st o m er

C isc o  S h ared  
S u p p o rt

C isc o  S P  B ase/ S P  B ase O n sit eC isc o  S M A R T n et /  
S M A R T n et  O n sit e

C isc o  S m art  
F o u n d at io n  S ervic es *

*  F orm erl y  k now n as Cisco S M B  S u pport A ssistant
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�Valid CCO password and active service contract                  
are m andatory  to access new T S  enh ancem ents

� E ach  person m u st h ave own CCO password.  I f  sh ared 
CCO is u sed,  only  f irst u ser will h ave perm anent access         

to th e new enh ancem ents
� I n th e CCO prof ile,  th e f ield “cou ntry ” m u st m atch  any  of  

th e L atin A m erican cou ntries or access to new 
enh ancem ents will b e denied

Cisco Services Portfolio Offerings
N ew  T S E nh a ncem ents

� The following guides are available at the Services Website for P artners 
(www. cisco. com / go/ servicios) ,  on the “Tools” section:

� “H ow to get y our C C O  p assword”
� “M anaging y our C C O  p rofile” (view,  change,  up date y ou p rofile)
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Resources

� T o open S ervice R eq u est u sing  th e E -m ail T ool f or S everity  3  ( S 3 )  
and S everity  4  ( S 4 )  cases,  or to f ind local T A C nu m b ers to open 
service req u est via teleph one:

Sp anish:  http: //w w w . c i s c o . c o m /s u ppo r t/L A /e s /pu b l i c /s pa n i s h_ i n tr o . htm l
P ortuguese:  w w w . c i s c o . c o m /w e b /B R /s u po r te /c o n ta to . htm l

� L og istic S u pport Center ( P art R eplacem ent) :
C all the local TA C  num ber and select O p tion # 4  on the M enu
or
C all to the U S at this num ber 1 -8 0 0 - 5 5 3  2 4 4 7  (op tion # 4 )  or + 1  (4 0 8 )  5 2 6  
5 7 4 4


