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Importance of Services

The network has become a business essential

Business success and profitability is more
reliant on the network

The network must always be functioning at full
capacity

When the network does go down, it needs to be
resolved quickly

Service offerings empower partners and
customers to successfully address networking
issues, getting the most from their hardware
investment

CISCO.COm

* Keeping your network up-to-date with new
features and protocol support

» Staying abreast of emerging technologies

* Accessing knowledgeable resources and
tools for rapid issue resolution

* Accessing and delivering replacement
hardware

* Locating field resources for installing
replacement hardware

CISC0O.COm
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Cisco Packa di Ser

« Cisco “Service in a box” programs for
Distributors to resell through the
distribution channel

» Offer Cisco support expertise to Small and
Medium Business (SMB) customers

* Enable Cisco resellers, purchasing
through distribution, to offer access to
Cisco’ s support to their customer base

CISCO.COm

. Combine_Cisco’ S s_ervice with res_ellers’
own service to deliver support tailored to
end customers’ needs

Opportunity to increase service revenues

Provide access to Cisco’' s extensive
iInvestment and expertise in supporting
networks

Minimizes internal support infrastructure
Renewal revenue

CISC0O.COm
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Benefits to C

* Improve the services your company delivers to its
customers by maximizing network availability,
reliability, and stability

— Competitive Advantage = Ability to service customers better

« Control of their network and improved efficiency in

their IT operations
— Ability to address networking challenges
— Ability to recover when things go wrong

* Reduce the cost of network ownership by leveraging
Cisco expertise, knowledge, and availability

* Increase your Return On Investment (ROI) with
operating systems software enhancements

Increase Customer Satisfaction

CISCO.COm

Increased Customer Satisfaction

Service Contract Impact
Customers B

with \
Service  APOSLI
Contracts 100% |

Customers
Without
Service
Contracts
3.6

CISCO.COm
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Cisco Packaged _Serv"c-'-e Products

Packaged Advance Replacement
— HW at 8x5xNBD

Packaged Software Application Support +
Upgrades (SASU)

— Application SW upgrades, CCO, TAC
Packaged SMARTnet (3 Options)

— 10S, CCO, TAC, HW at 8x5xNBD or 8x5x4 or
24X7x4

Packaged SMARTnet Onsite (3 Options)

— 10S, CCO, TAC, OS Engineer + HW at 8x5xNBD or
8x5x4 or 24x7x4

CISCO.COm

Cisco Su ppo__rt______'C-om-p.on_ents

IOS On Demand: Unlimited updates (fixes) and upgrades
(revisions and feature enhancements), via CCO or from TAC

CCO: 24x7registered user access including
support tools such as Bug Toolkit Il and 10S
planner
TAC: 24x7 access to global network
of technical assistance centers
Advance
Replacement:
Variable levels of
hardware replacement
* 8x5xNBD
* 8x5x4
> W‘ 3 Mw 4 W‘ . 24X7x4

CISC0O.COm
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Technology Refresh

At the heart of the Cisco network is the
Cisco I0S operating system software

Cisco I0S software provides: _

o

* Integration Y/
/Integration seajability
. N |' @isco
 Availability <

ware

* Security Security  Availability

« Scalability

CISCO.COm

Cisco I0S software

« Remote updates on existing
hardware

* No logistics challenges
¢ Minimal business interruption
e No forklift upgrades

e 75% of customer update
annually

¢ More than 300,000 downloads
per month

Cisco 10S
Release

CISC0O.COm
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Cisco Connection O ‘.|'~-in'e,_ (CCO)

Fast Answers Through CCO

1,790,000+ uses
per month

“Instant”
solutions (80%)

4.21 customer
satisfaction
rating

YT T O T T T T T
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iﬂw Cisgo 105 11.3 Boltware Upgrade Planner
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® ppd for Clers Lrypeagraphic Saltwmr snder sxpari
Ecwining contrali.

Testials kil

Cisco 10S planner
Order status
Electronic ordering

Configuration
assistance

Case open/query
Bug Toolkit
Software download

Troubleshooting
engine

Enhance Internal Staff Skills

CISCO.COm

Augment Internal Staff

Cisco Technical Assis

Follow the Sun global
availability Model:
Sydney, San Jose,
Raleigh, Brussels

World' s Top
Engineers, 15 Years
of Troubleshooting
Experience

1000+ CEngineers
(400+ CCIE s)
3000+ DEngineers

4.5+ Customer
Satisfaction (1-5 scale)

Test lab at each TAC

enter (TAC)

Contact via phone,
email, or case
submission site -
WWW.cisco.com/tac
24 x 7 Worldwide

Multiple Awards for
Top Support Website

80+% of Questions
Solved Online

Web Content Created
by TAC Engineers

Comprehensive
knowledge base

Fast, Efficient, Accurate

Providing Best In Class Technical Expertise

CISCO,.COm
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Automatic Prob_l'em_-EscaIation

Briority 4
(General
Assistance)

Ela_psed Priority 1 Priority 2 Priority 3
Time (Network Down) *(Severe Impact) (Impaired Gps.)

1 Hour TAC
Manager

TAC TAC
Director. Manager

24 HOUTS: o6t Advocacy Director

VP,
A EIOUES President Cust. Advocacy

TAC
72 Hours Manager

VP, TAC |
C

TAC TA
Director Manager

96 Hours President

CISCO,.COm

Prioritizing TAC Responsiveness
“ Customer Determines Priority”

— Network down, critical impact to business operations

— Customer and Cisco commit substantial, “round-the-clock”
resources towards resolving the situation

— Network severely degraded, significant impact to business
operations

— Customer and Cisco commit resources towards resolving the
situation during business hours

Priority 3 (five days resolution)
— Network functionality degraded, business operations noticeable
impaired
— Cisco and Customer work together toward resolution during
business hours to restore service to satisfactory level
Priority 4 (ten days resolution)
— General assistance and product imformation

— Cisco and Customer work together to provide information or

assistance as requested .
CISCO.COm
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SMARTnet or SMARTnet Onsite?

SMARTnet Parts/

Onsite Redundanc 8x5xNBD

CISCO.COm

SMARTnRet Onsite Support

Customer
Support
Engineer CSE Resolves

OSS team
supports FE
throughout
Sulihibr+ : : case (VISE
il Dispatch Field Model)
(O_SS) ' Enai Performs ping 4
Engsiser support partner test

Onsite

CISCO,.COm
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Package Services

Ordering and Registration

2-Tier Purchase and

Purchase Cycle Support Cycle

- '

Reseller sells
Package(s) to Customer Customer calls

Reseller for
Customer calls Support
Cisco TAC for

Distributor sells
Package(s) to Reseller support

Reseller calls

Cisco sells Package(s €
to Distributor Cisco TAC to

- resolve problem
- ) Cisco
Use token number to register for service

Upon registration, a contract # is generated Contract # must be quoted for service

Service is now activated for 1 year ]
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» Packages are sold to distributors

» Distributors then sell the service
packages to resellers

* Reseller resells these service packages
to end users

* Reseller or end user must register their
equipment to receive service
entitlement

* Register Online

CISCO.COm

Service Catego

» Cisco assigns its products to 1 of 18
categories.

* To determine the category go to SCC:

—Select “Check Packaged Service Categories”
 Example: Cisco 2650 router = category 5
Cisco 7010 router = category 15

CISC0O.COm
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Ordering Inf

* Part Numbers

— All Cisco packaged services products follow a similar part
numbering scheme.

— To determine the Cisco service part number, select a
service type and a category

— CON-service type-PKG category

e Service Types
— SMARTnet: SNT, SNTE, SNTP
— SMARTnet Onsite: OS, OSE, OSP
— Advanced Replacement: AR

* Example:
— CON-SNT-PKG5 = SMARTnet NBD for a Cisco 2650

CISCO.COm

2-Tier Orderin

Reseller determines « Places orders through distributor
STEP 1 service
requirements

v

STEP 2 Distributor checks

Servic bility « Select “View Service Availability

CISC0O.COm
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Check Service Availability

B pE e Apeaw  pek
Service Contract Center WP
B | s e | By L, T ]

Use the Service Contract : :
Center located at [

Hermma

114, s Cumasiy v e U 0 1 e ) ol e ot T

Fuusliry o atg s b e Paveraley 10, 1000 | 780
sael vl 2004 19-08) Pacili: Tarne

Ho functione will be sllowmed

coming Limitad Bvailabily of Senvice
2 ardni

Go to “Before You Order” b |

- - . durveis Online Trainleg
section, “View Service iy PEmm
Availability” By 36 M o

Labags

By Cmyime W i wpinsnry Laskopi

Enter the name of the city in R
the search box - S

el Camid & 1 Swrvion Revcntar WEFCA
iy w0 wwd ey (Wrvicw Larvior Nimn

Check service availability in s e

(=111

the desired location - [——

Yies Sorcice Fracomm

i Lo (A
s b Swavicd Pridkag

Reseller determines Places orders through distributor
service
requirements

istributor checks
e Availab Select “View Service Availability

Use Cisco Packaged Determine correct Service Categories at

Services Part

Numbers Select “Check Package Service Category”

Package Service Part Number: CON-Svc Type PKG xx
Use “Wholesale Asia-Pac Price Listin U ollars, 2-tier only”

S " Uses IPC to place service orders
Distributor submits Indicate “ Service Only Order”
Sgrwce Order to Order processing notes: “token orders, special processing by
Cisco Ccss”
Include email address of distributor, service orders with be
processed within 2 days

Resellers received Reseller/customer needs to register with Cisco to activate
token registration service contract

number from

Distributor
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Where do you register .

Option 1
* Registrations can be done at:

Option 2
* From
— Click on register
— Then select “Packaged Service Registration”

— You will be taken to the above URL

CISCO.COm

Packaged Serv__i__c_;_eRé istration

STEP 1 Log on to Packaged
SEIES « Select “Register”
Registration « Select “Packaged Services Registration”

STEP 2 Select city and
Service Level

CISC0O.COm
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Packaged SEWIEES Registration e

Heem Wisat'n W | How to Sap Legm Aegritns | Fundherk Fawrch Mo tipe

Wele e to E‘ml,,;:gnl Semaces Dinkne
Eegsfraton This tool ensbles you to regster
your Cesco produsts and place tham under a
Ciseo service condrack.

® Tigst bime naees
e recommend thet yom reneo fhe Packrged Sapocss Cplpe fepdrmion Modes
kfoee Fa begin

'-".[: :,un M0 FOTUVIRE YT Aervice csnlract, DO NOT DEE THIS TOOL,

spber. Touwd e whis towiee yom comestis wd
Eirirlion musteds fod o peoduitio et end cavecsge

® [ yau bave purchased a Cmco Total Implerwentation Sobwtans (TI5)
p'l-:}rlg\: fea Bardware instaliatzon or softvare configurabon
s 1 1o ragirtar yaur packsgs snd schadul youe sz

Fleape hsve the follewing isfermaton before vom hegny
Beseller Addresa
Centact Hamer and Phooe Phanbers

Froducts and Serial Humbers
Packagsd Servic & Begistration Mumbers

Begin Regsiaiion

Packaged Services Registration

Step Chie: User Profle omd Service Level Vakdshso

Tk g awre

What zerace brvel are you cepaiseng

F Sl Aot 25 DO (IH) T A v | Baplaa mami (AT

e AR
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Copyright ©1999, Cisco Systems, Inc. All rights reserved. Printed in USA.
FO_7625 cl.scr



Packaged Service.--Regi:'stration

Log on to Packaged .
Services « Select “Register”
Registration « Select “Packaged Services Registration”

Get ready the following information before you begin:
Service Level + General Customer Information

« Company name and address

« Contactname

«  Contact telephone number, fax number and email address
« Reseller Information

* Resellername and address

+ Contactname

«  Contact telephone number, fax number and email address
« Product Location/Install Site

+ Equipmentaddress

+ Company name and address

« Contactname

+  Contact telephone number, fax number and email address
* Product Information

*  Product part number/ model number

«  Serial number for each product and or module

*  Productconfiguration - types

CISCO.COm

Packaged Services Registration

Step Twa: Cisoo Reseller Informntion

Fleape pravide the cempamy peuse, sddress and roptact persom af the
ro Remsller below Enter ax maich mfsrmaizan ac posable in srder b
wt curabely pi oceis Y FugA i

fr el o Enietice an addde e

Hete; ™ desairea required Fokd,
Crrn Foenelier

*Reenller | [fvmcyeban Seies

* FoectAdddeis 1| [170 Taswan drlve

Trve et Aibdneso 2| |

* iy | [san Joze

[Edeam B

freaparead £T12 o CARTATIAY

* SraknTremins

Fagtal Code | [emiad

* Coroniry- | [L STETES =

Feseller Cantact

% First Hame | [Ean

¥ Lot Hame |.'w' ower

* Errual fidikres | Wi CULST T |, T

Humber I:h'.'. -5 5

Ca T Etwp Thas | Clmar all Frdchs
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Cisee Svavims

Packaged Services Registration

Belect Custamer Name

The custemer pane 743 entered clesehr matched the falowie custemets in
atx sysrern Please sedect the carrect cusbomes name belosr

r EVERYTHIMG COMMERCE SO

= EVERYTHIMG SVEIN NETWORE S

™ EVERYTHIMN G- COMMERCE. C 0

Plirsatn Dl Solactsnn g o, cosboenoe fiurea Tros ahowa will aill allow you Lo uas the Al
adedress 7o subimidted Fam the prenos prgs.

Selact Customear
Create Mew Custorer [Name

IEnone ofthe abowe custoriers matches your conrpaey, select the cusheaner
e that you extered in the presiows page

™ EVERYTHIMN SVIEH

Cmate Customar |

Cipes Erannug

Packaged Services Registration

Step Three: Site Information asd Begetration Munbers

Enber th isatall site addressine PO boces jand gite ¢ ordnct slennetion fer
the prodecis you s gl e

Nt T danstyr a rogrrra ok

Enstall Sive

Cempang Hoe: |[Hy Becwock

|Lza mame BuilaLng

Strant Addrwee 2: ||
* Uy |FAN JOSE
* Frane Prostnos: | A
ZpdPotal Coda: D513
*Comiry: |URITED STATES
Cantact Peraom

= Fist Hame: {[me

= [art Hame |'.'- —tep

* Emad Address. [[Eechybburines. coa

* Thone Fombar |=- C-5555

Pas: Mueiker: |[555-5556

Wtk you lios 2 prrvice coverage confimanon maf e this e-mail scdrees?
" Teg T Ho
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Registration Numbers

Enter up to 5 SMARTNet 8x5xINBD ISND 15-3GJEXTFEEW
Eegstration Mumbers !
Eegistration numbers are case sensitive. I
Please use all CAPITAT. LETTERS. I
Each product must have its own registration number, I

Don't worry about selecting your products at this time.
Tou wil be able to select your products in Step Four,

Al registration mumbers must be the same service level
ot you will not be able to complete your registration.

Go To Step Four Clear all fields

CISCO.COm

Step Fonie. Prodoet s Senal Mmiher [nfoemshon

Flesae paoed e the Fraduo) Mumbey sl Seisl Mambesr o #ach Pakiaged
fervice Reganation Mumber pan afmitied

Fogiotraton sy Sraois

| EAGLI-BIIEETIREY
| s
- T v N T PP e FE]

Product Tnfarrmatioes

Pliass ol ywund pradies forimstm bodes

x SETLTC N TR
SOt Jolofmate 4 bkl i ot wash b ashd Tes pea ot oo G Eeteg
TRt

H yom akeady have 3 SLIAR Tass Exfx FHT esrvice rarrsee mih Ciem
e ran sadd yrar precurt s thovt came carersee
Flem ¢ apecdy whether pon won the pre<dact added bo mucw contract v ar
oxtE, niract
e |

¥ woia thasn Exstegg O entrast pload e prerds the oot sambey b vl
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[z frinews

Packaped Services Registration

Registration Humbes Fraduct ID Sarial Mumber Slatus

rar ndded o 3 new contract

EMO13-ZEIENTFREW [

{1 -

~ Eni4TMm

wrder & e srmace o ams PIHE this pags as &
ik te e contact information oo provided axder.
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o Ceonection Cntie (0000 me oudned bk
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1are enteled o regerer poureeftor Coce Comaecnen Cnbie (000
coumnend i yoa regwiar yoursel e

Oxce wol are segmiered fur D000 poa can takie advantags of
sech al epening vares with the Technal Arsstanos Caxer

e beneiin poog seraee contract ennles Foul by,

. dowmioadag the ket 103 sabware, ric
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Fappen s ae ¥ agcess. Hleime see vour bocal resler fon moare nfoomation

Chck on the ©00)-Rogerratinn Hottan kel bo ragter for 00
CouRegsimimn |

3o do s wrk do reprtiee for OO0 af thir dme. weee gl sewfroraime will aies iecleeds sesfruchoer oa

Log on to Packaged .
SEIES « Select “Register”
Registration « Select “Packaged Services Registration”

Get ready the following information before you begin:
« General Customer Information
+ Company name and address
« Contactname
+  Contact telephone number, fax number and email address
Reseller Information
* Resellername and address
« Contactname
« Contact telephone number, fax number and email address
Product Location/Install Site
* Equipmentaddress
+ Company name and address
« Contactname
«  Contact telephone number, fax number and email address
Product Information
«  Product part number/ model number
«  Serial number for each product and or module
«  Productconfiguration - types

Quote contract ID when access TAC and CCO
Service Contract is valid for 1 year based on T&C outlined
in service product and between Cisco and customer

For help, write to pkg-help@cisco.com

Activated

0.C0m
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Available Tools

Cisco.com

Sales Tools

» Cisco Packaged Services Web Page
http://www.cisco.com/warp/public/779/smbiz /service/smartnet/index.html
» Service Contract Center (SCC)

http://www.cisco.com/public/scc

* Partner and Reseller Helpline

— China 10-800-120-5444

— Hong Kong 800-903793

— Singapore 800-1203239
South Korea 00798-14-800-3789
International Toll No. +1-408-526-7208 (English)
E-mail reseller-help@cisco.com
Reseller Support Tools http://www.cisco.com/go/tools

CISC0O.COm
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Product ‘Warranty Information

w Ciis Frowkst Widnash

http://Www.cisco.com/warp/puinc/779/smbiz/service/martnet/index.html

CISCO.COm

Service Contract Cen

* A set of web tool designed to assist Cisco Partners,
Resellers, and customers with their service contract.

* A unique set of tools that will allow you to view,
modify, create, order, and renew service contracts
online.

* Features:

— Determine Cisco service capabilities in specific locations

— Lookup contracts based on serial number or customer
number

— View and manage customer quotes
— View Service Programs and Pricing

— View and follow-up on Technical Assistance Center (TAC)
requests

CISC0O.COm
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Who Do You C

For assistance with registration
Renewing Package Services

Duplicate, bad or lost token registration
number

CCO User ID issues

Service and Support Solutions Website

CISCU . LN
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Packaged SMARTR

Unique Business Value. ..

Improve the services your company
delivers its customers by maximizing

— Network availability
— Reliability
— Stability

Reduce the cost of network ownership by:

leveraging expertise, knowledge, and
availability

Increase your return on investment (ROI)
with operating systems software
enhancements

Expedite time-to-repair

Repeat Business . Cisco Service

(product absorption . ' & Support

Increase Customer Satisfaction

CISC0O.COm
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Building Customer Relationships
that Last!

EMPOWERING THE
INTERNET (GENERATION

sM

CISCO.COm
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