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Agenda

[ — Cisco.com

Cisco Services Framework
Technical Support Services (23 A& AHIA)
Advanced Services (82 A HIA)

Cisco Services Go-To-Market Model
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CA Korea Mission Statement

[ — Cisco.com

* Remove all barriers to
customers' successful
deployment of global networks
by understanding their needs
and exceeding their expectations.
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Cisco Services Framework
Direct Customers

(Partners are separate but are going to be covered)

Cisco.oom
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4.Technology
Application
Services

Services
(BE2AMHIA)

..Differentiation........

2.Focal NET

Technical
Support
Services

(2EXA
MHIZ)

Operational...............

1.Technical Support Fundamental(2 & X| & A HlA)
( SMARTnet & SIS )
| — Cisco.com
——1OS On Demand: Unlimited updates (fixes) and upgrades
(revisions and feature enhancements), via CCO or from TAC
—— CCO: 24x7 registered 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
‘I' ‘i' ‘i' -
Pr iokD ID  ® 2001, Cisco Sgs206r, i rights reserved. 6

Copyright © 2001, Cisco Systems, Inc. All rights reserved. Printed in USA.
Presentation_ID.scr



TAC(Ol= Xl & HIEl) Functions

[ — Cisco.com

1) Resolving cases --- The TAC solves customer problems, from
the time a call enters the Global Call Center to the time the case
is closed.

2) Building and distributing a knowledge base --- Case results,
including all information obtained during the resolution
process, are stored in a knowledge base and published on CCO
for all customers.

3) Creating diagnostic tools --- TAC CSEs create diagnostic
tools for customers to diagnose problems and for Global Call
Center agents to more quickly resolve customer questions.
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Global Backbone Services

[ — Cisco.com

Support Backbone

70,000+ Cases / month ifr Main TACs
4.5+ Overall Satisfaction ]
. 24X7 WW backbone //151anguages O Satellite TACs.
1470+ TAC engineers (400+ CCIEs)
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TAC Technology Teams

[ — Cisco.com

Technical Response Team
LOGISTICS NMS

Global i Live

Hotline: = Handoff PSS VOICE / MS

Kerea 0079816110712 Contact
' Center :
AGCCESS ROUTING

i * Case Handling FROT
| Web; SPhoneQ
|~ WwWw.CiSsco.com » Service Level I

* Priority ATM WAN

* Tech. Description

I E-Mail . Contact Details [Call:back:or,
lkorea-tac@cisco.com IE-Mail'Reply 1BM WANSW

Z0—4H>E>00M

SEC

LAN TECH NW SERV
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Priority Management

[ — Cisco.com

The cases are managed by priority,
relative to the criticality of the problem -
business impact.

The customer determines the priority of its
problem to the right level with the partner.

The partner opens the case with the right
priority.
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Customer / Partner

Determines Priorities
|

Cisco.oom

% Priority 1 Production network down
Critical impact to business operations
24 hour Cisco and customer. commitment
No work-around available

. Priority 2 Network severely degraded
Significant impact to business operations
Cisco and customer. committed during business hours
No work-around available

. Priority 3 Network functionality degraded
Business operations noticeably impaired
Cisco and customer. in frequent contact

o Priority 4 General assistance
Installation, upgrade or configuration assistance
General product information

Pr oD ID  ©2001, Cisco Sgssers hts reserved 1

Automatic Problem Escalation

[ — Cisco.com

Priority 4
(General
Assistance)

Elapsed Priority 1 Priority 2 Priority 3
Time (Network Down) (Severe Impact) (Impaired Ops.)

1 Hour TAC
[ ELET[-18

TAC TAC
Director Manager

VP, TAC

24 Hours  ¢,ot Advocacy Director;

VP,
48 Hours CEO Cust. Advocacy

TAC
72 Hours Manager

TAC TAC
Director Manager

96 Hours
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2. Focal Net
| Cisco.oom

- Have higher demand for event based
troubleshooting services

- Require rapid resolution on reactive
issues

Technology
Application
Services

- Require subject matter expertise
across wide range of technologies

- Require designated point of 2. Focal NET

escalation for operational and
satisfaction issues with Cisco open e
cases, procedures, or issues

iolD ID  © 2001, Cisco Sgs2e0m, hts reserved. 13

Focal Net Program Focus

[ Cisco.com
RELATIONSHIP MANAGER
RELATIONSHIP Strategic Alignment
MANAGER ' FOCAL ENGINEER (Executive Business Management)

> Focused on driving
process changes

»>Network needs
analysis eg training,
change mngt proceed’s

» Monitor case progress

> Liaise with engineers

& customers Drive Process Proactive Network
Change Management
FOCAL ENGINEER (Business Operations) (Design, Recommendation

& Optimisation)
» Advanced technical
knowledge

> Engage with NSA

» Understand
customer’s network
architecture

> Liaise with ORM to
identify recurring
problems

Reactive “Firefighting”
(Problem Resolution)
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3.Network Optimisation (NSA)

[ — Cisco.com

Optimise network for high reliability
and performance to support
business operations

Technology
Application

Maximise ROI to provide positive
financial impacts to business.

Assist in making the network a
business objective enabler

Focal NET
Provide expert consultation in
growing and maintaining networks
that have become more and more
complex.
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Program Description for NSA’s

[ — Cisco.com

Two Annually renewable services (subscription)
NSA Plus
NSA

Four pre- defined services (transactional)
Network Inventory
Network Audit
Health Report
Design Review

Pricing Strategy... (size, value, flexibility)
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NSA Program Focus

[ — Cisco.com

Strategic Alignment
(Executive Business Management)

Drive Process Proactive Network
Change — Management

(Business Operations) | (Design & Recommendation)

Reactive “Firefighting”
(Problem Resolution)

Pr oD ID  © 2001, Cisco Sgs200r hts reserved. 17

Service Contents — NSA Transaction Audits

[ — Cisco.com

Service Components Net Net Heath Design
Inv Audit Report Review

Inventory & syslog support using automated tools v 4 v v
Administer device / I0S inventory assessment 4 v
Cisco h/w, os, and network management s/w recommendations 4

Network health reporting using automated tools (bi-weekly)

Network design review

Network expansion planning

Remote deployment support

Network optimisation & tuning recommendations

Full device health & stability audits

Knowledge transfer & mentoring

Weekly conference calls with customer
Onsite visits (4 per year)
Web-based operational assessment

Problem Management

* Include high level topology map
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[ — Cisco.com

Pr oD ID  © 2001, Cisco Sgs200r hts reserved. 19

4.Technology Application Svstem

* Return on investment

- Faster deployment of new network
services

4.Technology
Application
Services

- Resource and expertise

* Integration and
migration strategies

° Scalablllty Focal NET

- All applications are mission critical

Pr iokD ID  ® 2001, Cisco Sgs206r, i i rights reserved. 20

NSA versus Technology App Services

Cisco.oom

VolP Network Application
MPLS VPN Application
CDN Application

* Professional Services engages in customised projects with specific SOWs
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PURPOSE:

+ Assess the readiness
of the Customer’s
existing infrastructure
to support MPLS VPN

MPLS VPN
Readiness
Assessment

Deliverables:
*Knowledge Transfer
« Presentation on
Readiness Assessment
and Recommendations
« Written report on
Readiness Assessment
and MPLS VPN High
Level Solution

L Architecture

Technology Application Services
Transactional Services

PURPOSE:

+ Advise the Customer in
the planning & design of
an MPLS VPN network

Example: MPLS VPN

MPLS VPN
Enablement
Consultative

« Detailed solution design
recommendations document
+ Low level network design
recommendations document
« Architecture integration plan
« Initial operating software
recommendations

« Cisco Network Management

Systems advisory

PURPOSE:

« Advis ice to
facilitat ul
deplo LS VPN

technology over Cisco
supplied infrastructure

MP. PN
De ent
Con ative

Deliverables:
« Migration examples and
workshop

« Test plai L
workshop

« Presenta fer of
Informatii

« Configuration templates
+ Response to queries by Next
Business Day (phone/email).

PURPOSE:

One time Optimisation
assessment and
advisory service

MPLS VPN
Optimisation
Consultative

Deliverables:

+ Software upgrade advice
for MPLS VPN services

« Assessment report and
recommendation on MPLS

VPN network architecture
& design

Planned TAS Services
|

Cisco.oom

- Technology Application Services
MPLS - SP
SPVoice - SP
Content Networking - SP
Broadband Cable - SP
B nd DSL - SP
etro Ethernet - SP
Storage Area Networks - Ent
Long Reach Ethernet -Ent
Telephony (AVVID) - Ent
IP Contact Centres - Ent
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Cisco Services GTM Model

[ — Cisco.com

Customer

Reseller

S| Partner Distributor

Direct Cisco Cisco Brand

SP Accounts & Direct partner-Branded Cisco-Brand

Enterprise Service (SIS) I}g;ﬂ«; Virtual Smartnet

Pr 0D ID  ©2001, Cisco Sgs286rs, iscAByigbtasssarvalirights reserve d 23
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48 MHlA SHE(=U / dHel)
| Cisco.oom
Finance Telco & ISP Manufacturing Insurance
Bank of America America Online Boeing Cigna
Citi Bank AT&T-CITS Compaq America Family
Fist Union National MCI- Infolink Ford Insurance
Bank MCI- NetOps General Electric Prudential
Merrill Lynch Nextel HP USAA
Vanguard South Western Bell Intel
Fidelity Investments Sprint Kraft General
State Street Bank U.S.West Food
SSB(Smith Barney) BT Procter & Gamble
CSFB Sony
Dupont
Airline Motorola...
GE
Australia Air Force GM
Pr oD D ©2001, Cisco Sgs2ae, hts reserved. 25

Service Contract Center

[ Cisco.oom
[ e e e i
L

- http://lwww.cisco.com/public/scc/
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Service Organization

« High-touch Model

* Good relationship
with Customer,

c HHIA AN =S
cHHIA D8 g

TEF

-mojRE 28 Y
si2et HIA

Cisco.oom
Territory Manager o2 HAE XZE(68)
- ACE
...................... foprenaan -PS
“. | -NSA
SSM(3) GSM(2) TAC(15) css(1)
«Service & support *KHlA S X& Z0H X Xel <KHIA Aetol =4
Oil CH&t Focal Point Ot AlAES 23
~GH2 AXILIof HIER MHIA RE % Order
*MHIA2 Jl& NIR Sourcing A Jl& XY Processing

Partner and Cisco
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Cisco Contact — AM{H|A S B

ID ID  ©2001, Cisco Sgs2ears, Di rights res

[

Cisco.oom

28 L MZ AHIA0 CHE 22
stA&t A Ol Al — Global Service Manager
hanss@cisco.com, Tel: (02) 3429-8904, 011-9965-8904

MHIA F2, B, A2 B0 et 22

S A 2l — Service Sales Representative

michyoon@cisco.com, Tel: (02) 3429 — 8922

28
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mﬂm.f

Partner’s Technical Support Role

* Understand the problem.

* Perform first diagnosis of problem.

* Collect information (traces, dumps,...).

» Correct configuration errors.

* Deliver known solutions found on CCO.

* Open a TAC case when needed.

* Provide the network configuration.

* Take ownership of the customers problem.

oD ID  © 2001, Cisco Sgser, @i i rights reserved.
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Service Summary

[— Cisco.oom

Operation (Tech. Support)
SmartNet, SIS98 Advanced Service (Tech. Appl. Svc)
Focal Net MPLS, SPVoice, Content Networking,
Boradband Cable, Broadband DSL,
Metro Ethernet
SAN, LRE, IP Telephony(AVVID),
IP Contact Centre

Shared Delivery with Partners

Advanced Service (Opt.)
NSA Plus, NSA
Network Inventory
Network Audit
Health Report
Design Review
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