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Using Technical Support

When you have a problem that you cannot resolve, contact the Cisco Technical Assistance Center (TAC). 
To help resolve these problems, use the following section as a guideline for gathering relevant 
information about your network prior to calling.

Providing Data About Your Internetwork
Before gathering any specific data, compile a list of all symptoms that users have reported on the 
internetwork (such as connections dropping or slow host response).

The next step is to gather specific information. Typical information needed to troubleshoot 
internetworking problems falls into two general categories: information required for any situation and 
information specific to the topology, technology, or protocol.

Information that is always required by technical support engineers includes the following:

• Network topology map

• List of hosts and servers–include the host and server type, number on network, and a description of 
the host operating systems that are implemented

• Configuration listing of all switches and routers involved

• Complete specifications of all load-balancing switches and switches involved

• Version numbers of software (obtained with show version command) and flash code (obtained with 
the show controllers command) on all relevant load-balancing switches.

• List of network layer protocols, versions, and vendors

To assist you in gathering this required data, the show tech-support EXEC command has been added in 
Cisco IOS Release 11.1(4) and later. This command provides general information about the 
load-balancing switch that you can provide to your technical support representative when you are 
reporting a problem.

The show tech-support command outputs the equivalent of the show version, show running-config, 
show controllers, show stacks, show interfaces, show buffers, show process memory, and show 
process EXEC commands.
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Appendix C      Using Technical Support
Collecting Data According to Platform
The specific information requirements that may be needed by technical support vary depending on the 
situation. They include the following:

• Output from the following general show commands:

show interfaces

show controllers

show processes {cpu | mem}

show buffer

show mem summary

• Output from the following protocol-specific show commands: 

show protocol route 

show protocol traffic 

show protocol interfaces

show protocol arp 

• Output from relevant debug privileged EXEC commands

• Output from protocol-specific ping and trace diagnostic tests, as appropriate

• Network analyzer traces, as appropriate

• Core dumps obtained using the exception dump SLB switch configuration command, or using the 
write core SLB switch configuration command if the system is operational, as appropriate

Collecting Data According to Platform
When obtaining the information from your Catalyst 4840G SLB switch, you must tailor your method to 
the system that you are using to retrieve the information. Following are some hints for different 
platforms:

• PC and Macintosh—Connect a PC or Macintosh to the console port of the Catalyst 4840G SLB 
switch and log all output to a disk file (using a terminal emulation program). The exact procedure 
varies depending on the communication package used with the system.

• Terminal connected to console port or remote terminal—The only way to get information with a 
terminal connected to the console port or with a remote terminal is to attach a printer to the AUX 
port on the terminal (if one exists) and to force all screen output to go to the printer. Using a terminal 
is undesirable because there is no way to capture the data to a file.

• UNIX workstation—At the UNIX prompt, enter the command script filename, then use Telnet to 
connect to the Catalyst 4840G SLB switch. The UNIX script command captures all screen output 
to the specified filename. To stop capturing output and close the file, enter the end-of-file character 
(typically ^D) for your UNIX system.

Note To automatically log specific error messages or operational information to a UNIX syslog 
server, use the logging internet-address SLB switch configuration command. For more 
information about using the logging command and setting up a syslog server, refer to the 
Cisco IOS configuration guides and command references.
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Appendix C      Using Technical Support
Sending Data to Technical Support
Sending Data to Technical Support 
When submitting information to your technical support representative, electronic data is preferred. 
Electronic data significantly eases the transfer of information between technical support personnel and 
development staff. Common electronic formats include data sent through electronic mail and files sent 
using File Transfer Protocol (FTP).

If you are submitting data to your technical support representative, use the following list (in order of 
most to least favorable) to determine the preferred method for submission:

• The preferred method of information submission is through FTP service over the Internet. If your 
environment supports FTP, you can place your file in the incoming directory on the host 
cco.cisco.com.

• The next best method is to send data by electronic mail. Before using this method, be sure to contact 
your technical support representative, especially when transferring binary core dumps or other large 
files.

• If you use e-mail, do not use encoding methods such as binhex or zip. Use only MIME-compliant 
mail.

• Transfer through a PC-based communications protocol, such as Kermit, to upload files to Cisco 
Connection Online (CCO). Again, be sure to contact your technical support representative before 
attempting any transfer.

• Transfer by disk or tape.

• The least favorable method is hard-copy transfer by fax or physical mail.
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Appendix C      Using Technical Support
Sending Data to Technical Support
C-4
Catalyst 4840G Software Feature and Configuration Guide

78-10416-03


	Using Technical Support
	Providing Data About Your Internetwork
	Collecting Data According to Platform
	Sending Data to Technical Support



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


