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The Monitoring Service may be combined with the Management Service and/or Elective Change
Service to extend the capabilities of your internal team.

The Monitoring Service includes:

+ Cisco MAP 3040

* Management software

» Configuration and provisioning

» Administration and software updates

* Remote training session

» Cisco Management Portal for 24x7 web access to tickets,
availability, and performance statistics

* Premier reports for performance, availability, and inventory

The Cisco Management Application Platform 3040:

* Is a secure, hardened Linux-based server deployed at your
premises in a redundant configuration

* Monitors Cisco Unified Contact Center, Cisco Unified Communications,
and voice infrastructure solutions

» Contains business logic that implements root cause analysis to verify incidents

» Generates a ticket and sends e-notification per incident

» Captures tickets and remediation in a knowledge base

» Performs agentless availability and performance monitoring

» Performs incident detection, recording, and notification

» Performs automated incident analysis and root cause identification

Management Service

Working together with the Monitoring Service, the Management Service supplements your internal
IT resources and responds to incident tickets; performs incident resolution, which can include
root-cause analysis for problems; applies patches to resolve incidents; and opens support cases
with Cisco or third-party application providers. Remote Management Services are delivered by an
experienced team of Cisco engineers using Cisco’s leading practices and Information Technology
Infrastructure Library (ITIL®)-based processes.

Management Service provides:
« Engineering support: diagnose and resolve incidents and problems and restore service
» Configuration changes to resolve incidents and problems
» Custom incident notifications: automated email, mobile telephone, pager, manual,
and telephone
» Review incident and performance trends requiring proactive attention
» Performance threshold notifications for early warning of pending problems
» Manufacturer maintenance support coordination
» Leading practice recommendations for server backup

Cisco engineers have extensive experience on Cisco networking and Cisco Unified Contact Center
technologies. Expertise includes:

+ CCIE® certified personnel

* LAN/WAN engineers

» UCC engineers

» UCC application consultants

» UC engineers

» UC application consultants

» VPN/security engineers

* Registered communication distribution designers
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