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Service Description of C isco Sm a rt F ou nd a tion  
T h i s  d oc u m e n t  d e s c r i b e s  C i s c o S m ar t  F ou n d at i on .  
Related Documents:   T h i s  d oc u m e n t  s h ou l d  b e  r e ad  i n  
c on j u n c t i on  w i t h  t h e  f ol l ow i n g  d oc u m e n t s  al s o p os t e d  at  
w w w .c i s c o.c om / g o/ s e r v i c e d e s c r i p t i on s / :  (1)  G l os s ar y  of  T e r m s ;  
(2)  L i s t  of  S e r v i c e s  N ot  C ov e r e d ;  an d  (3 )  S e v e r i t y  an d  
E s c al at i on  G u i d e l i n e s .  A l l  c ap i t al i z e d  t e r m s  i n  t h i s  d e s c r i p t i on  
h av e  t h e  m e an i n g  as c r i b e d  t o t h e m  i n  t h e  G l os s ar y  of  T e r m s . 
 
Di r ect S ale f r om C i sco.   I f  y ou  h av e  p u r c h as e d  t h e s e  
S e r v i c e s  d i r e c t l y  f r om  C i s c o,  t h i s  d oc u m e n t  i s  i n c or p or at e d  i n t o 
y ou r  M as t e r  S e r v i c e s  A g r e e m e n t  (M S A )  w i t h  C i s c o.  I n  t h e  
e v e n t  of  a c on f l i c t  b e t w e e n  t h i s  S e r v i c e  De s c r i p t i on  an d  y ou r  
M S A ,  t h i s  S e r v i c e  De s c r i p t i on  s h al l  g ov e r n . 
S ale v i a C i sco-A uth or i z ed Reseller .   I f  y ou  h av e  p u r c h as e d  
t h e s e  S e r v i c e s  t h r ou g h  a C i s c o-A u t h or i z e d  R e s e l l e r ,  t h i s  
d oc u m e n t  i s  f or  d e s c r i p t i on  p u r p os e s  on l y ;  i s  n ot  a c on t r ac t  
b e t w e e n  y ou  an d  C i s c o.  T h e  c on t r ac t ,  i f  an y ,  g ov e r n i n g  t h e  
p r ov i s i on  of  t h i s  S e r v i c e  w i l l  b e  t h e  on e  b e t w e e n  y ou  an d  y ou r  
C i s c o A u t h or i z e d  R e s e l l e r .  Y ou r  C i s c o A u t h or i z e d  R e s e l l e r  
s h ou l d  p r ov i d e  t h i s  d oc u m e n t  t o y ou ,  or  y ou  c an  ob t ai n  a c op y  
of  t h i s  an d  ot h e r  C i s c o s e r v i c e  d e s c r i p t i on s  at    
w w w .c i s c o.c om / g o/ s e r v i c e d e s c r i p t i on s / .   
C i sco S mar t F oundati on 
C i sco Resp onsi b i li ti es:  

• C i s c o S M B  T A C  ac c e s s  f or  S e v e r i t y  3  an d  S e v e r i t y  4  
c as e s  t o as s i s t  w i t h  P r od u c t  u s e ,  c on f i g u r at i on  an d  
t r ou b l e  s h oot i n g  i s s u e s  an d  ac c e s s  t o C i s c o.c om .  A  
C i s c o T A C  r e p r e s e n t at i v e  w i l l  c on t ac t  C u s t om e r  e i t h e r  
b y  t e l e p h on e ,  f ac s i m i l e  or  e l e c t r on i c  e m ai l  w i t h i n  on e  
(1)  B u s i n e s s  Day  f r om  t h e  t i m e  C u s t om e r ’ s  S e v e r i t y  3  
or  S e v e r i t y  4  c as e  w as  op e n e d . S e v e r i t y  1 an d  
S e v e r i t y  2 c as e s  ar e  n ot  s u p p or t e d  u n d e r  t h i s  
S e r v i c e . 

• M an ag e  p r ob l e m s  ac c or d i n g  t o t h e  C i s c o S e v e r i t y  
an d  E s c al at i on  G u i d e l i n e . 

• A c c e s s  t o C i s c o.c om .  T h i s  s y s t e m  p r ov i d e s  
C u s t om e r  w i t h  h e l p f u l  t e c h n i c al  an d  g e n e r al  
i n f or m at i on  on  C i s c o P r od u c t s  as  w e l l  as  ac c e s s  t o 
C i s c o' s  on -l i n e  S of t w ar e  C e n t e r  l i b r ar y . P l e as e  n ot e  
t h at  ac c e s s  r e s t r i c t i on s  i d e n t i f i e d  b y  C i s c o f r om  t i m e  
t o t i m e  m ay  ap p l y . 

• A s s i s t  C u s t om e r  b y  t e l e p h on e ,  f ac s i m i l e  or  e l e c t r on i c  
m ai l  (f or  i n f or m at i on  r e l at e d  t o P r od u c t  u s e ,  
c on f i g u r at i on  an d  t r ou b l e s h oot i n g ) . 

• W or k -ar ou n d  s ol u t i on s  or  p at c h e s  t o r e p or t e d  
S of t w ar e  p r ob l e m s  u s i n g  r e as on ab l e  c om m e r c i al  

e f f or t s . C i s c o w i l l  e i t h e r  m ak e  av ai l ab l e  a S of t w ar e  
p at c h  f r om  t h e  C i s c o.c om  S of t w ar e  C e n t e r  
( w w w .c i s c o .c o m / s o f t w a r e )  or  s h i p  a M ai n t e n an c e  
R e l e as e  t o C u s t om e r  f or  t h e  P r od u c t  e x p e r i e n c i n g  t h e  
p r ob l e m . 

A dv ance Rep lacement S er v i ce 
C i sco Resp onsi b i li ti es:  
C i s c o s h al l  u s e  c om m e r c i al l y  r e as on ab l e  e f f or t s  t o p r ov i d e  
A d v an c e  R e p l ac e m e n t  f or  P r od u c t . A d v an c e  R e p l ac e m e n t  ar e  
s u b j e c t  t o w e i g h t  l i m i t  r e s t r i c t i on s .  C u s t om e r  c an  v i e w  t h e  
av ai l ab i l i t y  op t i on  f or  s p e c i f i c  l oc at i on s  b y  ac c e s s i n g  C i s c o’ s  
S e r v i c e s  A v ai l ab i l i t y  M at r i x  (“ S A M ” )  t ool  on  C i s c o.c om  at  t h e  
f ol l ow i n g  U R L :  h t t p : / / t o o l s .c i s c o .c o m / a p i d c / s a m / s e a r c h /  
s e a r c h .d o . De s t i n at i on  c ou n t r y  i m p or t at i on ,  c om p l i an c e  w i t h  
U .S . e x p or t  c on t r ol s  an d  c u s t om s  p r oc e s s e s  m ay  c on d i t i on  
d e l i v e r y  t i m e s . A d v an c e  R e p l ac e m e n t s  w i l l  b e  s h i p p e d  DDU  
(I n c ot e r m s  20 0 0 ) ,  e x c e p t  f or  s h i p m e n t  t o an d  f r om  t h e   
E u r op e an  U n i on  w h e r e  t h e y  w i l l  b e  s h i p p e d  DDP  (I n c ot e r m s  
20 0 0 ) ,  u s i n g  C i s c o' s  p r e f e r r e d  c ar r i e r ,  f r e i g h t  p r e p ai d  b y  C i s c o,  
e x c l u d i n g  i m p or t  d u t i e s ,  t ax e s  an d  f e e s ,  w h e r e  ap p l i c ab l e . 
R e q u e s t s  f or  al t e r n at e  c ar r i e r s  w i l l  b e  at  C u s t om e r ’ s  e x p e n s e . 
F R U s  ar e  s h i p p e d  s e p ar at e l y  an d  ar e  n ot  s h i p p e d  p r e -
as s e m b l e d . A d v an c e  R e p l ac e m e n t s  w i l l  b e  e i t h e r  n e w  or  
e q u i v al e n t  t o n e w . 

• S am e  Day  S h i p / N e x t  B u s i n e s s  Day :  W h e r e  av ai l ab l e ,  
an  A d v an c e  R e p l ac e m e n t  w i l l  s h i p  t h e  s am e  d ay  t o 
ar r i v e  t h e  n e x t  B u s i n e s s  Day  p r ov i d e d  b ot h  t h e  c al l  
an d  C i s c o’ s  d i ag n os i s  an d  d e t e r m i n at i on  of  t h e  f ai l e d  
H ar d w ar e  h as  b e e n  m ad e  b e f or e  3 : 0 0  p .m .,  De p ot  
T i m e   F or  r e q u e s t s  af t e r  3 : 0 0  p .m .,  De p ot  T i m e ,  t h e  
A d v an c e  R e p l ac e m e n t  w i l l  s h i p  t h e  n e x t  B u s i n e s s  
Day . 

C ustomer  Resp onsi b i li ti es:  
T h e  p r ov i s i on  of  t h e  S e r v i c e  op t i on s  as s u m e s  t h at  C u s t om e r  
w i l l :  

• P r ov i d e  a p r i or i t y  l e v e l  as  d e s c r i b e d  i n  t h e  C i s c o 
S e v e r i t y  an d  E s c al at i on  G u i d e l i n e  f or  al l  t h e  c al l s  
C u s t om e r  p l ac e s . 

• P r ov i d e ,  at  C u s t om e r ’ s  e x p e n s e ,  r e as on ab l e  ac c e s s  
t o t h e  P r od u c t  t h r ou g h  t h e  I n t e r n e t  or  v i a m od e m  t o 
e s t ab l i s h  a d at a c om m u n i c at i on  l i n k  b e t w e e n  
C u s t om e r  an d  t h e  C i s c o S M B  T A C  e n g i n e e r ,  s o t h at  
p r ob l e m s  m ay  b e  d i ag n os e d  an d ,  w h e r e  p os s i b l e ,  
c or r e c t e d  r e m ot e l y . C u s t om e r  w i l l  m ak e  av ai l ab l e  
c u r r e n t  s y s t e m  p as s w or d s  as  n e c e s s ar y  t o p r ov i d e  
r e m ot e  d i ag n os i s  an d  s u p p or t .  
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• P r ov i d e  t h i r t y  (3 0 )  d ay s  n ot i c e  t o C i s c o of  an y  
r e q u e s t e d  ad d i t i on (s )  t o y ou r  E q u i p m e n t  L i s t .  

• N ot i f y  C i s c o,  u s i n g  C i s c o.c om ,  of  P r od u c t  on  t h e  
E q u i p m e n t  L i s t  w h i c h  C u s t om e r  h as  m ov e d  t o a n e w  
l oc at i on  w i t h i n  t h i r t y  (3 0 )  d ay s  of  s u c h  r e l oc at i on . 
P l e as e  b e  aw ar e  t h at  t h e  S e r v i c e s  w i l l  b e  p r ov i d e d  t o 
C u s t om e r  b e g i n n i n g  t h i r t y  (3 0 )  d ay s  af t e r  r e c e i p t  of  
C u s t om e r ’ s  n ot i f i c at i on . C i s c o w i l l  al s o n e e d  
C u s t om e r  t o n ot i f y  C i s c o of  an y  m od i f i c at i on  t o t h e  
P r od u c t  an d  c on f i g u r at i on  i n c l u d i n g  u p g r ad e s  or  
c h an g e s  t o F R U s  n ot  i n  t h e  or i g i n al  c on f i g u r at i on  
w i t h i n  f i v e  (5 )  d ay s  of  s u c h  m od i f i c at i on . 

• P r ov i d e  c u r r e n t  s h i p m e n t  c on t ac t  i n f or m at i on  as  
f ol l ow s :  c on t ac t  n am e ,  t i t l e ,  ad d r e s s ,  t e l e p h on e  
n u m b e r ,  e -m ai l  ad d r e s s ,  an d  f ax  n u m b e r .  

• P r ov i d e  v al i d  an d  ap p l i c ab l e  s e r i al  n u m b e r s  f or  al l  
P r od u c t  p r ob l e m s  an d  i s s u e s  r e p or t e d  t o C i s c o or  
w h e r e  C u s t om e r  i s  s e e k i n g  i n f or m at i on  f r om  C i s c o i n  
c on n e c t i on  w i t h  P r od u c t  u s e . C i s c o m ay  al s o r e q u i r e  
C u s t om e r  t o p r ov i d e  ad d i t i on al  i n f or m at i on  i n  t h e  f or m  
of  l oc at i on  of  t h e  P r od u c t ,  c i t y  l oc at i on  d e t ai l s  an d  z i p  
c od e  i n f or m at i on . 

• W h e n  r e q u e s t e d ,  p r ov i d e  C i s c o w i t h  a l i s t  of  al l  
p e r s on n e l  t h at  C u s t om e r  h as  au t h or i z e d  t o c on t ac t  
C i s c o or  ac c e s s  C i s c o.c om  f or  S e r v i c e s  an d  t o 
d ow n l oad  S of t w ar e  f r om  C i s c o.c om  or  or d e r e d  v i a 
C i s c o' s  P U T . C u s t om e r  i s  r e s p on s i b l e  f or  r e v i e w i n g  
t h e  l i s t  on  an  an n u al  b as i s  an d  ad d i n g  or  r e m ov i n g  
p e r s on n e l  as  n e c e s s ar y . 

• C u s t om e r  ag r e e s  t o t ak e  al l  n e c e s s ar y  ac t i on  t o 
e n s u r e  t h at  C u s t om e r ’ s  f or m e r  e m p l oy e e s  d o n ot  
ac c e s s  or  u s e  t h e  S e r v i c e s ,  i n c l u d i n g  b u t  n ot  l i m i t e d  
t o,  d i s ab l i n g  p as s w or d s  of  f or m e r  e m p l oy e e s .   

• R e t u r n  t o C i s c o al l  d e f e c t i v e  or  r e t u r n e d  P r od u c t  p e r  
t h e  R M A  p r oc e d u r e  (on  C i s c o.c om )  an d  p r ov i d e  a 
n e w  P .O . n u m b e r  t o C i s c o’ s  as s e t  r e c ov e r y  t e am  t o 
f ac i l i t at e  t h e  b i l l i n g  of  P r od u c t  n ot  r e t u r n e d .  C u s t om e r  
ag r e e s  t o as s i s t  C i s c o i n  t r ou b l e s h oot i n g  f ai l e d  
H ar d w ar e  d ow n  t o t h e  F R U  l e v e l  p r i or  t o i n i t i at i n g  t h e  
R M A  p r oc e d u r e .  

• C u s t om e r  i s  r e s p on s i b l e  f or  t h e  f ol l ow i n g  w h e n  
r e c e i v i n g  A d v an c e  R e p l ac e m e n t s  an d  t h e  c os t s  
as s oc i at e d  w i t h  r e t u r n i n g  r e p l ac e d  P r od u c t  u n d e r  
A d v an c e  R e p l ac e m e n t :   
• P r op e r  p ac k i n g ,  i n c l u d i n g  d e s c r i p t i on  of  f ai l u r e  

an d  w r i t t e n  s p e c i f i c at i on  of  an y  ot h e r  c h an g e s  or  
al t e r at i on s ,  an d  

• R e t u r n s  m u s t  b e  r e c e i v e d  w i t h i n  t e n  (10 )  d ay s ;  
ot h e r w i s e  t h e  r e p l ac e m e n t  P r od u c t  w i l l  b e  
c h ar g e d  at  t h e  c u r r e n t   L i s t  P r i c e  

• P ac k ag e s  f or  r e p l ac e m e n t  s h al l  b e  s h i p p e d  DDU  
(I n c ot e r m s  20 0 0 )  or  F C A  (I n c ot e r m s  20 0 0 )  as  
ap p l i c ab l e .  

 
 

 


