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Service Description: C isco T el eP resence O ptim iz a tion Service 
T his d o c ument d esc ribes Cisc o ’ s T elePresenc e O ptimiz atio n 
Servic e.  
o Related Documents:  T his d o c ument sho uld  be read  in 

c o nj unc tio n with the f o llo wing d o c uments also  po sted  at 
www.c isc o .c o m/ go / servic ed esc riptio ns/  : ( 1) Glo ssary  o f  
T erms;  ( 2) L ist o f  Servic es No t Co vered ;  and  ( 3) Severity  
and  E sc alatio n Guid elines.  A ll c apitaliz ed  terms in this 
d esc riptio n have the meaning asc ribed  to  them in the 
Glo ssary  o f  T erms. 

o Di r ect S ale f r om C i sco.  I f  y o u have purc hased  these 
Servic es d irec tly  f ro m Cisc o , this d o c ument is inc o rpo rated  
into  y o ur M aster Servic es A greement ( M SA ) o r eq uivalent 
servic es agreement ex ec uted  between y o u and  Cisc o .  I n 
the event o f  a c o nf lic t between this Servic e Desc riptio n 
and  y o ur M SA  o r eq uivalent servic es agreement, this 
Servic e Desc riptio n shall go vern. 

o S ale v i a C i sco-A uth or i z ed Reseller .  I f  y o u have 
purc hased  these Servic es thro ugh a Cisc o -A utho riz ed  
R eseller, this d o c ument is f o r d esc riptio n purpo ses o nly ;  is 
no t a c o ntrac t between y o u and  Cisc o .  T he c o ntrac t, if  
any , go verning the pro visio n o f  this servic e will be the o ne 
between y o u and  y o ur Cisc o  A utho riz ed  R eseller.  Y o ur 
Cisc o  A utho riz ed  R eseller sho uld  pro vid e this d o c ument to  
y o u.  

o E ssenti al O p er ate cov er ag e r eq ui r ement:  A ll Cisc o  
T elePresenc e eq uipment must have an ac tive E ssential 
O perate c o ntrac t.  

S er v i ce S ummar y   
o T he Cisc o  T elePresenc e O ptimiz atio n Servic e pro vid es a 

Netwo rk  Suppo rt mo d ule in suppo rt o f  Cisc o ’ s f amily  o f  
U nif ied  Co mmunic atio n pro d uc ts. 

o Cisc o  shall pro vid e the T elePresenc e O ptimiz atio n Servic e 
d esc ribed  belo w as selec ted  and  d etailed  o n the Purc hase 
O rd er f o r whic h Cisc o  has been paid  the appro priate f ee. 
Cisc o  shall pro vid e a Quo te f o r Servic es ( “Quo te”) setting 
o ut the ex tent o f  the Servic es and  d uratio n that Cisc o  shall 
pro vid e suc h Servic es. Cisc o  shall rec eive a Purc hase 
O rd er that ref erenc es the Quo te agreed  between the 
parties and  that, ad d itio nally , ac k no wled ges and  agrees to  
the terms c o ntained  therein. 

 
TeleP r esence O p ti mi z ati on S er v i ce 
 
o Cisc o ’ s T elePresenc e O ptimiz atio n Servic e c o nsists o f  the 

pro visio n o f , at a minimum, a T elePresenc e A d vanc ed  

Servic es E ngineer, f ro m the Servic es d esc ribed  belo w, 
whic h Cisc o  shall pro vid e f o r the Custo mer’ s Netwo rk  
d uring Stand ard  B usiness Ho urs ( unless stated  
o therwise). Cisc o  shall pro vid e the f o llo wing General 
Suppo rt pro visio ns f o r all Servic es selec ted  by  Custo mer 
und er the T elePresenc e O ptimiz atio n Servic e. 

 
G ener al S up p or t 

 
o Designate an engineer ( “A d vanc ed  Servic es 

E ngineer”) to  ac t as the primary  interf ac e 
with Custo mer f o r its Netwo rk . 

 
o Sc hed ule with Custo mer up to  f ive ( 5) visits 

per y ear to  Custo mer' s site to  k ic k  o f f  the 
engagement, review pro ac tive d eliverables 
and  ac tivities and  to  plan f o r nex t q uarter. 
A d d itio nal visits will be mutually  agreed  at 
Cisc o ’ s then-c urrent travel and  labo r rates. 

 
o Sc hed ule perio d ic  c o nf erenc e c alls ( usually  

week ly ) to  review Custo mer’ s T elePresenc e 
Sy stem status, planning and  the Servic es 
being pro vid ed . 

 
o E stablish a Custo mer-spec if ic  Cisc o  email 

alias to  f ac ilitate c o mmunic atio n with 
A d vanc ed  Servic es E ngineer. 

 
o Pro vid e c ertain Data Co llec tio n T o o ls that 

Cisc o  id entif ies as appro priate f o r 
T elePresenc e sy stem d ata c o llec tio n d uring 
the T erm o f  the Servic es, pro vid ed  that all 
f ees d ue and  o wing to  Cisc o  und er this 
A ppend ix  have been paid .  Data Co llec tio n 
T o o ls may  o r may  no t inc lud e Hard ware o r 
So f tware. Custo mer ac k no wled ges and  
agrees that Cisc o  shall retain f ull right, title 
and  interest to  the Data Co llec tio n T o o ls.  I n 
ad d itio n to  Cisc o  pro vid ed  to o ls, the 
A d vanc ed  Servic es E ngineer may  utiliz e 
Custo mer pro vid ed  d ata, sc ripts o r internal 
to o ls to  assist in c o llec ting d ata f ro m the 
T elePresenc e sy stem.  

 
 
P r oacti v e S of tw ar e Recommendati on &  S of tw ar e 
S ecur i ty  A ler ts:  
 
S of tw ar e Recommendati ons. T he Pro ac tive So f tware 
R ec o mmend atio n evaluates and  id entif ies the c urrent U nif ied  
T elePresenc e So f tware levels ability  to  meet c urrent and  
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f uture req uirements. T his ac tivity  also  assesses ho w 
sc hed uled  events suc h as Hard ware and  So f tware upgrad es 
wo uld  impac t the c urrent c o d e and  establishes the pro c ess 
and  the f req uenc y  o f  pro ac tive c o d e upgrad es. Servic e may  
inc lud e:   
 
o O btaining the Custo mer So f tware invento ry .  
o Gathering Custo mer pro vid ed  So f tware inf o rmatio n, 

f eature/ f unc tio nality  and  c apability  req uirements. 
o E valuating the installed  So f tware releases and  new levels 

f o r intero perability  issues and  the ability  to  suppo rt c urrent 
and  f uture business and  tec hnic al req uirements.  

o Determine and  c o mmunic ate a So f tware strategy  
id entif y ing the appro priate So f tware releases f o r the 
Custo mer. 

o Determine the upgrad e strategy  f o r the U nif ied  
Co mmunic atio ns so lutio n based  o n the Custo mer’ s 
o peratio nal req uirements. 

 
P S IRTs. Pro ac tive analy sis o f  the sec urity  ad viso ries ( PSI R T s) 
that Cisc o  generates when sec urity  issues are unc o vered  that 
may  impac t Netwo rk s in whic h Cisc o  pro d uc ts o perate and  the 
nec essary  ac tio n to  repair and / o r pro tec t the Netwo rk  f ro m 
these issues.  A f ter Cisc o  public ly  releases the sec urity  
ad viso ry , the assessment is d elivered  to  the Custo mer via the 
So f tware Sec urity  A lert ( “SSA ”). Cisc o  will pro vid e an analy sis 
o f  the vulnerability  and  its reso lutio n with regard  to  its po ssible 
impac t o n the Custo mer’ s U nif ied  Co mmunic atio ns so lutio n.  

 
o Perf o rming analy sis o f  ho w PSI R T  no tif ic atio ns will impac t 

the Custo mer’ s U nif ied  Co mmunic atio ns so lutio n.  
o Depend ing o n the pro po sed  PSI R T  reso lutio n, Cisc o ’ s 

A d vanc ed  Servic es E ngineer may : 
o Pro vid e rec o mmend atio ns o n what testing is 

appro priate o n the Custo mer premises. 
o Perf o rm testing in the Custo mer’ s lab enviro nment. 
o R eview similar enviro nments and  c o rrelate f eatures 

and  c o d e. 
 
TeleP r esence S tab i li ty  A udi t 
 
T he T elePresenc e Stability  A ud it servic e ac tivity  pro vid es  
analy sis o f  several areas o f  the Netwo rk , inc lud ing the U nif ied  
Co mmunic atio ns Netwo rk  inf rastruc ture d esign and  d evic e 
health, Cisc o  U nif ied  Co mmunic atio ns M anager applic atio n-
spec if ic  c o nf iguratio n and  So f tware versio ns based  upo n 
ad herenc e to  Cisc o  lead ing prac tic es f o r U nif ied  
Co mmunic atio ns.  T he pro c ess will id entif y  d ef ic ienc ies within 
the sy stem that sho uld  be reso lved  to  reac h a stable 
enviro nment based  o n Cisc o  and  ind ustry  best prac tic es. A s 
part o f  this servic e, Cisc o  may : 
 
o Co nd uc t interviews remo tely  with vario us ad ministrative 

and  o peratio ns perso nnel f o r inf o rmatio n gathering, 
analy sis o f  gathered  inf o rmatio n and  d eterminatio n o f  
pro per So f tware levels and  rec o mmend ed  c o nf iguratio n 
c hanges. 

o Pro vid e appro val f ro m Custo mer to  d eplo y  Cisc o  and / o r 
third -party  to o ls f o r Netwo rk  Disc o very , invento ry  and  
perf o rmanc e d ata gathering as nec essary . 

o Gather Co d ec , CT S-M A N, CT M S, CU CM  c o nf iguratio ns 
thro ugh Stability  A ud it wo rk sheet 

o Gather a c o mplete invento ry  o f  the c urrent netwo rk  
inf rastruc ture. 

o O btain CR O S and  NO S invento ry , repo rts and  d esign 
inf o rmatio n as applic able. 

o Capture inf o rmatio n thro ugh ex aminatio n o f  netwo rk  
c o mpo nents alo ng T P PA T H and  d ata, id entif y  
d ef ic ienc ies based  o n analy sis o f  that d ata in eac h o f  the 
f o llo wing applic able c o mpo nents and  applic atio ns: 

 
o I nf rastruc ture Netwo rk  A ud it f o r T P PA T H. T he number o f  

paths to  be analy z ed  per y ear is spec if ied  in the q uo te f o r 
these servic es. 

o I nf rastruc ture Netwo rk  T o po lo gy  
o Netwo rk  Devic es ( R o uters and  Switc hes) Qo S 

c o nf iguratio n 
o Netwo rk  Servic es ( DNS, DHCP, NT P c lo c k ) 
o Netwo rk  U tiliz atio n o r L atenc y , J itter and  Pac k et L o ss 

repo rt 
 
o T elePresenc e So lutio n Co mpo nent A ud it: 
o Co d ec  c o nf iguratio n 
o CU CM  Server Hard ware and  So f tware Co nf iguratio n 
o CT S-M A N c o nf iguratio n 
o CT M S c o nf iguratio n and  meeting stats and  SL A  analy sis 

f o r o ptimiz ed  lo c atio n o f  CT M S in the netwo rk   
o Co mpo nent red und anc y  analy sis and  c o nf ig  
o R eview CT M S reso urc e o ptimiz atio n 
 
TeleP r esence Remote U p g r ade S up p or t 
 
T he T elePresenc e R emo te U pgrad e Suppo rt servic e 
c o mpo nent o f  the Cisc o  T elePresenc e So lutio n O ptimiz atio n 
Servic e ( “CT SO S”) pro vid es upgrad e suppo rt to  Custo mers 
thro ugh a d o c umented  Cisc o  T elePresenc e U pgrad e 
M anagement Plan augmented  by  remo te upgrad e assistanc e 
via the Custo mer’ s pref erred  c o mmunic atio ns c hannel 
( pho ne/ email/ I M ). T his servic e pro vid es suppo rt in upgrad ing 
o ne o r mo re o f  the f o llo wing c o mpo nents o f  the Custo mer’ s 
so lutio n: 

• CT S Co d ec ’ s 
• CT S-M anager 
• CT M S 
• CU CM  
• CU CM  7 9 7 0 Gs 

 
A s part o f  this servic e, Cisc o  may : 
 
o O btain the Custo mer So f tware invento ry  o f  all 

T elePresenc e so lutio n c o mpo nents. T his may  inc lud e, but 
no t limited  to : 

A ll CT S E nd  po ints ( Co d ec ’ s) 
Cisc o  T elePresenc e M ultipo int Server ( CT M S) 
Cisc o  T elePresenc e Sy stem– M anager ( CT S-M an) 
Cisc o  U nif ied  Co mmunic atio ns M anager ( CU CM ) 
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Cisc o  I P Pho nes 
3rd  Party  Co mpo nents that integrates with CT S M an 
suc h as M S E x c hange , A D , L o tus No tes etc ) 
Cisc o  B 2B  d epend enc ies ( SB C, F irewalls, etc )  

 
o Pro vid e a Cisc o  T elePresenc e U pgrad e M anagement Plan 

that will inc lud e the f o llo wing items: 
o Step-by -Step written pro c ed ures f o r bo th Hard ware and  

So f tware upd ates, upgrad es, mo d if ic atio ns. T he pro c ed ure 
will be c usto miz ed  to  spec if ic  Custo mer req uirements and  
to  the c o mpo nent being upgrad ed  

o Pro vid e an estimated  amo unt o f  time req uired  f o r the 
upgrad es 

o W o rk  with Custo mer to  pro vid e relevant d ata po ints f o r 
any  c hange management maintenanc e wind o ws that need  
to  be sc hed uled  o r pro c essed . 

o Do c ument all running versio ns o f  all d epend ent pro d uc ts  
o Prio r to  the upgrad e, invento ry  all o peratio ns and  running 

applic atio ns to  ensure they  were wo rk ing as antic ipated . 
o Create and  d o c ument an ac c eptanc e test plan f o r 

Custo mer sign o f f  based  o n the ty pe o f  upd ates, 
upgrad es, mo d if ic atio ns 

o M ak e o r mo d if y  new parameters per Custo mer 
req uirements in the So f tware 

o Pro vid e a c o ntingenc y  plan 
o Cisc o  A d vanc ed  Servic es E ngineer available d uring 

maintenanc e wind o w f o r real-time suppo rt 
o Drive upgrad e pro c ed ure if  remo te ac c ess is pro vid ed   
o Cro ss ref erenc e all releases to  ensure no  bug related  

issues will arise 
o Cisc o  will have an esc alatio n path alread y  id entif ied  with 

the Cisc o  pro d uc t engineering team. T his is in ad d itio n to  
the pro -ac tive T A C c ase  

o Cisc o  will wo rk  with the Custo mer to  ensure the R M A  
pro c ess is c o mplete  

o W o rk  with Custo mer to  assist in valid ating the f unc tio nality  
af ter the upgrad e and  assist T A C/ CR O S in 
tro ublesho o ting any  issues 
 

C i sco TeleP r esence C h ang e S up p or t 
o A d vanc ed  Servic e E ngineer will assist with the T A C 

reso lutio n o f  any  spec if ic  T elePresenc e pro blem that has 
been entered  as a Severity  1 o r Severity  2 T A C c ase o r a 
Severity  3 T A C c ase based  o n Custo mer prio ritiz atio n. 

o T A C c ases sho uld  be o pened  by  the Custo mer. Custo mer 
will be able to  rate their T A C ex perienc e with the 
Custo mer Satisf ac tio n Survey , and  that the c ase is 
o pened  with the c o rrec t c o ntrac t f o r R M A  o r So f tware 
upgrad es.  

o A d vanc ed  Servic es E ngineer will assist with Custo mer 
initiated  T A C c ases by  k eeping the c o mmunic atio n 
c hannels o pen between Cisc o ’ s T A C and  the Custo mer 
( and , where appro priate, the o ther applic able po ints o f  
c o ntac t). 

o A d vanc ed  Servic es E ngineer will analy z e the Custo mer’ s 
T elePresenc e issues and  ho w they  impac t the Custo mer’ s 
business and  mo nito r T A C interac tio n so  that req uired  
inf o rmatio n has been c o mmunic ated .  

o A d vanc ed  Servic es E ngineer will assist Cisc o ’ s T A C with 
the analy sis o f  any  f ix  suggested  by  T A C relative to  the 
Custo mer’ s enviro nment. 

o E x ped ite so lutio n as muc h as po ssible by  assigning the 
right reso urc es and  f ind ing po ssible wo rk aro und s when 
they  ex ist.  

o W here nec essary , assist T A C with lab valid atio n o f  any  
pro po sed  f ix . 

o A d vanc ed  Servic es E ngineer will pro vid e a written 
analy sis o f  the Custo mer T elePresenc e enviro nment 
issues as they  pertain to  the histo ry  o f  the issue, pro gress 
and  reso lutio n;  and  rec o mmend atio n f o r preventing the 
same issues in the f uture, if  po ssible, ac c o rd ing to  Cisc o  
best prac tic es f o r a stro ng, stable T elePresenc e 
enviro nment. 

C i sco TeleP r esence E x p er i ence C h eck  U p  
 

o T he Cisc o  T elePresenc e E x perienc e Chec k  U p is 
d esigned  to  valid ate the user ex perienc e f o r a spec if ic  site. 
T he number o f  sites to  be analy z ed  per y ear is spec if ied  in 
the Quo te f o r these Servic es. 

o T he T elePresenc e E x perienc e Chec k  U p is a pro c ess 
used  to  d ef ine a q ualitative measurement f o r the level o f  
E x perienc e based  upo n suc h things as build ing materials, 
ro o m d esign, lighting, ac o ustic s, and  end po int installatio n. 
M any  items will have a d ef ined  “target” ( id eal value) and  a 
level o f  to leranc e. I tem testing c lo ser to  the target will rate 
higher and  thus pro d uc e a better ex perienc e. T he 
A d vanc ed  Servic es E ngineer will d eliver a written 
T elePresenc e E x perienc e Chec k  U p review d o c ument 
whic h will d etail any  remed iatio n that the Custo mer must 
perf o rm. A ny  remed iatio n items that have been perf o rmed  
by  the A d vanc ed  Servic es E ngineer will be ac c o unted  f o r 
in this d eliverable. 

o Spec if ic ally , the A d vanc ed  Servic es E ngineer will ad d ress 
the f o llo wing areas o f  c o nc ern: 

o E nd po int Phy sic al I nstallatio n 
o E nviro nmental ( R o o m siz e and  O rientatio n) 
o R o o m I so latio n  
o So und  Quality   
o I lluminatio n  
o Co ntinuity  
o Po wer 
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o HV A C 
 

C i sco TeleP r esence K now ledg e Tr ansf er  and M entor i ng  
 
T he K no wled ge T ransf er and  M ento ring servic e c o mpo nent o f  
the T elePresenc e O ptimiz atio n Servic e allo ws the A d vanc ed  
Servic es E ngineer to  have d irec t and  interac tive 
c o mmunic atio n with the Custo mer. B ased  o n intimate 
k no wled ge o f  the Custo mer’ s business req uirements and  
d eplo y ed  arc hitec ture, the A d vanc ed  Servic es E ngineer c an 
d evelo p c usto miz ed  inf o rmal training material o r to pic s o f  
interest tailo red  to  the Custo mer’ s need s to  mak e the training 
mo st ef f ec tive. T his k no wled ge transf er is no t meant to  
replac e any  autho riz ed  Cisc o  c lasses.  
 
B est prac tic e mento ring c an be d elivered  in a o ne-o n-o ne 
f o rmat and  c an be d elivered  whenever gaps are f o und  in the 
Custo mer pro c esses o r when c hanges o c c ur that c hange 
Cisc o  lead ing prac tic es. 
 
Pro vid e annually  tec hnic al upd ate meetings and / o r and  
mento ring servic es f o r Custo mer’ s perso nnel, based  o n a 
spec if ic  number o f  sessio ns as spec if ied  in the Quo te. Cisc o  
will d etermine an appro priate f o rmat and  d elivery  metho d  that 
may  inc lud e but shall no t be limited  to  using a shared  med ium 
via the I nternet, telec o nf erenc e, and / o r o nsite. T he max imum 
number o f  stud ents at any  o ne time shall no t ex c eed  ten ( 10 ). 
 
TeleP r esence G lob al A r ch i tectur e Dev elop ment  
 
T he T elePresenc e Glo bal A rc hitec ture Develo pment servic e 
c o mpo nent o f  the T elePresenc e O ptimiz atio n Suppo rt servic e 
will pro vid e the c usto mer with a ref erenc e arc hitec ture 
blueprint to  use as a baseline glo bally  f o r a seamless and  
c o nsistent T elePresenc e d eplo y ment.   
T he arc hitec ture d evelo pment will c o nsist o f  three phases: 
 
Phase O ne: Glo bal T elePresenc e T ec hnic al and  B usiness 
R eq uirements Gathering and  Strategy  Develo pment 
 
o Cisc o ’ s T elePresenc e arc hitec ture team will wo rk  with the 

Custo mer’ s T elePresenc e and  vid eo  team to  gather high 
level T elePresenc e business and  tec hnic al ( f eature and  
f unc tio nal) req uirements. Cisc o  will use these 
req uirements as input to  d evelo p the high level ref erenc e 
arc hitec ture baseline f o r T elePresenc e. 

o Cisc o  will gather these req uirements thro ugh interviews 
and  relevant d o c umentatio n reviews f o r the f o llo wing: 
o T he Custo mer’ s c urrent business and  c o llabo ratio n 

initiatives. 
o T he Custo mer’ s glo bal T elePresenc e  f eatures and  

f unc tio nality  req uirements. 
o Call c o ntro l and  glo bal d ial plan arc hitec ture 

req uirements 
o Co mpare f unc tio nal req uirements with the available 

f eatures/ f unc tio nality  o f  the pro d uc t to  any  vid eo  
c o nf erenc ing so lutio n that might c urrently  ex ist in the 
Custo mer’ s enviro nment.  

 
Phase T wo : Current T elePresenc e I nf rastruc ture A ssessment  
 
o Cisc o  will review and  analy z e c ritic al T elePresenc e 

c o mpo nents in the Custo mer’ s d eplo y ed  T elePresenc e 
inf rastruc ture f o r the f o llo wing: 
• Gap analy sis f ro m tac tic al and  strategic  req uirements 
• Gap analy sis f ro m T elePresenc e best prac tic e 
c o mplianc es. 

 
o Gather inf o rmatio n abo ut the Custo mer’ s c urrent 

T elePresenc e inf rastruc ture whic h will inc lud e, amo ngst 
o ther things, Call c o ntro l d esign, d ial plan, Qo S, M ultipo int, 
CA C. 

o R eview and  analy z e the d ata to  assess the vario us gaps 
with respec t to  req uirements and  best d esign prac tic es. 

 
Phase T hree: T elePresenc e High L evel R ef erenc e 
A rc hitec ture B lueprint Develo pment 
 
o Cisc o ’ s T elepresenc e arc hitec ture team will d evelo p a 

glo bal ref erenc e arc hitec ture blueprint whic h will c o nsist o f  
a pro po sed  T elePresenc e so lutio n f ramewo rk  that will 
ad d ress the Custo mer’ s strategic  and  tac tic al 
req uirements f o r T elePresenc e and  will be the 
f o und atio nal best prac tic e arc hitec tural guid e f o r f uture 
T elePresenc e d eplo y ment in the enterprise. 

 
o B ased  o n the analy sis o f  the req uirements gathering and  

T elePresenc e inf rastruc ture assessment, Cisc o  will 
d evelo p a high level glo bal T elePresenc e arc hitec ture 
whic h will inc lud e but will no t be limited  to  the f o llo wing: 

 
• T elePresenc e Netwo rk  req uirements f o r po int-to -

po int, multipo int, B 2B  and  inter-o perability  
 
• Glo bal Call-Co ntro l strategies whic h inc lud e CU CM  

plac ement mo d els, V o ic e Gateway  d eplo y ment and  
Call A d missio n c o ntro l so lutio n 

 
• Glo bal Dial Plan strategy  d evelo pment f o r 

T elePresenc e so lutio ns inc lud ing I nterc o mpany  and  
legac y  vid eo  I ntero p. 

 
A d d itio nally , During its perf o rmanc e und er this servic e, Cisc o  
will two  ( 2) o n-site d esign wo rk sho ps 
 
 
Customer Responsibilities 
 
G ener al Resp onsi b i li ti es 
o Designate at least two  ( 2) but no t mo re than six  ( 6) 

tec hnic al representatives, who  must be Custo mer' s 
emplo y ees in a c entraliz ed  Netwo rk  suppo rt c enter 
( Custo mer' s tec hnic al assistanc e c enter), to  ac t as the 
primary  tec hnic al interf ac e to  the A d vanc ed  Servic es 
E ngineer. Custo mer will d esignate as c o ntac ts senio r 
engineers with the autho rity  to  mak e any  nec essary  
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c hanges to  the Netwo rk  c o nf iguratio n.  O ne ind ivid ual, 
who  is a senio r member o f  management o r tec hnic al staf f , 
will be d esignated  as Custo mer’ s primary  po int o f  c o ntac t 
to  manage the implementatio n o f  servic es und er this 
Servic e Desc riptio n ( e.g., c hair the week ly  c o nf erenc e 
c alls, assist with prio ritiz atio n o f  pro j ec ts and  ac tivities).  

o Custo mer' s tec hnic al assistanc e c enter shall maintain 
c entraliz ed  netwo rk  management f o r its Netwo rk  
suppo rted  und er this Servic e Desc riptio n, c apable o f  
pro vid ing L evel 1 and  L evel 2 suppo rt. 

o Pro vid e reaso nable elec tro nic  ac c ess to  Custo mer' s 
Netwo rk  to  allo w the A d vanc ed  Servic es E ngineer to  
pro vid e suppo rt.   

o I f  Cisc o  pro vid es Data Co llec tio n T o o ls o r sc ripts lo c ated  
at Custo mer' s site, Custo mer shall ensure that suc h Data 
Co llec tio n T o o ls o r sc ripts are lo c ated  in a sec ure area, 
within a Netwo rk  enviro nment pro tec ted  within a f irewall 
and  o n a sec ure L A N, und er lo c k  and  k ey  and  with ac c ess 
restric ted  to  tho se Custo mer emplo y ee( s) o r c o ntrac to r( s) 
who  have a need  to  ac c ess the Data Co llec tio n T o o ls 
and / o r a need  to  k no w the c o ntents o f  the o utput o f  Data 
Co llec tio n T o o ls. I n the event Data Co llec tio n T o o l 
pro vid ed  by  Cisc o  is So f tware, Custo mer agrees to  mak e 
appro priate c o mputers available and  d o wnlo ad  So f tware 
as need ed . Custo mer shall remain respo nsible f o r any  
d amage to  o r lo ss o r thef t o f  the Data Co llec tio n T o o ls 
while in Custo mer’ s c usto d y . Custo mer must immed iately  
return Data Co llec tio n T o o l( s) to  Cisc o  as instruc ted  by  
Cisc o , upo n the earlier o f : ( i) ex piratio n o r terminatio n o f  
the Servic e Desc riptio n o r ( ii) Cisc o ’ s req uest to  Custo mer 
that the Data Co llec tio n T o o ls( s) be returned  to  Cisc o .   

o Pro vid e a Netwo rk  to po lo gy  map, c o nf iguratio n 
inf o rmatio n, and  inf o rmatio n o f  new f eatures being 
implemented  as need ed .   

o No tif y  A d vanc ed  Servic es E ngineer o f  any  maj o r Netwo rk  
c hanges ( e.g., to po lo gy , c o nf iguratio n, new I O S 
releases.).  

o I n the event the Netwo rk  c o mpo sitio n is altered , af ter the 
Servic es selec ted  in this Servic e Desc riptio n are in ef f ec t, 
Custo mer is respo nsible to  no tif y  Cisc o  in writing within 
ten d ay s ( 10 ) o f  the c hange.  Cisc o  may  req uire 
mo d if ic atio ns to  the f ee if  the Netwo rk  c o mpo sitio n has 
inc reased  bey o nd  the o riginal pric ing q uo te f o r Servic es.  

o Create and  manage an internal email alias f o r 
c o mmunic atio n with A d vanc ed  Servic es E ngineer. 

o R etain o verall respo nsibility  f o r any  business pro c ess 
impac t and  any  pro c ess c hange implementatio ns.  

 
TeleP r esence A dv anced S er v i ces E ng i neer . I n ad d itio n to  
the General R espo nsibilities, Custo mer shall pro vid e the 
f o llo wing: 

 
o Designate perso n( s) f ro m within its tec hnic al suppo rt 

o rganiz atio n to  serve as a liaiso n to  the A d vanc ed  
Servic es E ngineer. 

o Pro vid e its d esignated  perso n( s) with instruc tio ns o n 
pro c ess and  pro c ed ure to  initiate c ases and  ac c ess the 
A d vanc ed  Servic es E ngineer. 

o No tif y  Cisc o  o f  its stand ard  o perating pro c ed ures related  
to  its business prac tic es, its internal o peratio nal 
no menc lature and  Netwo rk  to  allo w Cisc o  to  ef f ec tively  
c o mmunic ate and  d isc uss c ases with Custo mer in the 
c o ntex t o f  Custo mer’ s business enviro nment.  

o Pro vid e all nec essary  inf o rmatio n to  enable Cisc o  to  
perf o rm ro o t c ause analy sis. 

 
TeleP r esence P r oacti v e S of tw ar e Recommendati on &  
S of tw ar e S ecur i ty  A ler ts:  I n ad d itio n to  the General 
R espo nsibilities, Custo mer shall pro vid e the f o llo wing: 
 
o Pro vid e d etails o f  its c urrent So f tware release and  

Hard ware versio n f o r U nif ied  Co mmunic atio ns so lutio n 
c o mpo nents ( f o r ex ample, Call M anager and  peripheral 
gateway s). 

o Pro vid e high-level arc hitec tural d rawing that sho ws where 
c o mpo nents are lo c ated  ( f o r ex ample, geo graphic al 
lo c atio n o r lo c atio n within the Netwo rk ). 

o Pro vid e c o nf iguratio n d esc riptio n f o r eac h o f  the k ey  
c o mpo nents. 

o Pro vid e d etailed  req uirements and  o bj ec tives f o r the 
Custo mer’ s Netwo rk  that inc lud e but are no t limited  to  
sc alability , sec urity  and  manageability . 

 
TeleP r esence E x p er i ence C h eck  U p . I n ad d itio n to  the 
general respo nsibilities, Custo mer shall pro vid e the f o llo wing: 
 
o T he Custo mer O peratio ns E ngineer pro vid es ac c ess to  

the T elePresenc e ro o m to  be analy z ed  
o Custo mer ac k no wled ges and  d ec lares ex isting c o nc erns 

regard ing the T elePresenc e site 
o Disc uss rec ent o utages and  T A C c ases  
o Pro vid e Cisc o  T elePresenc e A d vanc ed  Servic es E ngineer 

with Custo mer ( main) po int o f  c o ntac t ( PO C) at the site to  
be analy z ed  

o Pro vid es management ex pec tatio ns o f  servic e 
req uirements. 

o E x ec ute rec o mmend atio ns rec o rd ed  in the Cisc o  
T elePresenc e E x perienc e Chec k  U p R epo rt. 

TeleP r esence K now ledg e Tr ansf er  and M entor i ng . I n 
ad d itio n to  the General R espo nsibilities, Custo mer shall 
pro vid e the f o llo wing: 

 
o Pro vid e Cisc o  with no t less than three ( 3) week s prio r 

written no tic e o f  a training o r mento ring req uirement where 
the d elivery  o f  the training o r mento ring is to  be in a 
c lassro o m whether o r no t based  at Cisc o ’ s o r Custo mer’ s 
f ac ility .  
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o E nsure that Custo mer’ s perso nnel attend ing any  training 
o r mento ring sessio n meet all c o urse pre-req uisites 
no tif ied  by  Cisc o  to  Custo mer.  
 

o Partic ipate in pre-training o r pre-mento ring c o nf erenc e c all 
in the event Cisc o  d etermines that f urther inf o rmatio n 
abo ut Custo mer’ s req uirements is need ed  to  enable Cisc o  
to  d eliver a mo re f o c used  and  tailo red  training o r 
mento ring sessio n.  
 

o E nsure that where training o r mento ring c o urses are held  
at Custo mer’ s f ac ility , suc h f ac ility  is, in Cisc o ’ s o pinio n, 
c apable o f  suppo rting and  has all the reso urc es nec essary  
to  suppo rt suc h sessio ns. 

 
TeleP r esence Remote U p g r ade S up p or t. I n ad d itio n to  the 
General R espo nsibilities, Custo mer shall pro vid e the f o llo wing: 

 
o Pro vid e primary  and  sec o nd ary  c o ntac ts thro ugho ut the 

upgrad e pro j ec t planning 
o Pro vid e I T  implementatio n c o ntac t and  reso urc e 

c o mmitment 
o E nsure maintenanc e wind o ws have been appro ved , and  

c o mply  with the estimated  time the Cisc o  A d vanc ed  
Servic es E ngineer has suggested  

o Pro vid e mo st rec ent Netwo rk  d esign 
o Pro vid e the Netwo rk  Design d uring the initial 

implementatio n 
o Pro vid e what new f eatures/ f unc tio ns may  be req uired  in 

written f o rm 
o Pro vid e Cisc o  with remo te ac c ess if  applic able 
o Pro vid e a signed / written c o nf irmatio n o f  the Cisc o  

pro vid ed  pro j ec t plan 
o Pro vid e a signed / written c o nf irmatio n o f  the A c c eptanc e 

T est Plan 
o Custo mer to  ensure any  L A N/ W A N o r o ther engineering 

team c o ntac ts are id entif ied  and  available if  ac c ess to  
d evic es o ther than what they  have ac c ess to  is need ed  f o r 
tro ublesho o ting o r upgrad e assistanc e. 

o Custo mer has ac c ess to  bac k ed  up c o nf igs/ images 
o Pro vid es o nsite/ remo te ac c ess to  netwo rk  d evic es related  

to  the issue. 
o A ssist with po st-upgrad e valid atio n o f  the So lutio n. 
 
TeleP r esence G lob al A r ch i tectur e Dev elop ment. I n 
ad d itio n to  the General R espo nsibilities, Custo mer shall 
pro vid e the f o llo wing: 

 
o Designate a Custo mer subj ec t matter ex pert that has 

k no wled ge o f  the Custo mer’ s enviro nment/ business 
req uirements and  that has the autho rity  to  ac c ess the 
req uired  inf o rmatio n 

o No tif y  Cisc o  o f  any  U nif ied  Co mmunic atio ns c hanges that 
may  impac t the Netwo rk  

o Pro vid e all relevant inf o rmatio n in a timely  manner 
o Pro vid e a Custo mer representative that has the autho rity  

to  interf ac e with the vend o rs that the Custo mer has 
c ho sen 

 


