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Service D es crip t io n : C is co  F o cu s ed  T ech n ica l  Su p p o rt  Services
T h is d o c u m ent  d esc ribes Cisc o  F o c u sed  T ec h nic al  S u p p o rt  
S erv ic es.   
Related Documents:  T h is d o c u m ent  sh o u l d  be read  in 
c o nju nc t io n w it h  t h e f o l l o w ing d o c u m ent s al so  p o st ed  at  
w w w .c isc o .c o m / go / serv ic ed esc rip t io ns/  : (1) G l o ssary  o f  
T erm s;  (2) L ist  o f  S erv ic es N o t  Co v ered ;  and  (3) S ev erit y  and  
Esc al at io n G u id el ines.  Al l  c ap it al iz ed  t erm s in t h is d esc rip t io n 
h av e t h e m eaning asc ribed  t o  t h em  in t h e G l o ssary  o f  T erm s. 
Di r ect S ale f r om C i sco.  I f  y o u  h av e p u rc h ased  t h ese 
S erv ic es d irec t l y  f ro m  Cisc o ,  t h is d o c u m ent  is inc o rp o rat ed  int o  
y o u r M ast er S erv ic es Agreem ent  (M S A) o r equ iv al ent  serv ic es 
agreem ent  ex ec u t ed  bet w een y o u  and  Cisc o .  Al l  c ap it al iz ed  
t erm s no t  d ef ined  in t h e S u p p l em ent al  G l o ssary  o f  T erm s f o r 
Cisc o  F o c u sed  T ec h nic al  S u p p o rt  S erv ic es at  t h e end  o f  t h is 
d o c u m ent  h av e t h e m eaning asc ribed  in t h e M S A o r equ iv al ent  
serv ic es agreem ent  ex ec u t ed  bet w een y o u  and  Cisc o . I n t h e 
ev ent  o f  a c o nf l ic t  bet w een t h is S erv ic e Desc rip t io n and  y o u r 
M S A o r equ iv al ent  serv ic es agreem ent ,  t h is S erv ic e 
Desc rip t io n sh al l  go v ern. 
S ale f r om C i sco A uth or i z ed Reseller .  I f  y o u  h av e p u rc h ased  
t h ese S erv ic es t h ro u gh  a Cisc o  Au t h o riz ed  R esel l er,  t h is 
d o c u m ent  is f o r d esc rip t io n p u rp o ses o nl y ;  is no t  a c o nt rac t  
bet w een y o u  and  Cisc o .  T h e c o nt rac t ,  if  any ,  go v erning t h e 
p ro v isio n o f  t h is S erv ic e w il l  be t h e o ne bet w een y o u  and  y o u r 
Cisc o  Au t h o riz ed  R esel l er.  Y o u r Cisc o  Au t h o riz ed  R esel l er 
sh o u l d  p ro v id e t h is d o c u m ent  t o  y o u ,  o r y o u  c an o bt ain a c o p y  
o f  t h is and  o t h er Cisc o  serv ic e d esc rip t io ns at    
w w w .c isc o .c o m / go / serv ic ed esc rip t io ns/ .  Al l  c ap it al iz ed  t erm s 
no t  d ef ined  in t h e S u p p l em ent al  G l o ssary  o f  T erm s f o r Cisc o  
F o c u sed  T ec h nic al  S u p p o rt  S erv ic es at  t h e end  o f  t h is 
d o c u m ent  h av e t h e m eaning asc ribed  in t h e G l o ssary  o f  T erm s 
at  t h e abo v e U R L . 
T h is Cisc o  F o c u sed  T ec h nic al  S u p p o rt  S erv ic e is int end ed  t o  
su p p l em ent  a c u rrent  su p p o rt  agreem ent  f o r Cisc o  p ro d u c t s 
and  is o nl y  av ail abl e w h ere al l  Pro d u c t (s) in Cu st o m er’ s 
N et w o rk  are su p p o rt ed  t h ro u gh  a m inim u m  o f  c o re serv ic es 
su c h  as Cisc o  S M AR T net  /  S P B ase and  S o f t w are Ap p l ic at io n 
S erv ic es,  as ap p l ic abl e. Cisc o  sh al l  p ro v id e t h e Cisc o  F o c u sed  
T ec h nic al  S u p p o rt  S erv ic e d esc ribed  bel o w  as sel ec t ed  and  
d et ail ed  o n t h e Pu rc h ase O rd er f o r w h ic h  Cisc o  h as been p aid  
t h e ap p ro p riat e f ee. Cisc o  sh al l  p ro v id e a Q u o t e f o r S erv ic es 
(“ Q u o t e” ) set t ing o u t  t h e ex t ent  o f  t h e S erv ic es t h at  Cisc o  sh al l  
p ro v id e and  t h e p erio d  d u ring w h ic h  su c h  S erv ic es sh al l  be 
p ro v id ed . Cisc o  sh al l  rec eiv e a Pu rc h ase O rd er t h at  ref erenc es 
t h e Q u o t e agreed  bet w een t h e p art ies and  t h at ,  ad d it io nal l y ,  
ac k no w l ed ges and  agrees t o  t h e t erm s c o nt ained  t h erein. 
 
 
 

C i sco F ocused T ech ni cal S up p or t S er v i ces 
 
S er v i ce S ummar y   
Cisc o  F o c u sed  T ec h nic al  S u p p o rt  S erv ic es are av ail abl e in 
t h ree serv ic e l ev el s t h at  o f f er inc reasingl y  p erso nal iz ed  
at t ent io n and  serv ic e. Eac h  serv ic e l ev el  ex t end s t h e c o v erage 
o f  t h e p rev io u s l ev el .   
• Cisc o  H igh -T o u c h  O p erat io ns M anagem ent  S erv ic e 
• Cisc o  H igh -T o u c h  T ec h nic al  S u p p o rt  S erv ic e 
• Cisc o  H igh -T o u c h  Engineering S erv ic e  

C i sco Resp onsi b i li ti es 
 
Cisc o  sh al l  p ro v id e t h e f o l l o w ing d u ring S t and ard  B u siness 
H o u rs (u nl ess o t h erw ise st at ed ): 
 

• C i sco H i g h -T ouch  O p er ati ons M anag ement 
S er v i ce. 
 
o Designat e an ind iv id u al  (“ H igh -T o u c h  O p erat io ns 

M anager” ) t o  ac t  as t h e p rim ary  no n-t ec h nic al  
l iaiso n p o int  o f  c o nt ac t  t o  p ro v id e Del iv erabl es 
and  Ac t iv it ies. T h e qu ant it y ,  d el iv ery  f requ enc y  o f  
t h e Del iv erabl es,  and  ef f o rt s f o r o ngo ing Ac t iv it ies 
w il l  v ary  d ep end ing o n Cu st o m er requ irem ent s 
and  w h at  Cu st o m er and  Cisc o  m u t u al l y  agree 
u p o n w h en S erv ic es are p u rc h ased .  

o S erv ic e R equ est  Esc al at io n M anagem ent : H igh -
T o u c h  O p erat io ns M anager w il l  f ac il it at e p ro bl em  
reso l u t io n a reac t iv e basis f o r t ec h nic al  issu es 
rep o rt ed  t o  Cisc o  by  Cu st o m er and  h el p  
Cu st o m er d et erm ine if  ap p ro p riat e reso u rc es are 
being ap p l ied  t o  t ec h nic al  issu es rep o rt ed . 

 
o Perio d ic  Co nf erenc e Cal l s: H igh -T o u c h  

O p erat io ns M anager w il l  c o nd u c t  regu l arl y  
sc h ed u l ed  c o nf erenc e c al l s w it h  Cu st o m er t o  
d isc u ss o p erat io nal  T AC issu es,  t rac k  o p en 
c ases and  rep o rt  p ro gress o n reso l u t io n o f  o p en 
c ases. 

 
o B ase R ep o rt ing Pac k age: H igh -T o u c h  O p erat io ns 

M anager w il l  p ro v id e st and ard  W eek l y ,  m o nt h l y ,  
qu art erl y  rep o rt ing t o  Cu st o m er. 

 
o Q u art erl y  O p erat io ns Dat a Anal y sis: H igh -T o u c h  

O p erat io ns M anager w il l  c o nd u c t  qu art erl y  
d isc u ssio n w it h  Cu st o m er o n Del iv erabl es and  
Ac t iv it ies t o  rev iew  al ignm ent  w it h  Cu st o m er 
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bu siness o bjec t iv es. Can inc l u d e reac t iv e su p p o rt  
c o nt rac t  u sage,  c ase st at ist ic s,  qu al it y  issu es,  
o v eral l  c ase anal y sis (by  p ro d u c t  t y p e,  c ase 
p rio rit y ,  et c .),  N et w o rk  anal y sis and  R et u rn 
M at erial s Au t h o riz at io n (“ R M A” ) t rend ing. 

 
• O p ti onal B undles - Reg ular ly  S ch eduled 

Deli v er ab les and A cti v i ti es.  T o get h er w it h  t h e base 
H igh  T o u c h  M anagem ent  S erv ic es abo v e,  Cisc o  w il l  
p ro v id e t h e o p t io nal  serv ic es d esc ribed  bel o w  and  as 
sel ec t ed  by  Cu st o m er. Del iv erabl es and  Ac t iv it ies 
d esc ribed  bel o w  are av ail abl e ind iv id u al l y ,  in a 
gro u p ing o f  t w o  o f  t h e o p t io nal  bu nd l es o r in it s 
ent iret y . Cu st o m er m ay  no t  sel ec t  great er t h an t w o  
o p t io nal  bu nd l es u nl ess al l  o f  t h e o p t io nal  bu nd l es 
h av e been sel ec t ed . 
 
o Ex t end ed  O p erat io nal  Anal y sis o f  Crit ic al  I ssu es: 

Cisc o  w il l  p erf o rm  o p erat io nal  d at a anal y sis,  o n 
c rit ic al  issu es by  id ent if y ing Cu st o m er k no w l ed ge 
gap s and  o p erat io nal  abno rm al it ies/ gap s. Cisc o  
w il l  p ro v id e rec o m m end at io n and  id ent if y  
p o ssibl e so l u t io ns t h at  Cu st o m er m ay  el ec t  t o  
im p l em ent  t o  h el p  c l o se k no w l ed ge and  sy st em  
qu al it y  gap s.  

 
o M ajo r Cu st o m er Ev ent  N o t if ic at io ns: At  Cu st o m er 

requ est  no t if y  T AC,  and  t h e Cisc o  engineer 
f am il iar w it h  Cu st o m er’ s N et w o rk ,  if  H igh -T o u c h  
Engineering h as been o rd ered ,  o f  any  p l anned  
Ev ent  by  p re-o p ening c ase and  al ert ing T AC o f  
rel ev ant  inf o rm at io n rel at ed  t o  t h e sc h ed u l ed  
Ev ent ,  no t  t o  ex c eed  t w o  (2) Ev ent s p er m o nt h . 

 
o EF A Co o rd inat io n and  R ep o rt ing: Co o rd inat e t h e 

ret u rn o f  p art s requ iring a f ail u re anal y sis and  
c o m m u nic at io n o n t h e st at u s t o  t h e Cu st o m er. 
R egu l ar rep o rt ing,  st at u s,  and  esc al at io n 
assist anc e p ro v id ed . 

 
o Asset  R ec o v ery  R ep o rt ing: Co o rd inat e t h e 

rel at io nsh ip  and  c o m m u nic at io n bet w een t h e 
Cu st o m er and  Cisc o ’ s asset  rec o v ery .  R ep o rt ing 
and  rec o nc il iat io n o f  o u t st and ing p art s d el iv ered  
t h ro u gh  R M A.  F ac il it at e p ro c ess o f  Cu st o m er 
c red it  as ap p l ic abl e. 

 
o Co nt rac t  R ec o nc il iat io n R ep o rt ing: H igh -T o u c h  

O p erat io ns M anager w il l  c o l l abo rat e w it h  o t h er 
t eam s w it h in Cisc o  t o  rev iew  serv ic e c o nt rac t  t o  
u nd erst and  if  p art s and  sit es are l ist ed  in t h e 
Cu st o m er serv ic e c o nt rac t  u nd er t h e ap p ro p riat e 
serv ic e l ev el  f o r im p ro v ed  ent it l em ent .   

 
o S erv ic e Del iv ery  L ev el  R ep o rt ing: Pro v id e 

rep o rt ing f o c u sing o n d el iv ered  serv ic e l ev el s. 
 

o K no w l ed ge T ransf er and  M ent o ring: Pro v id e 
inf o rm al  inst ru c t io nal  sessio ns o n t ro u bl esh o o t ing 
t o o l s,  and  p ro c esses d u ring Cisc o ’ s o nsit e v isit s.   

 

• C i sco H i g h -T ouch  T ech ni cal S up p or t S er v i ce. 
Cu st o m er m u st  h av e Cisc o  H i g h -T ouch  O p er ati ons 
M anag ement S er v i ce ac ro ss ent ire N et w o rk  in o rd er 
t o  p u rc h ase Cisc o  H igh -T o u c h  T ec h nic al  S u p p o rt  
S erv ic e. U nd er t h is o p t io n,  Cisc o  sh al l  p ro v id e t h e 
f o l l o w ing S erv ic es,  w h ere av ail abl e,  o n a t w ent y -f o u r 
(24) h o u rs p er d ay ,  sev en (7 ) d ay s p er w eek  basis: 

 
o Case T rac k ing and  T ro u bl e sh o o t ing:  
 

• Pro v id e d irec t  ac c ess t o  t h e H igh -T o u c h  
T ec h nic al  S u p p o rt  t eam  v ia a Cisc o  p ro v id ed  
p h o ne nu m ber.  

 
• Pro v id e resp o nse t o  Cu st o m er w it h in f if t een 

(15 ) m inu t es o n S ev erit y  1 o r S ev erit y  2 
c al l s. F o r S ev erit y  3 and  S ev erit y  4 c al l s,  
resp o nse sh al l  be w it h in six t y  (6 0 ) m inu t es. 

 
• C i sco H i g h -T ouch  E ng i neer i ng  S er v i ce. Cu st o m er 

m u st  h av e Cisc o  H i g h -T ouch  O p er ati ons 
M anag ement S er v i ce and C i sco H i g h -T ouch  
T ech ni cal S up p or t S er v i ce ac ro ss ent ire N et w o rk  in 
o rd er t o  p u rc h ase Cisc o  H igh -T o u c h  Engineering 
S erv ic e: 
o Designat e an engineer (“ Cisc o  Engineer” ) o n t o  

ac t  as t h e p rim ary  t ec h nic al  su p p o rt  p erso n f o r 
c ase m anagem ent  o f  c rit ic al  c ases at  t h e 
N et w o rk  l ev el . 

o Pro v id e o ngo ing t ec h nic al  rep resent at io n in 
regu l arl y  sc h ed u l ed  c o nf erenc e c al l s and  p ro v id e 
t ec h nic al  inp u t  t o  qu art erl y / jo int  bu siness rev iew s. 

o N et w o rk  Pro bl em  R eso l u t io n: Pro v id e p ro bl em  
reso l u t io n o f  c rit ic al  c ases at  t h e N et w o rk  l ev el ,  
f o c u sing p rim aril y  o n S ev erit y  1 and  S ev erit y  2 
c ases and  o t h er sev erit y  l ev el  c ases t h at  Cisc o  
d eem s c rit ic al . 

o Q u art erl y  T rend  Anal y sis: Pro v id e qu art erl y  
rep o rt  t o  Cu st o m er o n Ac t iv it ies and  Del iv erabl es 
p ro v id ed ,  as w el l  as o bserv ed  t ec h nic al  sy m p t o m  
t rend s,  rem ed iat io ns,  and  o t h er rel at ed  t o p ic s. 

o R o o t  Cau se Anal y sis: Perf o rm  ro o t  c au se 
anal y sis o n t ec h nic al  issu es o n t h e N et w o rk  
I nf rast ru c t u re. Perf o rm anc e o f  ro o t  c au se 
anal y sis by  Cisc o  is d ep end ant  u p o n Cisc o  
h av ing al l  nec essary  av ail abl e inf o rm at io n w it h  
w h ic h  t o  p erf o rm  a ro o t  c au se anal y sis.  

o S o f t w are V ersio n R ef erral s: W h en reac t iv e 
sy m p t o m s o c c u r,  p ro v id e qu ic k -t u rnaro u nd  
S o f t w are ref erral s t o  ad d ress Cu st o m er-id ent if ied  
c rit ic al  issu es,  t ak ing int o  c o nsid erat io n t h e 
sp ec if ic  rel ev ant  h ard w are p l at f o rm ,  
c o nf igu rat io n,  and  c u rrent l y  im p l em ent ed  
h ard w are/ so f t w are f eat u res. T h ese ref erral s 
(f o c u sed  o n rec o m m end ing ap p ro p riat e U p d at es) 
sh al l  ap p l y  t o  c rit ic al  reac t iv e c ases w it h  resp ec t  
t o  an af f ec t ed  d ev ic e o n t h e N et w o rk . 
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o I n t h e ev ent  t h at  Cisc o  p ro v id es c ert ain Dat a 
Co l l ec t io n T o o l s t h at  it  id ent if ies as ap p ro p riat e 
f o r c o l l ec t ing d at a o n t h e N et w o rk  I nf rast ru c t u re 
d u ring t h e T erm  o f  t h e S erv ic es,  (p ro v id ed  t h at  al l  
f ees d u e and  o w ing t o  Cisc o  u nd er t h is S erv ic e 
Desc rip t io n h av e been p aid ),  su c h  Dat a 
Co l l ec t io n T o o l s m ay  o r m ay  no t  inc l u d e 
H ard w are o r S o f t w are. Cu st o m er ac k no w l ed ges 
and  agrees t h at  Cisc o  sh al l  ret ain f u l l  righ t ,  t it l e 
and  int erest  t o  t h e Dat a Co l l ec t io n T o o l s. 

C ustomer  Resp onsi b i li ti es 
• C i sco H i g h -T ouch  O p er ati ons M anag ement 

S er v i ce 
o Designat e a rep resent at iv e t o  ac t  as t h e p rim ary  

int erf ac e w it h  Cisc o . 
 

o Co o rd inat e any  d el iv ered  o nsit e v isit s by  Cisc o  
and  p ro v id e m inim u m  t h irt y  (30 ) d ay  no t ic e t o  
Cisc o  o f  t h e sc h ed u l ed  v isit . I n t h e ev ent  t h e d at e 
f o r t h e sc h ed u l ed  v isit  is c h anged ,  Cu st o m er m ay  
be su bjec t  t o  ad d it io nal  c h arges.  

 
o At t end  regu l arl y  sc h ed u l ed  c o nf erenc e c al l s f o r 

o p en c ase rev iew s. 
 

• C i sco H i g h -T ouch  T ech ni cal S up p or t S er v i ce 
o R ep o rt  S ev erit y  1 and  2 p ro bl em s d irec t l y  (e.g. by  

t el ep h o ne) u sing t h e Cisc o  p ro v id ed  p h o ne 
nu m ber.  R esp o nse t im es d o  no t  inc l u d e 
p ro bl em s rep o rt ed  u sing Cisc o .c o m  o r o t h er 
el ec t ro nic  m eans. 

o Ad v ise Cisc o  o f  st and ard  o p erat ing p ro c ed u res 
rel at ed  t o  Cu st o m er’ s bu siness p rac t ic es,  it s 
int ernal  o p erat io nal  no m enc l at u re and  N et w o rk  t o  
al l o w  Cisc o  t o  ef f ec t iv el y  c o m m u nic at e and  
d isc u ss c ases w it h  Cu st o m er in t h e c o nt ex t  o f  
Cu st o m er’ s bu siness env iro nm ent .  

 
o Pro v id e reaso nabl e el ec t ro nic  ac c ess t o  

Cu st o m er' s N et w o rk  t o  assist  Cisc o  in p ro v id ing 
su p p o rt .   

 
• C i sco H i g h -T ouch  E ng i neer i ng  S er v i ce 

 
o Designat e p erso n(s) f ro m  w it h in Cu st o m er’ s 

t ec h nic al  su p p o rt  o rganiz at io n t o  serv e as a 
l iaiso n t o  t h e Cisc o  Engineer. 

  
o Pro v id e it s d esignat ed  p erso n(s) w it h  inst ru c t io ns 

o n p ro c ess and  p ro c ed u res t h at  ex p l ain h o w  t o  
init iat e c ases and  w o rk  w it h  t h e Cisc o  Engineer. 

 
o Ad v ise Cisc o  o f  Cu st o m er’ s st and ard  o p erat ing 

p ro c ed u res rel at ed  t o  it s bu siness p rac t ic es,  it s 
int ernal  o p erat io nal  no m enc l at u re and  N et w o rk  t o  
al l o w  Cisc o  t o  ef f ec t iv el y  c o m m u nic at e and  
d isc u ss c ases w it h  Cu st o m er in t h e c o nt ex t  o f  
Cu st o m er’ s bu siness env iro nm ent .  

o Pro v id e al l  nec essary  inf o rm at io n t o  enabl e Cisc o  
t o  p erf o rm  ro o t  c au se anal y sis. 

 
o Pro v id e reaso nabl e el ec t ro nic  ac c ess t o  

Cu st o m er' s N et w o rk  t o  assist  Cisc o  in p ro v id ing 
su p p o rt .   

 
o Pro v id e a N et w o rk  t o p o l o gy  m ap ,  c o nf igu rat io n 

inf o rm at io n,  and  inf o rm at io n o f  new  f eat u res 
being im p l em ent ed  as need ed .  

 
o I n t h e ev ent  t h e N et w o rk  c o m p o sit io n is al t ered ,  

af t er t h e S erv ic es sel ec t ed  in t h is S erv ic e 
Desc rip t io n are in ef f ec t ,  Cu st o m er is resp o nsibl e 
t o  no t if y  Cisc o  in w rit ing w it h in t en d ay s (10 ) o f  
t h e c h ange. N et w o rk  c o m p o sit io n w il l  be 
rev iew ed  o n an annu al  basis and  Cisc o  reserv es 
t h e righ t  t o  inc rease S erv ic e f ees if  t h e N et w o rk  
c o m p o sit io n h as inc reased  bey o nd  t h e o riginal  
p ric ing qu o t e f o r S erv ic es.   

 
o N o t if y  Cisc o  Engineer o f  any  m ajo r t ec h no l o gy  

ad d it io ns o r c h anges t o  t h e N et w o rk . 
 

o Pro v id e al l  nec essary  d ev ic e,  p l at f o rm ,  f eat u re,  
and  rel ease t rain requ irem ent s t h at  ex ist  in t h e 
c u st o m er env iro nm ent . 

 
o Cu st o m er ac k no w l ed ges t h at  Cisc o  w il l  o nl y  

su p p o rt  general l y  av ail abl e Pro d u c t s and  
S o f t w are rel eases/ v ersio ns u nl ess o t h erw ise 
m u t u al l y  agreed . 

 
o I n t h e ev ent  Dat a Co l l ec t io n T o o l s are p ro v id ed  

by  Cisc o  and  l o c at ed  at  Cu st o m er' s sit e,  
Cu st o m er sh al l  ensu re t h at  su c h  Dat a Co l l ec t io n 
T o o l s are l o c at ed  in a sec u re area,  w it h in a 
N et w o rk  env iro nm ent  p ro t ec t ed  w it h in a f irew al l  
and  o n a sec u re L AN ,  u nd er l o c k  and  k ey  and  
w it h  ac c ess rest ric t ed  t o  t h o se Cu st o m er 
em p l o y ee(s) o r c o nt rac t o r(s) w h o  h av e a need  t o  
ac c ess t h e Dat a Co l l ec t io n T o o l s and / o r a need  
t o  k no w  t h e o u t p u t  o f  t h e Dat a Co l l ec t io n T o o l s. 
I n t h e ev ent  Dat a Co l l ec t io n T o o l  p ro v id ed  by  
Cisc o  is S o f t w are,  Cu st o m er agrees t o  m ak e 
ap p ro p riat e c o m p u t ers av ail abl e and  d o w nl o ad  
S o f t w are as need ed . 

 
S up p or t L i mi tati ons to S er v i ce O f f er ed 
T h e f o l l o w ing are l im it at io ns t o  S erv ic es O p t io ns in areas o t h er 
t h an t h e U .S . and  Canad a: 
 
Cisc o  H igh -T o u c h  Engineering S erv ic e O p t io ns 
 

o C i sco Resp onsi b i li ti es:  I nc l u d es a m ax im u m  o f  
f o u r (4) v isit s p er t w el v e (12) m o nt h s p erio d  t o  
no m inat ed  sit e l o c at io ns in J ap an,  Au st ral ia,  Asia 
Pac if ic  and  EM EA. 
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S up p lemental G lossar y  of  T er ms f or  C i sco F ocused 
T ech ni cal S up p or t S er v i ces 

 
• “Activity” m e a n s  a  s e t  o f  t e c h n i c a l  o r  b u s i n e s s  

c o n s u l t i n g  t a s k s  p e r f o r m e d  f o r  t h e  b e n e f i t  o f  
C u s t o m e r  i n  t h e  d e l i v e r y  o f  a  S e r v i c e  i n  w h i c h  
n o  p u b l i s h e d  d o c u m e n t  a c c o m p a n i e s  t h e  e x i t  
c r i t e r i a  a n d  i s  t y p i c a l l y  r e f e r r e d  t o  a n  “ o n g o i n g ”  
t a s k  u n d e r  a  s u b s c r i p t i o n  s e r v i c e .  

 
• “D e l ive r a b l e ” m e a n s  a  s e t  o f  t e c h n i c a l  o r  

b u s i n e s s  c o n s u l t i n g  t a s k s  p e r f o r m e d  f o r  t h e  
b e n e f i t  o f  C u s t o m e r  i n  t h e  d e l i v e r y  o f  a  S e r v i c e  
i n  w h i c h  t h e  e x i t  c r i t e r i a  i s  a  p u b l i s h e d  d o c u m e n t  
s u c h  a s  m u l t i p l e  d e s i g n  r e v i e w s  o r  S o f t w a r e  
r e c o m m e n d a t i o n  r e p o r t s ,  a u d i t s ,  e t c .  


