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Service Description of I nd epend ent Softw a re V end or A ppl ica tion 
Services 
T h i s do c u ment  desc ri b es Ci sc o ’ s I ndep endent  So f t w are 
V endo r ( “I SV ”) A p p l i c at i o n Serv i c es. 
Related Documents :   T h i s do c u ment  sh o u l d b e read i n 
c o nj u nc t i o n w i t h  t h e f o l l o w i ng do c u ment s al so  p o st ed at  
w w w .c i sc o .c o m/ go / serv i c edesc ri p t i o ns/ :  ( 1) G l o ssary  o f  T erms;  
( 2) L i st  o f  Serv i c es N o t  Co v ered;  and ( 3 ) Sev eri t y  and 
E sc al at i o n G u i del i nes.  A l l  c ap i t al i z ed t erms i n t h i s desc ri p t i o n 
h av e t h e meani ng asc ri b ed t o  t h em i n t h e G l o ssary  o f  T erms. 
 
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 
Serv i c es di rec t l y  f ro m Ci sc o , t h i s do c u ment  i s i nc o rp o rat ed i nt o  
y o u r M ast er Serv i c es A greement  ( M SA ) w i t h  Ci sc o .  I n t h e 
ev ent  o f  a c o nf l i c t  b et w een t h i s Serv i c e D esc ri p t i o n and y o u r 
M SA , t h i s Serv i c e D esc ri p t i o n sh al l  go v ern. A l l  c ap i t al i z ed 
t erms no t  def i ned i n t h e Su p p l ement al  G l o ssary  o f  T erms f o r 
I ndep endent  So f t w are V endo r A p p l i c at i o n Serv i c es at  t h e end 
o f  t h i s do c u ment  h av e t h e meani ng asc ri b ed i n t h e M SA  o r 
eq u i v al ent  serv i c es agreement  ex ec u t ed b et w een y o u  and 
Ci sc o . 
S ale v i a 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 Serv i c es t h ro u gh  a Ci sc o -A u t h o ri z ed R esel l er, t h i s 
do c u ment  i s f o r desc ri p t i o n p u rp o ses o nl y ;  i s no t  a c o nt rac t  
b et w een y o u  and Ci sc o .  T h e c o nt rac t , i f  any , go v erni ng t h e 
p ro v i si o n o f  t h i s Serv i c e w i l l  b e t h e o ne b et w een y o u  and y o u r 
Ci sc o  A u t h o ri z ed R esel l er.  Y o u r Ci sc o  A u t h o ri z ed R esel l er 
sh o u l d p ro v i de t h i s do c u ment  t o  y o u , o r y o u  c an o b t ai n a c o p y  
o f  t h i s and o t h er Ci sc o  serv i c e desc ri p t i o ns at    
w w w .c i sc o .c o m/ go / serv i c edesc ri p t i o ns/ .  A l l  c ap i t al i z ed t erms 
no t  def i ned i n t h e Su p p l ement al  G l o ssary  o f  T erms f o r 
I ndep endent  So f t w are V endo r A p p l i c at i o n Serv i c es at  t h e end 
o f  t h i s do c u ment  h av e t h e meani ng asc ri b ed i n t h e G l o ssary  o f  
T erms at  t h e ab o v e U R L . 
Ci sc o  sh al l  p ro v i de t h e I ndep endent  So f t w are V endo r 
A p p l i c at i o n Serv i c es desc ri b ed b el o w  as sel ec t ed and det ai l ed 
o n t h e Pu rc h ase O rder f o r w h i c h  Ci sc o  h as b een p ai d t h e 
ap p ro p ri at e f ee 
S er v i ce S ummar y   
I ndep endent  So f t w are V endo r A p p l i c at i o n Serv i c es p ro v i des 
t ec h ni c al  su p p o rt  f o r T h i rd Part y  So f t w are t h at  Ci sc o  h as 
so u rc ed f ro m an I ndep endent  So f t w are V endo r ( “I SV ”).   
I ndep endent S of tw ar e V endor  A p p li cati on S er v i ces 
C i sco Resp onsi b i li ti es:  

• Ci sc o  T ec h ni c al  A ssi st anc e Cent er ( T A C) ac c ess 24  
h o u rs p er day , 7  day s p er w eek t o  assi st  b y  
t el ep h o ne, f ax , el ec t ro ni c  mai l  o r t h e i nt ernet  w i t h  

T h i rd Part y  So f t w are u se, c o nf i gu rat i o n and 
t ro u b l esh o o t i ng i ssu es. Ci sc o  w i l l  resp o nd w i t h i n o ne 
( 1) h o u r f o r al l  c al l s rec ei v ed du ri ng St andard 
B u si ness H o u rs and f o r Sev eri t y  1 and 2 c al l s 
rec ei v ed o u t si de St andard B u si ness H o u rs.  F o r 
Sev eri t y  3  and 4  c al l s rec ei v ed o u t si de St andard 
B u si ness H o u rs, Ci sc o  w i l l  resp o nd no  l at er t h an t h e 
nex t  B u si ness D ay . 

• M anage p ro b l ems ac c o rdi ng t o  t h e Ci sc o  Sev eri t y  
and E sc al at i o n G u i del i ne. 

• A c c ess t o  Ci sc o .c o m f o r i nf o rmat i o n o n t h e so l u t i o n 
t h at  i nv o l v es t h e T h i rd Part y  So f t w are.  T h i s sy st em 
p ro v i des Cu st o mer w i t h  h el p f u l  t ec h ni c al  and general  
i nf o rmat i o n o n Ci sc o  Pro du c t s and so l u t i o ns. Pl ease 
no t e t h at  ac c ess rest ri c t i o ns i dent i f i ed b y  Ci sc o  may  
ap p l y . 

• W o rk-aro u nd so l u t i o ns o r p at c h es t o  rep o rt ed T h i rd 
Part y  So f t w are p ro b l ems u si ng reaso nab l e 
c o mmerc i al  ef f o rt s. So f t w are p at c h es and 
mai nt enanc e rel eases f o r t h e T h i rd Part y  So f t w are 
ex p eri enc i ng t h e p ro b l em w i l l  b e p ro v i ded as a 
do w nl o ad f ro m t h e ap p l i c ab l e I SV  w eb si t e ( as 
av ai l ab l e)  o r t h ro u gh  o t h er p ro c ess as def i ned b y  t h e 
I SV  and Ci sc o  T ec h ni c al  A ssi st anc e Cent er. 

• T h i rd Part y  So f t w are rel eases .  T h e T h i rd Part y  
So f t w are rel eases and su p p o rt i ng do c u ment at i o n are 
av ai l ab l e di rec t l y  f ro m t h e I SV . A p p l i c ab l e su p p o rt i ng 
do c u ment at i o n, i f  av ai l ab l e, c an b e o b t ai ned f ro m t h e 
I SV . 

• I n t h e ev ent  Ci sc o  det ermi nes esc al at i o n t o  I SV  f o r 
T h i rd Part y  So f t w are su p p o rt  i ssu es i s nec essary , 
Ci sc o  w i l l  o p en a c ase f o r t h e Cu st o mer i n t h e I SV ’ s 
c ase management  sy st em.  I n so me c ases t h e 
Cu st o mer w i l l  t h en w o rk di rec t l y  w i t h  t h e I SV  t o  
address t h e c ase.  I n c ert ai n i nst anc es, Ci sc o  may  
req u i re t h at  Cu st o mer c o nt ac t  I SV  di rec t l y  rat h er t h an 
Ci sc o  f o r T h i rd Part y  So f t w are i ssu es.  
• During case response, it may be necessary 

f or C isco to d iscl ose C ustomer 
inf ormation to I S V .  S uch  inf ormation may 
incl ud e l o gs, di agno st i c  resu l t s and c o nt ac t  
i nf o rmat i o n. 

C ustomer  Resp onsi b i li ti es:  
T h e p ro v i si o n o f  t h e Serv i c e o p t i o ns assu mes t h at  Cu st o mer 
w i l l :  
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• Pro v i de a sev eri t y  l ev el  as desc ri b ed i n t h e C isco 
S ev erity and  E scal ation G uid el ine f o r al l  t h e c al l s 
Cu st o mer p l ac es. 

• Cu st o mer w i l l  o p en a c ase w i t h  Ci sc o  f o r t h e i ni t i al  
serv i c e i nv est i gat i o n u nl ess o t h erw i se i nst ru c t ed b y  
Ci sc o . 

• C ustomer ack now l ed ges th at it may be 
necessary f or C isco to d iscl ose C ustomer 
inf ormation to I S V ' s f or th e purposes of  case 
response, ad v ance troubl esh ooting and  issue 
resol ution and  C ustomer auth oriz es such  
d iscl osure.  

• Pro v i de, at  Cu st o mer’ s ex p ense, reaso nab l e ac c ess 
t o  t h e T h i rd Part y  So f t w are t h ro u gh  t h e I nt ernet  o r v i a 
mo dem t o  est ab l i sh  a dat a c o mmu ni c at i o n l i nk 
b et w een Cu st o mer and t h e Ci sc o  T A C engi neer 
and/ o r I SV  p erso nnel  as ap p l i c ab l e and sy st ems 
p assw o rds so  t h at  p ro b l ems may  b e di agno sed and, 
w h ere p o ssi b l e, c o rrec t ed remo t el y .   

• Cu st o mer w i l l  b e req u i red t o  ac c ess I SV  w eb si t e f o r 
T h i rd Part y  So f t w are rel eases ( i e, p at c h es, u p dat es 
and u p grades) as w el l  as f o r sp ec i f i c  i nf o rmat i o n, 
do c u ment at i o n, kno w l edge b ase rel at ed t o  T h i rd Part y  
So f t w are. 

• Pro v i de t h i rt y  ( 3 0 ) day s N o t i c e t o  Ci sc o  o f  any  
req u est ed addi t i o n( s) t o  y o u r E q u i p ment  L i st . 

• Pro v i de c u rrent  sh i p ment  c o nt ac t  i nf o rmat i o n as 
f o l l o w s:  c o nt ac t  name, t i t l e, address, t el ep h o ne 
nu mb er, e-mai l  address, and f ax  nu mb er.  

• Pro v i de v al i d and ap p l i c ab l e seri al  nu mb ers f o r al l  
T h i rd Part y  So f t w are p ro b l ems and i ssu es rep o rt ed t o  
Ci sc o  o r w h ere Cu st o mer i s seeki ng i nf o rmat i o n f ro m 
Ci sc o  i n c o nnec t i o n w i t h  T h i rd Part y  So f t w are u se. 
Ci sc o  may  al so  req u i re Cu st o mer t o  p ro v i de 
addi t i o nal  i nf o rmat i o n i n t h e f o rm o f  l o c at i o n o f  t h e 
T h i rd Part y  So f t w are, c i t y  l o c at i o n det ai l s and z i p  
c o de i nf o rmat i o n.  

• W h en req u est ed, p ro v i de Ci sc o  w i t h  a l i st  o f  al l  
p erso nnel  t h at  Cu st o mer h as au t h o ri z ed t o  c o nt ac t  
Ci sc o  o r ac c ess Ci sc o .c o m f o r Serv i c es. Cu st o mer i s 
resp o nsi b l e f o r rev i ew i ng t h e l i st  o n an annu al  b asi s 
and addi ng o r remo v i ng p erso nnel  as nec essary  

• U p dat e t o  t h e l at est  Ci sc o  and l at est  T h i rd Part y  
So f t w are rel ease, i f  req u i red b y  Ci sc o  o r I SV , as 
ap p l i c ab l e, t o  c o rrec t  a rep o rt ed T h i rd Part y  So f t w are 
p ro b l em. 

• Pay  al l  engi neeri ng t i me, t rav el , and o u t -o f -p o c ket  
ex p enses i f  Cu st o mer req u est  p erf o rmanc e o f  o nsi t e 
Serv i c es o r Serv i c es o u t si de t h e sc o p e o f  Serv i c e 
o p t i o ns desc ri b ed i n t h i s do c u ment .   

• Pro v i de any  H ardw are req u i red t o  p erf o rm f au l t  
i so l at i o n. 

• R ec ei v e Serv i c es o n T h i rd Part y  So f t w are f o r w h i c h  
Cu st o mer h as:   
• Pu rc h ased a v al i d and c u rrent  l i c ense f ro m Ci sc o  

f o r t h e l at est  T h i rd Part y  So f t w are rel ease o r i s 
renew i ng su p p o rt  f o r a v al i d su p p o rt ed l i c ense 
rev i si o n. 

• Co mp l et ed t h e Ci sc o  o r I SV  regi st rat i o n p ro c ess, 
as ap p l i c ab l e, f o r serv i c e ac t i v at i o n. 

• M ake al l  reaso nab l e ef f o rt s t o  i so l at e t h e T h i rd Part y  
So f t w are p ro b l em p ri o r t o  req u est i ng su p p o rt  f ro m 
Ci sc o . 

• A c q u i re, i nst al l  c o nf i gu re and p ro v i de t ec h ni c al  
su p p o rt  f o r al l  T h i rd Part y  Pro du c t s, ( no t  c o v ered b y  
t h i s serv i c e) i nt erac t i ng w i t h  t h i s p ro du c t , i nc l u di ng 
u p grades req u i red b y  Ci sc o , I SV  Su p p l i er o r rel at ed 
Serv i c es 

• M ai nt ai n Cu st o mer’ s ent i re T h i rd Part y  So f t w are 
i mp l ement at i o n f o r c o nf i gu rab l e T h i rd Part y  So f t w are 
c u rrent l y  i n u se u nder t h e same Serv i c e o p t i o n f o r 
Ci sc o  and/ o r t h e I SV  t o  p ro v i de Serv i c es f o r any  
p o rt i o n o f  Cu st o mer’ s T h i rd Part y  So f t w are 
i mp l ement at i o n.  

S up p lemental G lossar y  of  T er ms f or  I ndep endent S of tw ar e 
V endor  A p p li cati on S er v i ces 

• I ndep endent S of tw ar e V endor  means a su p p l i er o f  
T h i rd Part y  So f t w are.  

• T h i r d P ar ty  S of tw ar e means so f t w are dev el o p ed b y  
an I ndep endent  So f t w are V endo r.  T h i s so f t w are may  
i nc l u de b o t h  i ni t i al  so f t w are rel eases and 
u p grades/ u p dat es dev el o p ed af t er i ni t i al  rel ease b y  
t h e I ndep endent  So f t w are V endo r. 

 

 
 


