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Service Description: Service Provid er Vid eo O ptim iz a tion Service
T h is do cu m en t  describes Cisco ’ s Service Pro vider V ideo  
O pt im iz at io n   Service. 
Related Documents:  T h is do cu m en t  sh o u ld be read in  
co n j u n ct io n  w it h  t h e f o llo w in g do cu m en t s also  po st ed at  
w w w .cisco .co m /go /servicedescript io n s/ : (1) G lo ssary  o f  
T erm s;  (2) List  o f  Services No t  Co vered;  an d (3) Severit y  an d 
E scalat io n  G u idelin es.  All capit aliz ed t erm s in  t h is descript io n  
h ave t h e m ean in g ascribed t o  t h em  in  t h e G lo ssary  o f  T erm s. 
Di r ect Sale f r om C i sco.   If  y o u  h ave pu rch ased t h ese 
Services direct ly  f ro m  Cisco , t h is do cu m en t  is in co rpo rat ed in t o  
y o u r M ast er Services Agreem en t  (M SA) o r equ ivalen t  services 
agreem en t  ex ecu t ed bet w een  y o u  an d Cisco .  In  t h e even t  o f  a 
co n f lict  bet w een  t h is Service D escript io n  an d y o u r M SA o r 
equ ivalen t  services agreem en t , t h is Service D escript io n  sh all 
go vern . 
T h is Service Pro vider V ideo  O pt im iz at io n  Service is in t en ded 
t o  su pplem en t  a cu rren t  su ppo rt  agreem en t  f o r Cisco  pro du ct s 
an d is o n ly  available w h ere all Pro du ct (s) in  Cu st o m er’ s 
Net w o rk is su ppo rt ed by  Cisco ’ s F o u n dat io n  T ech n o lo gy  
Service Pro vider O pt im iz at io n  Service. Cisco  sh all pro vide t h e 
Service Pro vider V ideo  O pt im iz at io n  Service described belo w  
as select ed an d det ailed o n  t h e Pu rch ase O rder f o r w h ich  
Cisco  h as been  paid t h e appro priat e f ee. Cisco  sh all pro vide a 
Q u o t e f o r Services (“Q u o t e”) set t in g o u t  t h e ex t en t  o f  t h e 
Services an d du rat io n  t h at  Cisco  sh all pro vide su ch  Services. 
Cisco  sh all receive a Pu rch ase O rder t h at  ref eren ces t h e 
Q u o t e agreed bet w een  t h e part ies an d t h at , addit io n ally , 
ackn o w ledges an d agrees t o  t h e t erm s co n t ain ed t h erein . 
Availabilit y  o f  Services described h erein  an d service delivery  
m ay  vary  by  geo graph ical regio n . 
 
 
Ser v i ce Pr ov i der  V i deo O p ti mi z ati on  
 
Ser v i ce Summar y   
T h e Service Pro vider V ideo  O pt im iz at io n  Service pro vides 
specif ic h elp f o r y o u r Net w o rk su ppo rt  st af f  in  t h e f o rm  o f  
Net w o rk H ealt h  Ch ecks, Net w o rk Su ppo rt  (D esign  &  So f t w are 
Su ppo rt ), Co n t in u o u s Learn in g an d Pro gram  M an agem en t  
service m o du les.  
T h e f o llo w in g V ideo  sy st em s are su ppo rt ed u n der t h is Service 
D escript io n : 
 

• Cisco  Co n t en t  D elivery  Sy st em  (CD S) 
 
 
 

Services perf o rm ed u n der t h is Service D escript io n  are 
co m parable t o  t h o se services perf o rm ed u n der Cisco ’ s 
F o u n dat io n  T ech n o lo gy  Service Pro vider O pt im iz at io n  Service, 
an d w ill bu ild u po n  t h e o rigin al service su ppo rt , bu t  w ill be 
f o cu sed o n  t h e Service Pro vider’ s specif ic 
sy st em (s)/t ech n o lo gy (ies) described in  t h is Service 
D escript io n . 
 
C i sco Resp onsi b i li ti es 
 
Cisco ’ s Service Pro vider V ideo  O pt im iz at io n  Service co n sist s 
o f  t h e pro visio n  o f , at  a m in im u m , D esign  Su ppo rt  f ro m  t h e 
Service m o du les described belo w , w h ich  Cisco  sh all pro vide 
f o r t h e Cu st o m er’ s Net w o rk du rin g St an dard B u sin ess H o u rs 
(u n less st at ed o t h erw ise). Cisco  sh all pro vide t h e f o llo w in g 
gen eral su ppo rt  f o r all Service m o du les select ed by  Cu st o m er 
u n der t h e Service Pro vider V ideo  O pt im iz at io n  Service: 
 

G ener al Sup p or t 
 

o D esign at e an  en gin eer (“Net w o rk Co n su lt in g 
E n gin eer”) t o  act  as t h e prim ary  in t erf ace w it h  t h e 
Cisco  pro j ect  m an ager appo in t ed f o r t h e 
Cu st o m er 

 
o Part icipat e in  regu lar visit s t o  t h e Cu st o m er as 

requ ired by  t h e pro j ect  m an ager eit h er via ph o n e 
o r in -perso n  t o  review  pro act ive deliverables an d 
act ivit ies an d t o  plan  f o r n ex t  qu art er. In -perso n  
visit s n o t  t o  ex ceed eigh t  (8 ) day s in  aggregat e.  
Addit io n al visit s w ill be m u t u ally  agreed at  Cisco ’ s 
t h en -cu rren t  t ravel an d labo r rat es 

 
o D esign at e en gin eer(s) t o  w o rk w it h  t h e Cisco  

pro j ect  m an ager an d t h e prim ary  Net w o rk 
Co n su lt in g E n gin eer 

 
o Part icipat e in  perio dic co n f eren ce calls (u su ally  

w eekly ) t o  review  Cu st o m er’ s Net w o rk st at u s, 
plan n in g an d t h e Services bein g pro vided 

 
o M o n it o r a Cu st o m er-specif ic Cisco  em ail alias t o  

f acilit at e co m m u n icat io n  w it h  prim ary  Net w o rk 
Co n su lt in g E n gin eer as w ell as t h e en gin eers o n  
Cisco ’ s Service Pro vider V ideo  t eam  

 
o Net w o rk Co n su lt in g E n gin eer m ay  u t iliz e 

Cu st o m er pro vided dat a, script s o r in t ern al t o o ls 
t o  assist  in  co llect in g dat a f ro m  t h e Net w o rk. 

 
N etw or k  Sup p or t  

 
• Desi g n Sup p or t.  Cisco  w ill: 
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o Co n su lt  w it h  Cu st o m er n et w o rkin g st af f  in  a 
series o f  m eet in gs t o  develo p a t h o ro u gh  
u n derst an din g o f  Cu st o m er’ s Net w o rk design  
requ irem en t s, w it h  a f o cu s o n  co n cern s su ch  as 
resilien cy , self -reco very , scalabilit y , disast er 
reco very , bu sin ess co n t in u an ce, virt u aliz at io n , 
applicat io n  t raf f ic requ irem en t s, an d abilit y  t o  
h an dle in creased t raf f ic dem an ds an d 
prio rit iz at io n  via qu alit y -o f -service (“Q o S”) 

 
o Pro vide a det ailed design  repo rt  w it h  

reco m m en dat io n s t h at  t ake in t o  co n siderat io n , 
am o n g o t h er t h in gs, t h e f o llo w in g: 

 
� Cu st o m er’ s design  requ irem en t s, prio rit ies, 

an d go als 
 

� An aly sis o f  im pact  o f  n ew  requ irem en t s o n  
ex ist in g Net w o rk 

 
� Arch it ect u re an d t o po lo gy  f o r t h e Net w o rk 

 
� Pro t o co l select io n  an d co n f igu rat io n  

 
� F eat u re select io n  an d co n f igu rat io n  

 
� Secu rit y  co n siderat io n s 

 
 
o Pro vide o n go in g design  co n su lt at io n  t h at  m ay  

in clu de, am o n g o t h er in f o rm at io n , t h e f o llo w in g: 
 

� R eview  o f  Cu st o m er’ s design  requ irem en t s, 
prio rit ies, an d go als 

 
� An aly sis o f  im pact  o f  n ew  requ irem en t s o n  

ex ist in g Net w o rk 
 
� R eview  o f  Net w o rk arch it ect u re an d t o po lo gy  

 
� In t egrat io n  an d aggregat io n  po in t s f o r t h e 

video  deplo y m en t  in clu din g pro t o co ls, 
secu rit y  an d Net w o rk M an agem en t  So f t w are 
(“NM S”) co n siderat io n s 

� V ideo  applicat io n  en viro n m en t , ban dw idt h  
requ irem en t s, qu alit y -o f -service (“Q o S”) an d 
class o f  service discu ssio n s, gu idelin es f o r 
t est in g t h e co n f igu rat io n  reco m m en dat io n s  

 
• Sof tw ar e Sup p or t 

 
Cisco  sh all pro vide Pro act ive So f t w are 
R eco m m en dat io n  R epo rt (s) (each  repo rt  co vers 
sin gle So f t w are T rack), w h ich  m ay  in clu de:  

� R eview  o f  n ew  So f t w are f eat u re releases 
(Cisco  IO S So f t w are, Cisco  Cat  O S 
So f t w are) f o r t h at  specif ic Net w o rk area 

� In clu sio n  o f  a So f t w are ref erral versio n  an d 
risk an aly sis 

� O verall So f t w are reco m m en dat io n  t o  
pro ceed w it h  t est in g an d F eat u re Set  
U pgrade deplo y m en t  o r w ait  f o r f u t u re 
M ain t en an ce R elease 

� Co n t in gen cy  plan  f o r t ran sit io n in g So f t w are 
in  Cu st o m er n et w o rkin g en viro n m en t  

 
N etw or k  H ealth  C h eck s 
 
• T ech nolog y  and Pr otocol A udi t f or  Ser v i ce 

Pr ov i der  V i deo 
 

Cisco  w ill pro vide t h e sco ped n u m ber o f  t ech n o lo gy  o r 
pro t o co l au dit  repo rt s o r o t h er perf o rm an ce an aly sis 
repo rt s. Su ch  au dit  o r perf o rm an ce an aly sis t y pically  
in clu des, am o n g o t h er in f o rm at io n , t h e f o llo w in g: 

 
� Co llect io n  o f  key  perf o rm an ce dat a  

 
� Iden t if icat io n  o f  ex cept io n  repo rt s 

 
� An aly sis o f  key  device co n f igu rat io n s  

 
� An aly sis o f  reso u rce u t iliz at io n  

 
� Assist  Cu st o m er t o  def in e Net w o rk-specif ic 

perf o rm an ce crit eria 
 

� R epo rt  o n  perf o rm an ce o pt im iz at io n  
reco m m en dat io n s su ch  as sy st em  t u n in g 
an d pro t o co l, respo n se t im es o pt im iz at io n  
an d ch an ges 

 
C onti nuous L ear ni ng  

 
• K now ledg e T r ansf er  and M entor i ng   
 

Cisco  w ill pro vide in f o rm al t ech n ical u pdat e t rain in g 
su ch  as a “ch alk t alk” o n  a t o pic t h at  is m u t u ally  
agreed u po n  an d relevan t  t o  t h e Pro du ct s an d Cisco  
t ech n o lo gies. Su ch  t rain in g w o u ld be pro vided by  t h e 
Net w o rk Co n su lt in g E n gin eer o r an o t h er sen io r Cisco  
en gin eer. 

 
Pr og r am M anag ement 
  

Cisco  w ill pro vide pro gram  m an agem en t  f u n ct io n s 
du rin g t h e perf o rm an ce o f  Services describe h erein . 
T h e act ivit ies t h at  w ill be perf o rm ed t y pically  in clu de 
t h e f o llo w in g: 

 
• Acco u n t  kick-o f f  m eet in g 
• W eekly  co n f eren ce call(s) 
• Prepare an d presen t  qu art erly  bu sin ess review  

(“Q B R ”) 
• 9 0 -D ay  plan n in g 
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C ustomer  Resp onsi b i li ti es 
 

• G ener al Resp onsi b i li ti es 
 

o D esign at e at  least  o n e (1) t ech n ical 
represen t at ive in  each  area co vered u n der t h e 
Services, w h o  m u st  be a Cu st o m er em plo y ee in  
a cen t raliz ed Net w o rk su ppo rt  cen t er (Cu st o m er' s 
t ech n ical assist an ce cen t er), t o  act  as t h e prim ary  
t ech n ical in t erf ace t o  t h e Cisco  Net w o rk 
Co n su lt in g E n gin eer(s). Cu st o m er w ill design at e 
as co n t act s sen io r en gin eers w it h  t h e au t h o rit y  t o  
m ake an y  n ecessary  ch an ges t o  t h e Net w o rk 
co n f igu rat io n .  O n e in dividu al, w h o  is a sen io r 
m em ber o f  m an agem en t  o r t ech n ical st af f , w ill be 
design at ed as Cu st o m er’ s prim ary  po in t  o f  
co n t act  t o  m an age t h e im plem en t at io n  o f  
services select ed u n der t h is Service D escript io n  
(e.g., ch air t h e w eekly  co n f eren ce calls, assist  
w it h  prio rit iz at io n  o f  pro j ect s an d act ivit ies). 

 
o Cu st o m er' s t ech n ical assist an ce cen t er sh all 

m ain t ain  cen t raliz ed n et w o rk m an agem en t  f o r it s 
Net w o rk su ppo rt ed u n der t h is Service 
D escript io n , capable o f  pro vidin g Level 1 an d 
Level 2 su ppo rt . 

 
o Pro vide reaso n able elect ro n ic access t o  

Cu st o m er' s Net w o rk t o  allo w  t h e Cisco  Net w o rk 
Co n su lt in g E n gin eer t o  pro vide su ppo rt .   

 
o If  Cisco  pro vides D at a Co llect io n  T o o ls o r script s 

lo cat ed at  Cu st o m er' s sit e, Cu st o m er sh all 
en su re t h at  su ch  D at a Co llect io n  T o o ls o r script s 
are lo cat ed in  a secu re area, w it h in  a Net w o rk 
en viro n m en t  pro t ect ed w it h in  a f irew all an d o n  a 
secu re LAN, u n der lo ck an d key  an d w it h  access 
rest rict ed t o  t h o se Cu st o m er em plo y ee(s) o r 
co n t ract o r(s) w h o  h ave a n eed t o  access t h e 
D at a Co llect io n  T o o ls an d/o r a n eed t o  kn o w  t h e 
co n t en t s o f  t h e o u t pu t  o f  D at a Co llect io n  T o o ls. In  
t h e even t  D at a Co llect io n  T o o l pro vided by  Cisco  
is So f t w are, Cu st o m er agrees t o  m ake 
appro priat e co m pu t ers available an d do w n lo ad 
So f t w are as n eeded. Cu st o m er sh all rem ain  
respo n sible f o r an y  dam age t o  o r lo ss o r t h ef t  o f  
t h e D at a Co llect io n  T o o ls w h ile in  Cu st o m er’ s 
cu st o dy .   

 
o Pro vide a Net w o rk t o po lo gy  m ap, co n f igu rat io n  

in f o rm at io n , an d in f o rm at io n  o f  n ew  f eat u res 
bein g im plem en t ed as n eeded.   

 
o No t if y  Cisco  Net w o rk Co n su lt in g E n gin eer o f  an y  

m aj o r Net w o rk ch an ges (e.g., t o po lo gy , 
co n f igu rat io n , n ew  IO S releases.). 

 
o In  t h e even t  t h e Net w o rk co m po sit io n  is alt ered, 

af t er t h e Services select ed u n der t h is Service 
D escript io n  h ave beco m e ef f ect ive, Cu st o m er is 
respo n sible t o  n o t if y  Cisco  in  w rit in g w it h in  t en  

(10 ) day s o f  t h e ch an ge.  Cisco  m ay  requ ire 
m o dif icat io n s t o  t h e f ee if  t h e Net w o rk 
co m po sit io n  h as in creased bey o n d t h e o rigin al 
pricin g qu o t e f o r Services. 

 
o Creat e an d m an age an  in t ern al em ail alias f o r 

co m m u n icat io n  w it h  Cisco  Net w o rk Co n su lt in g 
E n gin eer.  

 
o R et ain  o verall respo n sibilit y  f o r an y  bu sin ess 

pro cess im pact  an d an y  pro cess ch an ge 
im plem en t at io n s. 

 
N etw or k  Sup p or t 
 
• Desi g n Sup p or t  
 
In  addit io n  t o  t h e G en eral R espo n sibilit ies, Cu st o m er sh all 
be respo n sible f o r t h e f o llo w in g: 

 
o Pro vide t h e lo w -level design  do cu m en t  describin g 

h o w  Cu st o m er Net w o rk n eeds t o  be bu ilt  an d 
en gin eered t o  m eet  a specif ic set  o f  t ech n ical 
requ irem en t s an d design  go als. T h e level o f  
det ails m u st  be su f f icien t  t o  be u sed as in pu t  t o  
an  im plem en t at io n  plan . 

 
o E n su re key  det ailed design  st akeh o lders an d 

decisio n -m akers are available t o  part icipat e 
du rin g t h e co u rse o f  t h e service. 

 
o Pro vide o r ex t ract  addit io n al in f o rm at io n  requ ired 

in  t h e design  ef f o rt  (e.g., cu rren t  an d plan n ed 
t raf f ic ch aract erist ics). 

 
• Sof tw ar e Sup p or t 
 
In  addit io n  t o  t h e G en eral R espo n sibilit ies, Cu st o m er sh all 
pro vide t h e f o llo w in g: 

 
o In f o rm at io n  o n  cu rren t  releases ru n n in g in  t h e 

Net w o rk an d cu rren t  co n f igu rat io n  t em plat es  
 

o In f o rm at io n  o n  Cu st o m er bu sin ess an d t ech n ical 
requ irem en t s f o r n ew  So f t w are releases 

 
o R eview  det ails o f  plan n ed ch an ges w it h  Net w o rk 

Co n su lt in g E n gin eer 
 

o In f o rm at io n  o n  Cu st o m er cert if icat io n  pro cess 
an d lab t est in g pro cess 

 
o In f o rm at io n  o n  Cu st o m er ch an ge co n t ro l pro cess 

 
N etw or k  H ealth  C h eck s  
 
• In  addit io n  t o  t h e G en eral R espo n sibilit ies, Cu st o m er 

sh all pro vide t h e f o llo w in g: 
 

o In f o rm at io n  o n  an y  service level agreem en t s o r 
Net w o rk perf o rm an ce requ irem en t s 
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o In f o rm at io n  o n  crit ical applicat io n s su ppo rt ed by  
t h e Net w o rk 

 
o In f o rm at io n  o n  w h ich  applicat io n s are m issio n -

crit ical an d t h eir prio rit y  sch em es 
 

o In f o rm at io n  o n  Cu st o m er’ s plan s f o r bu sin ess 
co n t in u an ce, co n so lidat io n , an d virt u aliz at io n  

 
o In f o rm at io n  o n  ex pect ed Net w o rk gro w t h  an d 

applicat io n  m ix  ch an ges 
 

o D at a co llect io n  act ivit ies as n eeded t o  f acilit at e a 
specif ic Cisco  an aly sis 

 
o In f o rm at io n  o n  an y  f u t u re advan ced t ech n o lo gy  

im plem en t at io n s 
 

C onti nuous L ear ni ng  
 
• In  addit io n  t o  t h e G en eral R espo n sibilit ies, Cu st o m er 

sh all pro vide:  
 

o D et ails o f  Cu st o m er requ irem en t s o n  t h e t o pics it  
w an t s t o  see co vered t h ro u gh  t ran sf er an d 
m en t o rin g t o get h er w it h  backgro u n d in f o rm at io n  
o n  t h e skill set s o f  t h e au dien ce 

 
o E n su re t h at  f acilit ies an d equ ipm en t  are available 

t o  h o st  t h e in f o rm al t ech n ical u pdat e sessio n s 
 

Pr og r am M anag ement 
 

• In  addit io n  t o  t h e G en eral R espo n sibilit ies, Cu st o m er 
sh all pro vide:  

 
o D et ails o f  Cu st o m er requ irem en t s o n  t h e 

pro gram (s) it  w an t s Cisco  t o  m an age 
 

o Access t o  all relevan t  cu st o m er m at erial, 
equ ipm en t , f acilit ies an d perso n n el  requ ired t o  
m an age t h e pro gram (s)  


