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Service D es crip t io n :  C is co  T el eP res en ce Sel ect  O p era t e Service  
Th is d ocu ment d escrib es Cisco’s Tel ePresence Sel ect 
O perate Serv ice and  th e processes u sed  b y  th e Cisco N etw ork  
Management Center ( N MC) to prov id e remote management of  
y ou r Tel ePresence sol u tion. Th is Serv ice Description is 
d esigned  to prov id e a b asel ine u nd erstand ing of  and  set 
ex pectations ab ou t th e activ ities and  d el iv erab l es th at mak e u p 
th e Tel ePresence Sel ect O perate Serv ice. Pl ease read  th is 
d ocu ment caref u l l y  as it contains important inf ormation 
regard ing th e Serv ices y ou  h av e pu rch ased  f rom u s.  
Direct Sale from Cisco.  I f  y ou  h av e pu rch ased  th ese 
Serv ices d irectl y  f rom Cisco, th is d ocu ment is incorporated  into 
y ou r Master Serv ices A greement ( MSA ), A d v anced  Serv ices 
A greement ( A SA ), or eq u iv al ent serv ices agreement ex ecu ted  
b etw een y ou  and  Cisco.  I n th e ev ent of  a conf l ict b etw een th is 
Serv ice Description and  y ou r MSA  or eq u iv al ent serv ices 
agreement, th is Serv ice Description sh al l  gov ern. 
Sale v ia Cisco A u th oriz ed  Reseller.  I f  y ou  h av e pu rch ased  
th ese Serv ices th rou gh  a Cisco A u th oriz ed  Resel l er, th is 
d ocu ment is f or inf ormational  pu rposes onl y ; it is not a contract 
b etw een y ou  and  Cisco.  Th e contract, if  any , gov erning th e 
prov ision of  th is Serv ice is th e one b etw een y ou  and  y ou r 
Cisco A u th oriz ed  Resel l er. Y ou r Cisco A u th oriz ed  Resel l er 
sh ou l d  prov id e th is d ocu ment to y ou , or y ou  can ob tain a copy  
of  th is and  oth er Cisco serv ice d escriptions at 
w w w .cisco.com/ go/ serv iced escriptions/ .   
Related  Docu men ts:  Th e f ol l ow ing d ocu ments posted  at 
w w w .cisco.com/ go/ serv iced escriptions/  sh ou l d  b e read  in 
conj u nction w ith  th is Serv ice Description and  are incorporated  
into th is Serv ice Description b y  th is ref erence: 
• U n ified  Commu n ication s Remote M an ag emen t Serv ice 

G lossary of T erms.  Capital iz ed  terms not d ef ined  h erein 
h av e th e meanings assigned  to th em in th e G l ossary  of  
Terms. 

1 Cisco T eleP resen ce Select O p erate Serv ice an d  Cisco 
T eleP resen ce Remote A ssistan ce Serv ice – Serv ice 
O v erv iew   

Th e Cisco Tel ePresence Sel ect O perate Serv ice and  Cisco 
Tel ePresence Remote A ssistance Serv ice are intend ed  to 
su ppl ement a cu rrent su pport agreement f or Cisco prod u cts, 
and  onl y  av ail ab l e w h ere al l  Managed  Components in a 
cu stomer’s netw ork  are su pported  th rou gh  a minimu m of  core 
serv ices su ch  as Cisco’s SMA RTnet and  Sof tw are A ppl ication 
Serv ices or Cisco’s Tel ePresence Essential  O perate Serv ice, 
as appl icab l e.  Cisco sh al l  prov id e th e Cisco Tel ePresence 
Sel ect O perate Serv ice and  Cisco Tel ePresence Remote 
A ssistance Serv ice d escrib ed  b el ow  as sel ected  and  d etail ed  
on th e Pu rch ase O rd er f or w h ich  Cisco h as b een paid  th e 
appropriate f ee. Cisco sh al l  prov id e a Q u ote f or Serv ices 
( “Q u ote”) setting ou t th e ex tent of  th e Serv ices and  d u ration 

th at Cisco sh al l  prov id e su ch  Serv ices.  Cisco sh al l  receiv e a 
Pu rch ase O rd er th at ref erences th e Q u ote agreed  b etw een th e 
parties and  th at, ad d itional l y , ack now l ed ges and  agrees to th e 
terms contained  th erein. Cisco onl y  prov id es su pport of  
Managed  Components to th e Tel ePresence rooms f or w h ich  
Serv ices are pu rch ased .  
Th e ob j ectiv e of  Cisco Tel ePresence Sel ect O perate Serv ice is 
to monitor th e Tel ePresence enab l ing conv erged  inf rastru ctu re 
th at manages th e d ed icated  cal l  management sy stem as a 
compl ete sy stem, targeting th e av ail ab il ity  of  th e Tel ePresence 
env ironment f or Tel ePresence meetings.  
1.1 Cisco T eleP resen ce Select O p erate Serv ice 
1.1.1 M an ag ed  Comp on en ts cov ered  u n d er th e Cisco 

T eleP resen ce Select O p erate Serv ice: 
• Monitoring th e primary  netw ork  path  th at su pports 

Tel ePresence, and  management of  th e management 
termination rou ter and  th e I PSL A  rou ters in each  
Tel ePresence room.  

• Managed  Components ( i.e. Cisco Cal l Manager) w ith in 
Cisco’s U nif ied  Commu nication sy stem on th e 
Cu stomer’s N etw ork  th at su pports th e Tel ePresence 
path . 

• Managed  Components in th e Data Center 
• Cisco Tel ePresence Manager ( CTS-Man) 
• Cisco Tel ePresence Mu l tipoint Sw itch  ( CTMS) 
• Cisco U nif ied  V id eo Conf erencing ( CU V C) 
N ote:  Th e scope of  Serv ices f or CU V C incl u d es 
monitoring th e CU V C d ev ice statu s, as w el l  as th e 
d ev ice connection to th e Cisco Tel ePresence 
Mu l tipoint Sw itch  ( CTMS).  Serv ices scope d oes not 
incl u d e non-Cisco Tel ePresence d ev ice connections 
to CU V C. 

• Managed  Components in th e Tel ePresence room: 
• Cod ec( s) 
• Pl asma Displ ay ( s) 
• Cameras 
• Proj ector 
• Cisco I P Tel eph ony  Ph one 
• O ptional  Presentation Cod ec 
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• A u x il iary  Control  U nit 
  

1.1.2 I n frastru ctu re Con n ectiv ity M on itorin g  Su p p ortin g  
T eleP resen ce 

Th e ob j ectiv e of  conv erged -inf rastru ctu re monitoring is to 
report on netw ork  path  ch aracteristics th at may  impact 
Tel ePresence cal l s or d egrad e th e Tel ePresence ex perience. 
A ctiv ities: 

• Perf orm ongoing monitoring of  critical  netw ork  
ch aracteristics su pporting Tel ePresence.  

Deliv erab les: 
• Conf id ence monitoring of  th e Tel epresence traf f ic 

path , b ased  on Cisco l ead ing practices, incl u d ing 
j itter, d el ay , and  pack et l oss.  

• Reporting of  th resh ol d  v iol ations 
1.1.3 Serv ice Sp ecific to T eleP resen ce Room 
Tel ePresence management incl u d es th e monitoring and  
management of  th e Tel ePresence env ironment to su pport y ou r 
ab il ity  to mak e Tel ePresence cal l s to estab l ish  Tel ePresence 
meetings across y ou r inf rastru ctu re.  Th is Serv ice incl u d es th e 
management of  th e Tel ePresence components as d escrib ed  in 
th e Managed  Components l ist. Cisco trou b l esh oots 
Tel ePresence cal l s ( to estab l ish  a meeting) and  oth er 
impacting issu es th at af f ect th e Tel ePresence cal l  setu p and  
q u al ity  of  th e Tel ePresence serv ice. I f  an I ncid ent is isol ated  to 
a Tel ePresence Managed  Component, Cisco manages th e 
I ncid ent to resol u tion and  notif ies th e appropriate Cu stomer 
contact of  th e statu s. Th is d oes not incl u d e env ironmental  
f actors su ch  as room temperatu re, pow er, w iring, l igh tning, and  
HV A C.  
Th e N MC monitors, in real -time, k ey  Tel ePresence 
components and  d ecl ares ev ents f or: 

• Primary  Tel ePresence Connectiv ity  Statu s  
• Second ary  L ef t Tel ePresence Connectiv ity  Statu s 
• Second ary  Righ t Tel ePresence Connectiv ity  Statu s 
• Camera Tel net Statu s  
• Camera HDMI  Statu s 
• Pl asma Cab l e Statu s ( L oose Cab l e, U npl u gged ) 
• Pl asma Pow er Statu s ( Fau l t) 
• Ph one Statu s ( Fau l t) 
• CCM Statu s ( Fau l t, N ot Registered ) 
• Proj ector Cab l e Statu s ( L oose Cab l e, U npl u gged ) 
• Proj ector Pow er Statu s ( Pow ered  O f f ) 

• DV I  V id eo Statu s 
• DV I  Signal  Statu s 

A ctiv ities: 
• Perf orm I ncid ent monitoring and  management on th e 

Tel ePresence components f or w h ich  Cisco managed  
serv ices is pu rch ased . 

• Perf orm I ncid ent monitoring and  management of  th e 
d ed icated  Cisco Cal l Manager th at enab l es 
Tel ePresence cal l s. 

• Perf orm I ncid ent monitoring of  k ey  netw ork  
perf ormance ind icators, incl u d ing netw ork  d el ay , j itter, 
and  pack et l oss.  

Deliv erab les: 
• Tick ets u pd ated  w ith  statu s and  resu l ts. 
• Restoration of  Serv ice to enab l e end  u sers to 

estab l ish  Tel ePresence meetings. 
1.2  Cisco Remote A ssistan ce Serv ice  
Th e Cisco Remote A ssistance Serv ice is a recommend ed  ad d -
on serv ice f or th e Cisco Tel ePresence Sel ect O perate Serv ice.  
I n ord er to prov id e Cisco Remote A ssistance Serv ice, access 
to y ou r Cisco Tel ePresence Manager is req u ired  w ith  f u l l  
access prov id ed  to th e Cisco Remote A ssistance 
representativ e f or rel ated  remote sch ed u l ing assistance 
activ ities. Th e f ol l ow ing inf ormation pertains to th is 
compl ementary  serv ice:   

• 24x 7 x 365 A ccess to th e Tel ePresence Serv ice 
Center ( TSC)  

 
• Representativ es are av ail ab l e 24x 7x 365 v ia 

th e one-tou ch  Remote A ssistance 
representativ e b u tton in each  su pported  
Tel ePresence room.  
 

• I mmed iate escal ation of  issu es req u iring 
engineering su pport. 
 

• Remote sch ed u l ing assistance 
 

• Representativ es assist cu stomers w ith  step-b y -
step sch ed u l ing instru ctions and  escal ate any  
sch ed u l ing prob l ems th at cannot b e resol v ed  
remotel y  to th e on-site room contact, as 
d esignated  b y  th e Cu stomer. 
 

• Remote cal l  setu p assistance 
 

• Representativ es assist cu stomers w ith  step-b y -
step cal l  setu p instru ctions and  escal ate any  
cal l  setu p prob l ems to Cisco tech nical  
resou rces ( tech nical  prob l ems). Prob l ems th at 
cannot b e resol v ed  remotel y  are escal ated  to 
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th e on-site room contact, as d esignated  b y  th e 
Cu stomer. 
 

• “How -d o-I ” Hel p Desk  
 

• Representativ es assist cu stomers w ith  any  
q u estions rel ated  to th e u se of  th e 
Tel ePresence room. Formal  or 
compreh ensiv e training on th e u se of  
Tel ePresence is not cov ered  b y  th e Cisco 
Remote A ssistance Serv ice. 

 
• I ncid ent reporting [ inb ou nd / ou tb ou nd ]  
 

• Cisco notif ies th e Cu stomer-d esignated  
Tel ePresence room coord inator ( Room 
Coord inator) w h en I ncid ents are d etected  or 
reported  th at may  impact sch ed u l ed  cal l s 
( req u ires Cisco Tel ePresence Manager) or 
th e q u al ity  of  th e Tel ePresence u ser 
ex perience. 

 
• Representativ e organiz es th e resch ed u l ing 

of  a Tel ePresence cal l , if  necessary  and / or 
d esired .  

 
• Response to cu stomer cal l s ( to Remote 

A ssistance Hel p Desk ) w ith in 60  second s, 
b egin trou b l esh ooting w ith in th irty  ( 30 ) 
minu tes. 

 
• Singl e point of  contact f or reporting of  al l  

Tel ePresence issu es. Th is incl u d es issu es f or ref erral  
to th e Room Coord inator w h ich  incl u d es, b u t is not 
l imited  to: 
 

• I ssu es req u iring ph y sical  ad j u stment of  
Tel ePresence components. 

• Req u ests f or or remov al  of  su ppl ies.  
• Tel ePresence room env ironmental s ( i.e., 

temperatu re, room straigh tening). 
• A u d io conf erencing b ack u p, if  prov id ed  b y  

th e Cu stomer. A  Cisco Remote A ssistance 
representativ e rel ay s b ack u p au d io 
conf erencing access inf ormation in th e ev ent 
a Tel ePresence cal l  cannot b e estab l ish ed . 
Th e representativ e transf ers th e cal l ing party  
into th e au d io b rid ge to minimiz e u ser 
inconv enience.  

 
2 I n cid en t M an ag emen t 
 
W ith  th e Tel ePresence sol u tion, Cisco’s N etw ork  Management 
Center proactiv el y  monitors f or k ey  ev ents and  th resh ol d s. 
Cu stomer d ecl ared  incid ents may  b e reported  to th e Cisco 
Remote O perations Serv ice ( RO S) Serv ice Desk  v ia th e portal . 
High  priority  I ncid ents ( sy stem d ow n, d egrad ed  perf ormance, 
etc.) may  b e reported  b y  tel eph one. U pon receipt of  an incid ent 
b y  th e Cisco RO S Serv ice Desk , a tick et is created . Th e 
Serv ice Desk  is responsib l e f or managing th e I ncid ent, to 

incl u d e cu stomer commu nication th rou gh ou t th e I ncid ent 
management process.  
2.1  I n cid en t M on itorin g  
Th e ob j ectiv e of  I ncid ent monitoring is to d etect ev ents th at 
initiate th e I ncid ent management process. Sel ected  el ements 
of  Managed  Components are proactiv el y  monitored  24 h ou rs 
per d ay , 365 d ay s per y ear.   
A ctiv ities:  

• Monitor ( 24x 7x 365) manageab l e el ements of  th e 
Tel ePresence sol u tion th at may  cau se perf ormance 
issu es or d egrad e th e ex perience.  

• Detect I ncid ents. 
• Correl ate I ncid ents, w h ere appl icab l e. 
• Set I ncid ent priority , d epend ing on b u siness impact 

and  u rgency .  
• I sol ate th e cau se of  th e I ncid ent. 

Deliv erab les: 
• Conf irmed  I ncid ents ( tick et) 
• E-notif ication of  conf irmed  I ncid ents. 

2.1.1 I n cid en t T ick etin g  
A ctiv ities: 

• V iew  tick ets onl ine v ia th e Cisco RO S Portal . 
• Perf orm E-notif ication f or Tick et ev ents, if  req u ested  

b y  th e Cu stomer. 
Deliv erab les:  

• Tick et u pd ates at mil estone ev ents. 
2.1.2 N otification  

Cisco el ectronical l y  notif ies d esignated  Cu stomer contacts of  
new  incid ents.  N otif ications are sent to an email  ad d ress or 
email -capab l e mob il e d ev ices d esignated  b y  th e Cu stomer. 
Th e Cu stomer ( or its pref erred  v end or) is  notif ied  at k ey  
mil estones th rou gh ou t th e I ncid ent and  may  v iew  I ncid ent 
statu s and  d etail ed  inf ormation v ia th e Cisco RO S Portal . 
A ctiv ities: 

• Perf orm E-notif ication of  I ncid ents, if  req u ested  b y  th e 
Cu stomer. 

• Tick et u pd ates at mil estone ev ents. 
2.1.3 Resolu tion  

A f ter th e I ncid ent h as b een isol ated , th e N MC w ork s to resol v e 
th e I ncid ent. Resol u tion is compl ete w h en f u nctional ity  
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( Tel ePresence Serv ice) is restored . Th e resol u tion process 
incl u d es any  action th e N MC req u ires to restore f u nctional ity  or 
impl ement a w ork -arou nd . Th e N MC u ses w ork -arou nd  
sol u tions to restore al l  or partial  f u nctional ity  w h en f u l l  
f u nctional ity  cannot b e restored  w ith in committed  timef rames.  
W h en a w ork -arou nd  is impl emented , th e I ncid ent remains 
open and  is w ork ed  b y  th e N MC u ntil  resol v ed . Sh ou l d  th e 
N MC req u ire a ch ange to a Managed  Component to resol v e an 
issu e or impl ement a w ork  arou nd , th e N MC ref ers to th e 
Ch ange Management Process. 
A ctiv ities: 

• Resol v e I ncid ents. 
• W h en req u ired  su b mit, a Req u est f or Ch ange ( “RFC”) 

th rou gh  th e Ch ange Management process.  
• U pd ate th e Tick et to incl u d e resol u tion notes.  
• Perf orm E-notif ication f or Tick et ev ents, if  req u ested  

b y  Cu stomer. 
2.1.3.1  Disp atch  
Th e N MC d ispatch es v end ors as need ed  and  appropriate 
w ith in th e gu id el ines prescrib ed  b y  th e N MC. A s v end ors are 
d ispatch ed , th e Tick et is u pd ated  w ith  inf ormation rel ated  to 
th e d ispatch . 
A ctiv ities: 

• U pd ate th e Tick et to incl u d e d ispatch  notes.  
• Perf orm E-notif ication f or Tick et ev ents, if  req u ested  

b y  th e Cu stomer. 
2.1.3.2 E scalation  
Th e Cu stomer may  req u est escal ation of  a Tick et at any  time. 
A ctiv ities: 

• U pd ate th e Tick et to incl u d e escal ation notes. 
• Perf orm E-notif ication f or Tick et ev ents, if  req u ested  

b y  Cu stomer. 
2.1.3.3 V alid ation  

A f ter th e I ncid ent h as b een d ecl ared  resol v ed  b y  th e N MC, th e 
N MC v al id ates th e Managed  Component( s) to v erif y  th e 
resol u tion.   I f  th e resu l t of  th e v al id ation v erif ies th at th e 
I ncid ent is resol v ed , th e Tick et is u pd ated  w ith  inf ormation 
rel ated  to th e v al id ation. I f  th e resu l t of  th e v al id ation rev eal s 
th at th e I ncid ent is not resol v ed , th e I ncid ent is retu rned  to th e 
resol u tion process f or continu ed  w ork  .   
A ctiv ities: 

• U pd ate th e Tick et, to incl u d e v al id ation notes.  

• Perf orm E-notif ication f or Tick et ev ents, if  req u ested  
b y  Cu stomer. 

2.1.3.4  Closin g  T ick ets 

O nce th e N MC d ecl ares an I ncid ent resol v ed  and  v erif ied , th e 
incid ent is cl osed .  I n th e ev ent, th e I ncid ent recu rs, a new  
I ncid ent tick et is created  to accu ratel y  ref l ect th e recu rring 
natu re of  th e I ncid ent and  aid  in th e id entif ication of  Prob l ems. 
A ny  au th oriz ed  Cu stomer agent may  proactiv el y  req u est Tick et 
cl osu re f or any  Tick et.  Th e N MC rev iew s th e req u est, 
cond u cts a f ol l ow -u p w ith  th e cu stomer and  cl oses th e Tick et. 
A ctiv ities: 

• U pd ate th e Tick et to incl u d e cl osing notes.  
• Perf orm E-notif ication f or Tick et ev ents, if  req u ested  

b y  th e Cu stomer. 
2.2 Serv ice L ev el O b j ectiv es 
Sev erity  h and l ing and  d ef ined  processes b etw een Cisco and  
th e Cu stomer ( or pref erred  v end or) are d etail ed  d u ring th e 
Serv ice A ctiv ation ph ase in th e Cisco O perations Su pport 
Manu al . Th e target Mean Time to N otif y  ( MTTN ), regard l ess of  
sev erity , is 15 minu tes. Th is target assu mes au to-notif ication. 
Th e target Mean Time to Trou b l esh oot ( MTTT), regard l ess of  
sev erity , is 30  minu tes.  
For any  I ncid ent req u iring a d ispatch  ( RMA  of  h ard w are or 
Tel ecommu nications carrier), Cisco u ses al l  reasonab l e ef f orts 
to restore serv ice as q u ick l y  as possib l e. Cisco personnel  w ork  
w ith  th e d ispatch ed  tech nicians or engineers to d riv e an issu e 
to resol u tion, coterminou s w ith  ex isting SL A s b etw een th e 
Cu stomer and  th e d ispatch ed  party  ( Carrier, pref erred  v end or, 
or onsite maintenance prov id er). Regard l ess of  sev erity , Cisco 
prov id es no specif ic MTTR target, as th is d epend s h eav il y  on 
u nd erpinning contracts w ith  th e d ispatch ed  party . For Cisco 
prov id ed  maintenance ( Tel ePresence Essential  O perate), on-
site su pport incl u d es th e parameters d ef ined  in th e 
Tel ePresence Essential  O perate Serv ice Description.  
Sev erity 1 

• Tel ePresence Sy stem is u nav ail ab l e.  
• Meeting in progress or sch ed u l ed  w ith in 4 h ou rs.  
• Cisco and  th e cu stomer commit necessary  resou rces 

24x 7 to resol v e th e issu e.  
Sev erity 2 

• Tel ePresence Sy stem is u nav ail ab l e or ex perience 
sev erel y  d egrad ed ;  

• Meeting sch ed u l ed  w ith in 24 h ou rs. 
• Cisco and  th e cu stomer commit f u l l -time resou rces 

d u ring normal  b u siness h ou rs to resol v e th e issu e.  
Sev erity 3  
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• Tel ePresence Sy stem is u nav ail ab l e or ex perience 
sev erel y  d egrad ed ; no meeting is sch ed u l ed  w ith in 24 
h ou rs.  

• Perf ormance and / or d ev ice al arms w ith  a h igh  
prob ab il ity  of  mak ing th e Tel ePresence sy stem 
u nav ail ab l e and / or d egrad ed .  

• Cisco and  th e cu stomer commit resou rces d u ring th e 
normal  b u siness h ou rs to restore serv ice to 
satisf actory  l ev el s.  

Sev erity 4   
• N on-b u siness impacting al arms.  
• O th er q u estions, issu es, etc. 
• Cisco and  th e cu stomer commit resou rces d u ring th e 

normal  b u siness h ou rs to prov id e inf ormation or 
assistance as req u ested .  

3 P rob lem M an ag emen t 
Prob l em Management is th e process u sed  b y  th e N MC to 
id entif y  and  sol v e recu rring I ncid ents.  Th e ob j ectiv e of  
Prob l em Management is to id entif y  recu rring I ncid ents and  
resol v e th e root cau se to permanentl y  remov e th em. Th e N MC 
anal y z es I ncid ent trend s to id entif y  patterns and  sy stemic 
cond itions. I n th e ev ent a trend  is d etected , th e Prob l em 
resol u tion is d ocu mented  to h el p resol v e f u tu re I ncid ents more 
q u ick l y .  
A ctiv ities: 

• A nal y z e trend s f or I ncid ents on Managed  
Components. 

• I d entif y  recu rring I ncid ents and  ref er to I ncid ent 
Management f or resol u tion.  

Deliv erab les:  
• Creation of  a Tick et on th e Portal  f or th e Cu stomer to 

v iew .  
• E-notif ication f or Tick et ev ents, if  req u ested  b y  th e 

Cu stomer.  
4 .  Ch an g e M an ag emen t 
Ch ange Management is th e u se of  stand ard  meth od s and  
proced u res f or au th oriz ing, d ocu menting, and  perf orming al l  
ch anges.  Th e ob j ectiv e of  Ch ange Management is to mak e 
necessary  ch anges in an ef f icient and  accou ntab l e manner.  
4 .1   Ch an g e O rig in ation  
Th e f irst step in Ch ange Management is th e origination of  a 
Serv ice Req u est. Serv ice Ch ange Req u ests may  b e Cisco 
recommend ed  or Cu stomer-req u ested  ch anges and  are 
su mmariz ed  in th e f ol l ow ing tab l e.    
 

Cisco Recommen d ed  Ch an g es 
Ch an g es Req u ired  T o:  Resu ltin g  in :  
Resol v e an I ncid ent L ogical  or ph y sical  

ch ange 
Respond  to a critical  v u l nerab il ity  L ogical  ch ange 
A ppl y  a signatu re u pd ate to a 
secu rity  Managed  Component 

L ogical  ch ange 

A d d ress a prob l em L ogical  or ph y sical  
ch ange 

Cu stomer Req u ested  Ch an g es 
Ch an g es Req u ired  to:  Categ ory Ch an g e 

d escrip tion  
A d d , Del ete or Ch ange 
ph y sical  component on 
ex isting Managed  
Component 

Ch ange Ph y sical  Ch ange 

Ch ange ex isting l ogical  
f u nctional ity  ( U p g rad es)  

Ch ange L ogical  Ch ange; 
l ogical  v oice 
MA CS 

Ph y sical l y  mov e Managed  
Component 

Mov e Ph y sical  Mov e 

A d d  Managed  Components A d d  Ph y sical  ad d  
A d d ition of  new  f u nctional ity  A d d  L ogical  ad d  
Remov e Managed  
Components 

Del ete Ph y sical  d el ete 

 
Deliv erab le: 

• Creation of  a tick et on th e Portal  f or th e Cu stomer to 
v iew . 

4 .1.1 Cisco-Recommen d ed  Ch an g es  
Cisco recommend ed  ch anges originate f rom th e N MC. 
Ex ampl es may  incl u d e ( b u t are not l imited  to) ch anges to port 
speed  or d u pl ex  settings, access control  l ist ( A CL ) 
mod if ications, l ogging l ev el  ch anges or sof tw are u pd ates. 
B ef ore ex ecu ting a Cisco recommend ed  ch ange, th e N MC 
ev al u ates th e ch ange and  mak es a recommend ation to th e 
Cu stomer th at incl u d es th e critical ity  and  timef rame f or 
impl ementation. Th e N MC d oes not ex ecu te a ch ange u ntil  th e 
Cu stomer h as au th oriz ed  or pre-au th oriz ed  th e ch ange. Th ere 
are no ad d itional  ch arges f or any  Cisco recommend ed  
ch anges.  
Cisco-recommen d ed  ch an g es in clu d e: 

• Ch anges to resol v e an I ncid ent. 
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• Ch anges in response to a critical  v u l nerab il ity . 
• Ch anges to ad d ress a Prob l em. 

A ctiv ities: 
• Prov id e ch ange recommend ations.  
• Sch ed u l e recommend ed  ch anges. 

4 .1.1.1 Ch an g es req u ired  to resolv e an  I n cid en t 

Th e N MC may  need  to mak e ch anges to Managed  
Components to resol v e I ncid ents.  Th ese ch anges are u su al l y  
l ogical  ch anges to Managed  Component conf igu rations f or 
trou b l esh ooting and  impl ementing w ork arou nd s. Ch anges 
req u ired  to resol v e I ncid ents are impl emented  as need ed  b y  
th e N MC in accord ance w ith  th e Cu stomer’s Ch ange 
Management pol icy .    
4 .1.1.2 Ch an g es to resp on d  to a critical v u ln erab ility 

Cisco recogniz es th at certain critical  v u l nerab il ities h av e th e 
capab il ity  to d egrad e a Cu stomer’s sy stem and  sev erel y  l imit 
Serv ices.  A s new  v u l nerab il ities are rel eased , th e N MC 
ev al u ates th e sev erity  and  potential  impact to th e Cu stomer’s 
Tel ePresence sol u tion.  I f  th e v u l nerab il ity  is j u d ged  b y  th e 
N MC to b e critical  w ith  respect to Cu stomer saf egu ard s, and  
th e Cu stomer is impacted  b y  th e v u l nerab il ity , th e N MC 
recommend s ch anges to correct th e issu e.  I f  req u ested  b y  th e 
Cu stomer, ch anges are ex ecu ted  accord ing to th e priorities 
and  terms contained  in th is Serv ice Description f or Cu stomer 
Req u ested  Ch anges. Ch anges to ad d ress critical  
v u l nerab il ities are perf ormed  as q u ick l y  as possib l e, in 
coord ination w ith  th e Cu stomer.   
4 .1.1.3 Ch an g es to ad d ress a p rob lem 

Du ring th e cou rse of  th e Prob l em Management process, th e 
N MC is req u ired  to mak e ch anges to Tel ePresence Managed  
Components to resol v e Prob l ems.  Th ese ch anges are 
ty pical l y  l ogical  ch anges to Tel ePresence Managed  
Component conf igu rations f or trou b l esh ooting and  
impl ementing w ork arou nd s, and  may  al so incl u d e w ork ing w ith  
v end ors. Ch anges req u ired  to resol v e Prob l ems are 
impl emented  as need ed  b y  th e N MC in accord ance w ith  th e 
Cu stomer’s Ch ange Management pol icy .   
4 .1.2 Cu stomer Req u ested  Ch an g es 
Cu stomer req u ested  ch anges are ch anges th at d o not 
originate f rom th e N MC. A  Cu stomer may  u se th e on-l ine 
Ch ange Management Process on th e Cisco RO S Portal  to 
req u est a ch ange. Th e N MC ev al u ates th e ch ange req u est and  
w ork s w ith  th e Cu stomer to sch ed u l e th e ch ange.  
A  process th at incl u d es costs, timef rames, and  gu id el ines f or 
th e w ork  to b e compl eted  gov erns al l  Cu stomer req u ested  
ch anges. Th ese gu id el ines ensu re th at th e N MC receiv es 
proper notice to arrange th e req u ired  resou rces to compl ete 
th e w ork  and  th at th e w ork  is perf ormed  in a timel y  manner. 
Th e specif ics of  th e Ch ange Management Process, incl u d ing 

any  ad d itional  costs, are ou tl ined  in th e Cisco ch ange 
management d ocu ment.  
Th e N MC research es th e impact of  Cu stomer req u ested  
ch anges and  d iscu sses th e impl ications of  a req u ested  ch ange 
w ith  th e Cu stomer. I f  N MC b el iev es th e ch ange req u ires 
ad d itional  inf ormation, pl anning, d il igence, or testing, th e N MC 
reserv es th e righ t to ref u se th e Cu stomer req u ested  ch ange if  
Cisco b el iev es th e ch ange may  ad v ersel y  af f ect th e operations 
of  th e Managed  Components of  th e Tel ePresence sol u tion.  
Cu stomer-req u ested  ch an g es in clu d e: 

• Ph y sical l y  A d d , Del ete or Ch ange a component on an 
ex isting Managed  Component. 

• Ch ange ex isting l ogical  f u nctional ity  ( u pgrad e). 
• Ph y sical l y  Mov e a Managed  Component. 
• A d d  a Managed  Component. 
• A d d ition of  new  f u nctional ity . 
• Remov e a Managed  Component. 

A ctiv ities: 
• W ork  w ith  Cu stomer to u nd erstand  th eir Ch ange 

Management Process. 
• Prov id e instru ctions f or req u est a ch ange v ia th e 

Cisco RO S Portal . 
• Sch ed u l e a ch ange req u ests. 

4 .1.2.1 Ch an g e - P h ysical Ch an g e 

A  Ph y sical  Ch ange is a ch ange to a h ard w are el ement on an 
ex isting Managed  Component, su ch  as a netw ork  mod u l e or a 
h ard  d riv e.  Th e instal l ation process of  a Ph y sical  Ch ange 
inv ol v es l oad ing and  v erif ication of  th e new  Managed  
Component inf ormation in th e N MC d atab ase, as need ed . Th e 
conf igu ration process of  a Ph y sical  Ch ange incl u d es l ogical  
conf igu ration ch anges to ensu re th e f u nctional ity  of  th e 
Managed  Component. A  Ph y sical  Del etion th at req u ires a 
Cisco engineer to mak e mod if ications to th e Cu stomer’s 
netw ork  inf rastru ctu re to al l ow  th e d ev ice to b e remov ed  ( su ch  
as transf erring f u nctional ity  to anoth er Managed  Component, 
mod if y ing rou ting, etc.) req u ires a Ph y sical  Ch ange in ad d ition 
to a Ph y sical  Del ete. Ph y sical  Ch anges may  b e ex ped ited  f or a 
f ee.    
4 .1.3 T yp es of Ch an g es 

4 .1.3.1 Ch an g e – L og ical 

A  L ogical  Ch ange incl u d es ch anges to sof tw are on a 
Tel ePresence sol u tion and  its Managed  Components.  L ogical  
Ch anges are d iv id ed  into th ree categories: simpl e L ogical  
Ch anges, compl ex  L ogical  Ch anges and  sof tw are u pgrad es. 
Simpl e L ogical  Ch anges req u ire red u ced  l ev el s of  pl anning 
and  l ess th an f ou r h ou rs of  w ork . Compl ex  L ogical  Ch anges 
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req u ire an increased  l ev el  of  pl anning.  Th ese ch anges of ten 
inv ol v e mu l tipl e d ev ices and  req u ire more th an f ou r h ou rs of  
w ork .  I f  a ch ange is d etermined  to b e compl ex , it is treated  as 
a proj ect. Compl ex  L ogical  Ch anges h av e one or more of  th e 
f ol l ow ing traits: 

• I ntrod u ction of  a Serv ice or f u nctional ity  not cu rrentl y  
u sed  in th e netw ork . 

• Req u ired  engineering resou rces ex ceed  f ou r h ou rs. 
• Signif icant pl anning is req u ired . 
• Req u ested  w ork  is comprised  of  ten or more d ev ices. 

Sof tw are u pgrad es req u ire an increased  l ev el  of  pl anning and  
inv ol v e a separate f ee as ou tl ined  in th e pricing and  sch ed u l ing 
tab l e.    
4 .1.3.2 M ov e – P h ysical 

A  Ph y sical  Mov e is a ch ange th at ph y sical l y  mov es a 
Tel ePresence sol u tion Managed  Component f rom one l ocation 
to anoth er. Th e Cu stomer or a Partner is responsib l e f or 
ph y sical l y  mov ing th e component f rom one l ocation to anoth er. 
Cisco is responsib l e f or mak ing th e necessary  ch anges in th e 
N MC d atab ase and  th e conf igu ration of  th e Managed  
Component to ensu re continu ity  of  management. Th e N MC 
w ork s w ith  th e Cu stomer to coord inate th e Ph y sical  Mov e. 
Ph y sical  Mov es may  b e ex ped ited  f or a f ee.    
4 .1.3.3 A d d  – P h ysical 

A  Ph y sical  A d d  is th e ad d ition of  a new  component to b e 
managed  b y  th e N MC. A  d ata-gath ering process inv ol v es 
v erif ication and  l oad ing of  al l  Tel ePresence sol u tion Managed  
Component inf ormation in th e N MC d atab ase, incl u d ing serial  
nu mb ers, maintenance contract inf ormation, circu it inf ormation, 
Carrier inf ormation, and  more, as need ed . Th e conf igu ration 
process incl u d es l ogical  conf igu ration ch anges to ensu re th at 
th e new  component can b e managed . Ph y sical  A d d s may  b e 
ex ped ited  f or a f ee.  
4 .1.3.4 . A d d  – L og ical 

L ogical  A d d s incl u d e th e instal l ation of  new  sof tw are on 
Tel ePresence sol u tion Managed  Components to enh ance or 
introd u ce new  serv ices.  L ogical  A d d s are ch aracteriz ed  b y  th e 
instal l ation of  sof tw are th at ad d  f u nctional ity  to th e Managed  
Component, and  d o not req u ire a h igh  d egree of  pl anning and  
impl ications f or oth er Managed  Components.  I f  th e ad d ition of  
f u nctional ity  introd u ces new  serv ices to oth er Managed  
Components or end  u sers, or if  th e f u nctional ity  req u ires 
ex tensiv e pl anning, th e L ogical  A d d  w il l  b e treated  as a proj ect. 
L ogical  A d d s treated  as proj ects h av e one or more of  th e 
f ol l ow ing traits: 

• I ntrod u ction of  a Serv ice or f u nctional ity  is not 
cu rrentl y  b eing u sed  in th e netw ork . 

• Engineering resou rces req u ired  ex ceed s f ou r h ou rs. 

• Signif icant pl anning is req u ired  b ef ore 
impl ementation. 

• Req u ested  w ork  is comprised  of  ten or more d ev ices. 
L ogical  A d d s req u ire an ad d itional  f ee.  Th e N MC ev al u ates 
each  proj ect and  w ork  w ith  th e Cu stomer to approv e th e w ork  
to b e d one. 
Most L ogical  A d d s may  b e ex ped ited  f or a f ee.   
4 .1.3.5 Delete – P h ysical 

Ph y sical  Del etes mean th at Managed  Components are 
remov ed  f rom Cisco Sel ect O perate Serv ices.  Th e d ev ice may  
or may  not remain on th e Cu stomer’s netw ork . A  Ph y sical  
Del etion req u iring a Cisco engineer to mak e mod if ications to 
th e Cu stomer netw ork  inf rastru ctu re to al l ow  th e d ev ice to b e 
remov ed  ( su ch  as transf erring f u nctional ity  to anoth er 
Managed  Component, mod if y ing rou ting, etc.) is consid ered  a 
Ph y sical  Del ete and  a Ph y sical  Ch ange. Ph y sical  Del etes may  
b e ex ped ited  f or an ad d itional  f ee.  
4 .2 E x ecu tin g  ch an g es 

A f ter ch anges are ex ecu ted , th e N MC tests th e ch ange and  
notif ies th e Cu stomer th at th e ch ange w as ex ecu ted . O nce th e 
Cu stomer accepts th e ch ange, th e Tick et is cl osed .  Th e statu s 
of  ch anges may  b e v iew ed  on th e Cisco RO S Portal . 
A ctiv ities: 

• Process req u ests v ia th e Portal . 
• Maintain a ch ange d atab ase v isib l e th rou gh  th e 

Portal . 
• A ssess impact of  th e ch anges. 
• Cl assif y  ch ange req u ests. 
• A u th oriz e and  sch ed u l e ch ange req u ests. 
• Coord inate ch anges. 
• U pd ate Tick ets, to incl u d e ch ange statu s. 
• Rev iew  and  cl ose ch ange req u ests. 

Deliv erab les: 
• Ex ecu ted  ch ange. 
• Tick et u pd ate w ith  ch ange notes.  

 

4 .1.3.5 P ricin g  an d  Sch ed u lin g  

Pricing and  sch ed u l ing rel ated  to Cu stomer req u ested  ch anges 
are sh ow n in A ppend ix  A . 
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5 W eb  P ortal 
Cisco prov id es an on-l ine Portal  f or th e Cu stomer to rev iew  
Tick ets, Tick et metrics, and  reports f or th eir Managed  
Components.   
Deliv erab les: 

• Portal  accou nts f or au th oriz ed  empl oy ees. 
• I nv entory  inf ormation ( as av ail ab l e). 

o Sy stem d escription. 
o Maintenance v end or. 
o Maintenance cov erage ty pe and  contract 

nu mb er. 
o Serial  nu mb er. 
o I P A d d ress. 
o L ast d ate of  conf igu ration arch iv e. 

• Tick et inf ormation ( as av ail ab l e). 
o Tick et id entif ication nu mb er. 
o Tick et opened  d ate and  time  
o Tick et d escription  
o Cau se of  I ncid ent  
o Tick et statu s 
o  Site( s) af f ected   

• Reports ( as av ail ab l e). 
o Perf ormance A nal y sis – Data anal y sis 

reports th at graph  k ey  Managed  Component 
metrics su ch  as u til iz ation and  perf ormance; 
d oes not cu rrentl y  incl u d e u sage statistics f or 
Tel ePresence end -points. 

• Dail y . 
• W eek l y . 
• Month l y . 

o Month l y  Engineering A nal y sis – A  month l y  
 report containing engineering 
 recommend ations incl u d ing h igh  and  l ow  
 ex ceptions.  
o  A v ail ab il ity  – Th e u ptime of  Managed  
 Components; d oes not cu rrentl y  incl u d e 
 u sage statistics f or Tel epresence end points.  

• I nd iv id u al  Dev ice – A v ail ab il ity  f or a 
 singl e Managed  Component. 
• Dev ice Ty pe – A v ail ab il ity  f or a 

 grou p of  Managed  Components of  
 th e same ty pe. 

o Ex ceptions – High  and  l ow  ex ceptions f or 
 u til iz ation and  errors. 

• I nd iv id u al  Dev ice – Ex ceptions f or a 
 singl e Managed  Component. 

♦ Dail y  
♦ W eek l y  

• Dev ice Ty pe – Ex ceptions f or a 
 grou p of   Managed  Components of  
 th e same ty pe. 

♦ Month l y  High . 
♦ Month l y  L ow . 

o Tick et Metrics. 
• Mean Time to N otif y  – Th e av erage time 

to notif y  th e Cu stomer of  Tick ets across 
a sel ected  timef rame. 

• Mean Time to Resol v e; Singl e Ev ent – 
Th e av erage time to resol v e singl e 
ev ent I ncid ents across a sel ected  
timef rame. 

• Mean Time to Resol v e; Mu l tipl e Ev ents 
– Th e av erage time to resol v e mu l tipl e 
ev ent I ncid ents across a sel ected  
timef rame. 

• Tick et Cau se A nal y sis – A  graph  of  th e 
cau ses of  I ncid ents. 

• Tick et O rigination A nal y sis – A  graph  of  
th e originators of  Tick ets. 

• Tick et V ol u me: Top 10  Sites – V ol u me 
of  Tick ets across th e most h igh l y  
Tick eted  sites. 

• Tick ets: O pen v s. Cl osed  – Tick ets 
opened  and  cl osed  per d ay  across a 
sel ected  timef rame. 

6 Cu stomer Resp on sib ilities 
6.1   Serv ice A ctiv ation  
To ensu re Cisco’s ab il ity  to prov id e Serv ices f or Managed  
Components, Cisco req u ires th e Cu stomer to: 

• A ssign a proj ect manager to represent th e Cu stomer 
d u ring th e serv ice activ ation ph ase.  
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• A ssign a tech nical  l ead  to assist Cisco w ith  
estab l ish ing th e netw ork  access req u ired  f or remote 
management. 

• Su ppl y  inf ormation req u ested  in th e Serv ice A ctiv ation 
K it.  

6.2 Con n ectiv ity an d  N etw ork  A ccess 
• Th e component th at terminates th e management 

ch annel  mu st h av e access to th e oth er managed  
d ev ices. Th e Cu stomer mu st al l ow  access to th e 
oth er managed  d ev ices f rom th e termination point of  
th e management ch annel .  

• Cisco’s Remote I T-I nf rastru ctu re Management 
Serv ice is d el iv ered  u sing a col l ection of  protocol s 
and  ports. Th e Cu stomer mu st al l ow  th e col l ection of  
d ata f or Managed  Components.  

• To ensu re th at th e N MC can prov id e Serv ices f or th e 
Tel ePresence sol u tion, Cu stomer mu st prov id e Cisco 
f u l l  read / w rite SN MP access and  f u l l  ad ministrativ e 
priv il eges ( enab l e mod e, root access, A d min access, 
etc.) to al l  Managed  Components in th e Tel ePresence 
path , as w el l  as U nif ied  Commu nications components 
( d ed icated  Cisco Cal l  Manager) associated  w ith  
Tel ePresence and  al l  Tel ePresence components 

6.3 O p eration s Su p p ort 
• A  Cu stomer contact is assigned  as a coord inator f or 

each  Tel ePresence end -point f or w h ich  Cisco 
Serv ices h av e b een pu rch ased  to assist Cisco w ith  
non-tech nical  trou b l esh ooting task s in th at 
Tel ePresence room.  

 
• A  Cu stomer contact w h o coord inates th e ab il ity  to: 
 

o A ccess netw ork  components su pporting th e 
Tel ePresence sol u tion 

 
o Hav e access to th e Cu stomer’s su pport 

personnel  k now l ed geab l e of  th e sch ed u l ing 
sy stem. I f  Microsof t’s Ex ch ange ( Ex ch ange) 
sof tw are is u sed  f or Tel ePresence, prov id e 
su pport contact w ith  k now l ed ge of  th e Ex ch ange 
serv er and  integration pl atf orm. 

 
o Th e Cu stomer is responsib l e f or assigning a 

Process Manager w h o rev iew s and  coord inates 
th e approv al  of  ch anges to th e Cisco-Cu stomer 
O perations Su pport Manu al .  

 
6.4  M an ag ed  Comp on en ts 
• Th e Cu stomer is responsib l e f or prov id ing and  

maintaining th e netw ork  eq u ipment th at is not a 
Managed  Component. 

• Th e Cu stomer is responsib l e f or th e ph y sical  secu rity  
of  th e Managed  Components.  

• Th e Cu stomer agrees to al l ow  Cisco to retain and  
pu b l ish  aggregate statistics and  metrics f or non-
id entif iab l e trend ing anal y sis.  

• Th e Cu stomer is responsib l e f or prov id ing b ack -u p 
proced u res and  conf igu ration d ata f or th e netw ork  
eq u ipment ( non-Managed  Components). 

• Th e Cu stomer prov id es b ack -u p proced u res f or 
managed  d ev ices th at d o not h av e conf igu rations th at 
can b e arch iv ed  remotel y  ( Cisco Cal l Managers). Th is 
incl u d es d ev ices not ru nning CatO S or Cisco I O S. 
Cisco assists  in th e conf igu ration of  th e b ack u ps. Th e 
Cu stomer is responsib l e f or ensu ring th e b ack u ps ru n 
su ccessf u l l y .  

6.5 Su p p ort for N on -M an ag ed  Comp on en ts 
• Cisco d oes not prov id e any  su pport f or N on-Managed  

Components. Cisco h as a prof essional  Serv ices 
process f or h and l ing su pport req u ests. 

• Th e Cu stomer is responsib l e f or managing N on-
Managed  Components. 

 6.6  Commu n ication s an d  Ch an g e M an ag emen t 
• Cisco h as a co-management approach  to Managed  

Serv ices, al l ow ing th e Cu stomer and  oth er Cu stomer-
approv ed  v end ors to retain access to Cu stomer 
d ev ices. B ecau se mu l tipl e parties can mak e ch anges 
to th e env ironment, Cisco req u ires th at any one w ith  
access to th e Cu stomer’s env ironment f ol l ow  a 
consistent and  d ocu mented  Ch ange Management 
Process. Th is process is rev iew ed  and  agreed  u pon 
prior to compl etion of  th e impl ementation process.  

• Th e Cu stomer is responsib l e f or su ppl y ing th e N MC 
w ith  ch anged  d ata w ith  respect to th e Cu stomer and  
Managed  Components, as need ed , v ia th e Cisco 
RO S Portal .  

• Th e Cu stomer is responsib l e f or th e timel y  d el iv ery  of  
inf ormation req u ired  f or conf igu ration of  Managed  
Components notif ication proced u res.  

• Th e Cu stomer mu st notif y  th e N MC 72 h ou rs in 
ad v ance of  any  sch ed u l ed  maintenance.  

• Th e Cu stomer maintains sol e responsib il ity  f or 
inf orming Cisco of  Cu stomer empl oy ee statu s 
ch anges.  

• Th e Cu stomer is responsib l e f or prov id ing and  
maintaining a l ist of  Cu stomer empl oy ees au th oriz ed  
to req u est ch anges.  

• Th e Cu stomer is responsib l e f or prov id ing and  
maintaining an escal ation path  w ith in th e Cu stomer’s 
empl oy ee b ase.  

• Th e Cu stomer is responsib l e f or u ser training of  
Tel ePresence sol u tion.  
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6.7 Remote A ssistan ce Serv ice [ O p tion al]  
• Prov id e d esignated  Room Coord inator f or each  

Tel ePresence end  point.  
• B e responsib l e f or non-tech nical  trou b l esh ooting 

task s.  
• Hav e v isib il ity  and  access into Cu stomer sch ed u l ing 

sy stem of  th eir d esignated  Tel ePresence end -point.  
• Hav e email / ph one access to Cu stomer personnel  w h o 

sch ed u l e th e Tel ePresence room.  
• Hav e d irect on-site access to Cu stomer d esignated  

Tel ePresence end -point, as w el l  as each  of  th e 
Managed  Components w ith in th at room. 

7   Remote M an ag emen t A ctiv ation  
Th e Remote Management A ctiv ation is a process in w h ich  
Cisco prepares th e Cu stomer’s I T inf rastru ctu re f or Cisco 
management.  U sing ou r prov en serv ice activ ation 
meth od ol ogy  enab l es an ef f icient and  l ow  impact ef f ort to 
receiv e Cisco’s management Serv ices. Th is f ramew ork  
incl u d es:  

• Discov ering th e I T inf rastru ctu re.  
• Pl anning th e transition to management.  
• I mpl ementing th e management operations.  

7.1 Discov erin g  th e I T  I n frastru ctu re 
Discov ering th e I T inf rastru ctu re incl u d es th e pre-
impl ementation activ ities th at prov id e Cisco w ith  a h igh -l ev el   
u nd erstand ing of  th e Cu stomer’s  b u siness and  I T 
inf rastru ctu re need s. Th is assists ou r team in h av ing an 
accu rate u nd erstand ing of  th e Cu stomer’s req u irements b ef ore 
th e pl anning and  impl ementation process b egins.  
A ctiv ities: 

• I d entif y  k ey  Cu stomer participants and  sch ed u l e initial  
k ick -of f  meeting.  

• I nitial  engagement w ith  th e Cu stomer.  
Deliv erab le:  

• I ntrod u ction pack age.  
7.2 P lan n in g  th e T ran sition  to Cisco Remote M an ag emen t 

A ctiv ation  
Th e pu rpose of  pl anning th e transition is to prepare b oth  th e 
Cu stomer and  Cisco f or a smooth  management transition. Th is 
inv ol v es col l ecting and  v al id ating al l  tech nical  d etail s req u ired  
to enab l e remote I T inf rastru ctu re management, ensu ring th at 
th e Cu stomer h as a cl ear u nd erstand ing of  Serv ice f eatu res, 
and  estab l ish ing j oint interaction meth od s. Each  site is 
assessed  to ensu re th at no f u rth er w ork  is need ed  b ef ore th e 
site is tu rned  u p u nd er management.  

A ctiv ities: 
• Estab l ish  k ey  rel ationsh ips w ith  th e Cu stomer. 
• W ork  w ith  th e Cu stomer to d ev el op an 

impl ementation pl an. 
• G ath er Tel ePresence site inf ormation f rom th e 

Cu stomer and / or Cisco or Partner PDI  Team. 
• G ath er k ey  Managed  Component inf ormation f rom th e 

Cu stomer and / or Cisco or Partner PDI  Team. 
• Enter th e Cu stomer’s Managed  Component 

inf ormation into th e N MC d atab ase. 
• Def ine an escal ation pl an f or th e N MC and  th e 

Cu stomer. 
• Commu nicate th e Ch ange Management Process. 
• Compl ete appl icab l e L etters of  A gency . 
• O rd er Management Circu it. 
• Pl an f or I PSL A  rou ter instal l ation 

Deliv erab les: 
• Compl eted  Serv ice A ctiv ation K it. 
• Compl eted  Cisco O perations Manu al .  
• L etter of  A gency  on f il e in th e N MC. 
• Cisco Transition pl an d ocu ment. 
• I nstal l ation d ate f or Managed  Circu it ( Cisco prov id ed ). 

7.2.1 Remote I n frastru ctu re O p eration s Read in ess 
A p p rov al 

Prior to impl ementing management operations, th e N MC eith er 
approv es an ex isting managed  d ev ice or mak e 
recommend ations req u ired  f or accepting a new  managed  
inf rastru ctu re.  I f  th e necessary  ch anges are not mad e, 
acceptance of  th e ord er may  b e d el ay ed  or w ith d raw n. I f  th e 
Cu stomer w ish es to engage Cisco to impl ement th e 
recommend ations, a separate A greement to mak e th e ch anges 
may  b e req u ired .    
7.3 I mp lemen tin g  M an ag emen t O p eration s 
I mpl ementing management operations inv ol v es ex ecu ting th e 
transition proj ect pl an d ev el oped  in th e pl anning of  th e 
transition to management process. Cisco appoints a 
d esignated  proj ect coord inator w h o can f ocu s on estab l ish ed  
timel ines and  commitments. Du ring th is ph ase, Cisco 
estab l ish es management connectiv ity  and  ensu res th e 
Cu stomer contacts are aw are of  h ow  to interact w ith  th e N MC 
d u ring d el iv ery  of  th e Serv ice.   
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A ctiv ities: 
• Cisco w il l  prov id e management connectiv ity  to one 

l ocation in th e continental  U nited  States and  
associated  management rou ter to each  end -point to 
ef f ectiv el y  manage th e sol u tion, or Cisco w il l  prov id e 
necessary  connectiv ity  inf ormation f or Cu stomer 
prov id ed  connectiv ity  f rom one l ocation ou tsid e th e 
continental  U nited  States to th e nearest Cisco Point of  
Presence and  associated  management rou ter. 

• Cisco prov id es a Cisco Management Rou ter ( I PSL A  
rou ter th at is Cisco ow ned ) at each  Tel ePresence 
end -point, as necessary , to monitor k ey  perf ormance 
ind icators. I nstal l ation of  Management ( I PSL A ) 
rou ters is th e responsib il ity  of  th e Cu stomer. 

• Estab l ish  management access f or each  Managed  
Component v ia th e Management Connectiv ity .   

• Rev iew  th e conf igu ration of  al l  Managed  Components 
to ensu re read iness f or remote management. 

• W ork  w ith  th e Cu stomer on any  initial  management 
conf igu ration issu es and / or ch anges req u ired  f or 
su ccessf u l  management.  

• B egin ongoing I ncid ent monitoring of  Managed  
Components.   

Deliv erab les: 
• Estab l ish  Cisco RO S Portal  access and  v erif y  

Managed  Components inv entory . 
• Pu b l ish  sch ed u l ed  ev ents.  
• Train Cu stomer empl oy ees in th e u se of  th e Portal . 

• Prov id e th e Cu stomer w ith  a compl ete inv entory  of  
Managed  Components, pu b l ish ed  on th e Portal . 

• I PSL A  rou ters instal l ed  and  v erif ied . 
• Management Connectiv ity  instal l ed  and  v erif ied . 
• Perf orm G ap A nal y sis of  Managed  Components 

inv entory  and  resol v e any  d iscrepancies. 
• Pu b l ish  Cisco O perations Manu al  to Cu stomer 

personnel . 
• Cisco Tel ePresence Sel ect O perate su pport 

activ ated . 
A s necessary  f or th e N MC to perf orm its responsib il ities as 
stated  in th is Serv ice Description, th e N MC maintains an 
inf ormation repository  of  d ata w ith  respect to th e Cu stomer and  
th e Managed  Components th at are incl u d ed  in th e Cisco 
O perations Manu al . 
8 Serv ices N ot Cov ered  
I n ad d ition to th ose Serv ices N ot Cov ered  posted  at 
w w w .cisco.com/ go/ serv iced escriptions/  , th e f ol l ow ing are not 
su pported  u nd er th e Cisco Tel ePresence Sel ect O perate 
Serv ice:    

• I nstal l ation of  any  component, incl u d ing I PSL A  
rou ters or d ev ices th at terminate th e management 
connection. 

• Su pport of  a Prod u ct ( incl u d ing a Managed  
Component) th at is not on th e primary  Tel ePresence 
path  and  not managed  b y  Serv ice h erein.  

• Su pport of  sch ed u l ing sof tw are or th e integration of  
sch ed u l ing sof tw are to Cisco Tel ePresence Manager. 
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A p p en d ix  A  – P ricin g  an d  Sch ed u lin g  

 
 

Cu stomer Req u ested  Ch an g es 
Categ ory T yp e T u rn arou n d  T ime Stan d ard  F ees N otes E x p ed ite F ees 

L ogical  
  72 Hou rs*  $ 0    $ 175/  per 

req u est1 Ch ange 
Ph y sical    7 Day s*  $ 350    

Mov e Ph y sical  
  14 Day s*  $ 350  

 Th is d oes not incl u d e 
th e ph y sical  mov e of  a 
Tel ePresence Room 
and  al l  of  its 
components.  

Ph y sical   
 14 Day s*  $ 350    

A d d  L ogical   
 14 Day s*  $ 350    

Ph y sical  - Simpl e 
 7 Day s*  $ 0    

Del ete Ch anges greater 
th an f ou r h ou rs of  

w ork  
See N ote* *  

Cisco Remote 
Management 
Serv ices 

Prof essional  
Serv ices: $ 250  per 
h ou r w ith  4 h ou r 

minimu m 

Scope and  cost to b e 
d etermined  on an 

ind iv id u al  case b asis 

$ 120 0  +  Time and  
Material s/  per 

d ev ice1 

Proj ect 
Ch anges greater 
th an f ou r h ou rs of  

w ork  
See N ote* *  

Cisco Remote 
Management 
Serv ices 

Prof essional  
Serv ices: $ 250  per 
h ou r w ith  4 h ou r 

minimu m 

Scope and  cost to b e 
d etermined  on an 

ind iv id u al  case b asis 
Hand l ed  w ith in 
th e Statement of  
W ork  process 

1 Timing su b j ect to h ard w are, v end or, and  Cisco Sel ect O perate Serv ices resou rce av ail ab il ity  
*  A l l  timef rames stated  in cal end ar d ay s 
* *  A d d ition of  a new  managed  site req u ires PDI  ( Pl an, Design, and  I mpl ement) w ork  th at mu st b e h and l ed  b y  a q u al if ied  PDI  A TP 
Partner prior to Cisco Remote Management Serv ices tak ing th e eq u ipment u nd er management.  
N ote: E x p ed ite F ee means ch arges paid  b y  th e Cu stomer to Cisco to perf orm Cu stomer req u ested  ch anges w ith ou t th e ch ange 
l ead -time. Ex ped ited  Cu stomer req u ested  ch anges can al w ay s b e cancel l ed  or ch anged ; h ow ev er, th e Cu stomer w il l  stil l  b e 
responsib l e f or h al f  of  th e Ex ped ite Fee.  
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