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Service Description: C isco U nif ied  C om m u nica tions E ssentia l  O pera te 
Services 
T h is  d oc u m en t d es c r ib es  U n if ied  C om m u n ic ation s  E s s en tial  
O p er ate S er v ic es . 
Related Documents :   T h is  d oc u m en t s h ou l d  b e r ead  in  
c on j u n c tion  w ith  th e f ol l ow in g d oc u m en ts  al s o p os ted  at 
w w w .c is c o.c om / go/ s er v ic ed es c r ip tion s /  :  (1)  G l os s ar y  of  
T er m s ;  (2)  L is t of  S er v ic es  N ot C ov er ed ;  an d  (3)  S ev er ity  an d  
E s c al ation  G u id el in es .  A l l  c ap ital iz ed  ter m s  in  th is  d es c r ip tion  
h av e th e m ean in g as c r ib ed  to th em  in  th e G l os s ar y  of  T er m s . 
Di r ect S ale f r om C i sco.   I f  y ou  h av e p u r c h as ed  th es e 
S er v ic es  d ir ec tl y  f r om  C is c o,  th is  d oc u m en t is  in c or p or ated  in to 
y ou r  M as ter  S er v ic es  A gr eem en t (M S A ) ,  A d v an c ed  S er v ic es  
A gr eem en t (A S A )  or  eq u iv al en t s er v ic es  agr eem en t ex ec u ted  
b etw een  y ou  an d  C is c o.  I n  th e ev en t of  a c on f l ic t b etw een  th is  
S er v ic e D es c r ip tion  an d  y ou r  M S A  or  eq u iv al en t s er v ic es  
agr eem en t,  th is  S er v ic e D es c r ip tion  s h al l  gov er n . 
S ale v i a C i sco A uth or i z ed Reseller .   I f  y ou  h av e p u r c h as ed  
th es e S er v ic es  th r ou gh  a C is c o A u th or iz ed  R es el l er ,  th is  
d oc u m en t is  f or  d es c r ip tion  p u r p os es  on l y ;  is  n ot a c on tr ac t 
b etw een  y ou  an d  C is c o.  T h e c on tr ac t,  if  an y ,  gov er n in g th e 
p r ov is ion  of  th is  S er v ic e w il l  b e th e on e b etw een  y ou  an d  y ou r  
C is c o A u th or iz ed  R es el l er .  Y ou r  C is c o A u th or iz ed  R es el l er  
s h ou l d  p r ov id e th is  d oc u m en t to y ou ,  or  y ou  c an  ob tain  a c op y  
of  th is  an d  oth er  C is c o s er v ic e d es c r ip tion s  at   
w w w .c is c o.c om / go/ s er v ic ed es c r ip tion s / .   
C is c o s h al l  p r ov id e th e E s s en tial  O p er ate S er v ic es  d es c r ib ed  
b el ow  as  s el ec ted  an d  d etail ed  on  th e Pu r c h as e O r d er  f or  
w h ic h  C is c o h as  b een  p aid  th e ap p r op r iate f ee. 
Essential Operate Services  
E s s en tial  O p er ate S er v ic es  c on s is ts  of  i)  U ni f i ed 
C ommuni cati ons S of tw ar e A p p li cati on M ai ntenance 
S up p or t or  ii)  U ni f i ed C ommuni cati ons S of tw ar e 
A p p li cati on M ai ntenance S up p or t an d  U ni f i ed 
C ommuni cati on S er v er  S up p or t.   
S er v i ce S ummar y   
U n if ied  C om m u n ic ation s  S of tw ar e A p p l ic ation  M ain ten an c e 
S u p p or t an d  U n if ied  C om m u n ic ation  S er v er  S u p p or t p r ov id es  
r eac tiv e m ain ten an c e s u p p or t in  th e f or m  of  tec h n ic al  s u p p or t,  
ac c es s  to C is c o.c om ,  S of tw ar e s u p p or t an d  ad v an c ed  
r ep l ac em en t H ar d w ar e s u p p or t of  C is c o’ s  U n if ied  

C om m u n ic ation s  f am il y  of  v oic e an d  I P c om m u n ic ation s  
p r od u c ts .   
 
U ni f i ed C ommuni cati ons S of tw ar e A p p li cati on 
M ai ntenance S up p or t 
C i sco Resp onsi b i li ti es:  

• C is c o T ec h n ic al  A s s is tan c e C en ter  (T A C )  ac c es s  24 
h ou r s  p er  d ay ,  7  d ay s  p er  w eek  to as s is t b y  
tel ep h on e,  f ax ,  el ec tr on ic  m ail  or  th e in ter n et w ith  
A p p l ic ation  S of tw ar e u s e,  c on f igu r ation  an d  
tr ou b l es h ootin g is s u es . C is c o w il l  r es p on d  w ith in  on e 
(1)  h ou r  f or  al l  c al l s  r ec eiv ed  d u r in g S tan d ar d  
B u s in es s  H ou r s  an d  f or  S ev er ity  1 an d  2 c al l s  
r ec eiv ed  ou ts id e S tan d ar d  B u s in es s  H ou r s .  F or  
S ev er ity  3 an d  4 c al l s  r ec eiv ed  ou ts id e S tan d ar d  
B u s in es s  H ou r s ,  C is c o w il l  r es p on d  n o l ater  th an  th e 
n ex t B u s in es s  D ay . 

• M an age p r ob l em s  ac c or d in g to th e C is c o S ev er ity  
an d  E s c al ation  G u id el in e. 

• A c c es s  to C is c o.c om .  T h is  s y s tem  p r ov id es  
C u s tom er  w ith  h el p f u l  tec h n ic al  an d  gen er al  
in f or m ation  on  C is c o Pr od u c ts  as  w el l  as  ac c es s  to 
C is c o' s  on -l in e S of tw ar e C en ter  l ib r ar y . Pl eas e n ote 
th at ac c es s  r es tr ic tion s  id en tif ied  b y  C is c o f r om  tim e 
to tim e m ay  ap p l y . 

• W or k -ar ou n d  s ol u tion s  or  p atc h es  to r ep or ted  
A p p l ic ation  S of tw ar e p r ob l em s  u s in g r eas on ab l e 
c om m er c ial  ef f or ts . F or  an  A p p l ic ation  S of tw ar e 
p atc h ,  a M ain ten an c e R el eas e f or  th e A p p l ic ation  
S of tw ar e ex p er ien c in g th e p r ob l em  w il l  b e p r ov id ed  as  
f ol l ow s :  (a)  d ow n l oad  f r om  C is c o.c om  (as  av ail ab l e) ,  
or  (b )  s h ip m en t of  A p p l ic ation  S of tw ar e on  m ed ia 
s u c h  as  C D R O M  u s in g a n om in ated  c ar r ier . R eq u es ts  
f or  al ter n ativ e c ar r ier s  w il l  b e at C u s tom er ’ s  ex p en s e.  

• M in or  an d  M ain ten an c e R el eas es .  T h e A p p l ic ation  
S of tw ar e r el eas es  an d  s u p p or tin g D oc u m en tation  ar e 
av ail ab l e on  th e C is c o.c om  S of tw ar e C en ter  
(w w w .c is c o.c om / s of tw ar e)  or  on  m ed ia s u c h  as  
C D R O M ,  th r ou gh  th e C is c o Pr od u c t U p gr ad e T ool  
(PU T )  (w w w .c is c o.c om / u p gr ad e) . A p p l ic ab l e 
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s u p p or tin g D oc u m en tation ,  if  av ail ab l e,  is  on  
C is c o.c om  an d  is  l im ited  to on e c op y  p er  r el eas e.  
A d d ition al  c op ies  m ay  b e p u r c h as ed . 

C ustomer  Resp onsi b i li ti es:  
T h e p r ov is ion  of  th e S er v ic e op tion s  as s u m es  th at C u s tom er  
w il l :  

• Pr ov id e a s ev er ity  l ev el  as  d es c r ib ed  in  th e C is c o 
S ev er ity  an d  E s c al ation  G u id el in e f or  al l  th e c al l s  
C u s tom er  p l ac es . 

• Pr ov id e,  at C u s tom er ’ s  ex p en s e,  r eas on ab l e ac c es s  
to th e Pr od u c t th r ou gh  th e I n ter n et or  v ia m od em  to 
es tab l is h  a d ata c om m u n ic ation  l in k  b etw een  
C u s tom er  an d  th e C is c o T A C  en gin eer  an d  s y s tem s  
p as s w or d s  s o th at p r ob l em s  m ay  b e d iagn os ed  an d ,  
w h er e p os s ib l e,  c or r ec ted  r em otel y .   

• Pr ov id e th ir ty  (30 )  d ay s  N otic e to C is c o of  an y  
r eq u es ted  ad d ition (s )  to y ou r  E q u ip m en t L is t. 

• N otif y  C is c o,  u s in g C is c o.c om ,  of  Pr od u c t on  th e 
E q u ip m en t L is t w h ic h  C u s tom er  h as  m ov ed  to a n ew  
l oc ation  w ith in  th ir ty  (30 )  d ay s  of  s u c h  r el oc ation . 
Pl eas e b e aw ar e th at th e S er v ic es  w il l  b e p r ov id ed  to 
C u s tom er  b egin n in g th ir ty  (30 )  d ay s  af ter  r ec eip t of  
y ou r  n otif ic ation . C is c o w il l  al s o n eed  C u s tom er  to 
n otif y  C is c o of  an y  m od if ic ation  to th e Pr od u c t an d  
c on f igu r ation  in c l u d in g u p gr ad es  or  c h an ges  to F R U s  
n ot in  th e or igin al  c on f igu r ation  w ith in  f iv e (5 )  d ay s  of  
s u c h  m od if ic ation . 

• Pr ov id e c u r r en t s h ip m en t c on tac t in f or m ation  as  
f ol l ow s :  c on tac t n am e,  titl e,  ad d r es s ,  tel ep h on e 
n u m b er ,  e-m ail  ad d r es s ,  an d  f ax  n u m b er .  

• Pr ov id e v al id  an d  ap p l ic ab l e s er ial  n u m b er s  f or  al l  
Pr od u c t p r ob l em s  an d  is s u es  r ep or ted  to C is c o or  
w h er e C u s tom er  is  s eek in g in f or m ation  f r om  C is c o in  
c on n ec tion  w ith  Pr od u c t u s e. C is c o m ay  al s o r eq u ir e 
C u s tom er  to p r ov id e ad d ition al  in f or m ation  in  th e f or m  
of  l oc ation  of  th e Pr od u c t,  c ity  l oc ation  d etail s  an d  z ip  
c od e in f or m ation .  

• W h en  r eq u es ted ,  p r ov id e C is c o w ith  a l is t of  al l  
p er s on n el  th at C u s tom er  h as  au th or iz ed  to c on tac t 
C is c o or  ac c es s  C is c o.c om  f or  S er v ic es  an d  to 
d ow n l oad  S of tw ar e f r om  C is c o.c om  or  C is c o' s  PU T . 
C u s tom er  is  r es p on s ib l e f or  r ev iew in g th e l is t on  an  
an n u al  b as is  an d  ad d in g or  r em ov in g p er s on n el  as  
n ec es s ar y  

• V er if y  an y  in -tr an s it d am age of  th e m ed ia f or  th e 
A p p l ic ation  S of tw ar e r el eas es .  

• U p d ate to th e l ates t A p p l ic ation  S of tw ar e r el eas e an d  
l ates t th ir d -p ar ty  S of tw ar e r el eas e,  if  r eq u ir ed  b y  
C is c o to c or r ec t a r ep or ted  A p p l ic ation  S of tw ar e 
p r ob l em . 

• Pay  al l  en gin eer in g tim e,  tr av el ,  an d  ou t-of -p oc k et 
ex p en s es  if  C u s tom er  r eq u es t p er f or m an c e of  on s ite 
S er v ic es  or  S er v ic es  ou ts id e th e s c op e of  S er v ic e 
op tion s  d es c r ib ed  in  th is  d oc u m en t.   

• Pr ov id e an y  H ar d w ar e r eq u ir ed  to p er f or m  f au l t 
is ol ation . 

• R ec eiv e S er v ic es  on  C is c o A p p l ic ation  S of tw ar e f or  
w h ic h  C u s tom er  h as :   
• Pu r c h as ed  a v al id  an d  c u r r en t l ic en s e f or  th e 

l ates t M aj or  an d  M in or  r el eas e or  is  r en ew in g 
s u p p or t f or  a v al id  s u p p or ted  l ic en s e r ev is ion . 

• M ak e al l  r eas on ab l e ef f or ts  to is ol ate th e A p p l ic ation  
S of tw ar e p r ob l em  p r ior  to r eq u es tin g s u p p or t f r om  
C is c o. 

• A c q u ir e,  in s tal l  c on f igu r e an d  p r ov id e tec h n ic al  
s u p p or t f or  al l :   
• T h ir d -p ar ty  Pr od u c ts ,  in c l u d in g u p gr ad es  r eq u ir ed  

b y  C is c o or  r el ated  S er v ic es ;  an d  
 
• N etw or k  in f r as tr u c tu r e,  in c l u d in g,  b u t n ot l im ited  

to,  l oc al  an d  w id e-ar ea d ata N etw or k s  an d  
eq u ip m en t r eq u ir ed  b y  C is c o f or  op er ation  of  
A p p l ic ation  S of tw ar e. 

• M ain tain  C u s tom er ’ s  en tir e A p p l ic ation  S of tw ar e 
im p l em en tation  f or  c on f igu r ab l e A p p l ic ation  S of tw ar e 
c u r r en tl y  in  u s e u n d er  th e s am e S er v ic e op tion  f or  
C is c o to p r ov id e S er v ic es  f or  an y  p or tion  of  
C u s tom er ’ s  A p p l ic ation  S of tw ar e im p l em en tation . 

U ni f i ed C ommuni cati ons S of tw ar e A p p li cati on 
M ai ntenance S up p or t and U ni f i ed C ommuni cati on S er v er  
S up p or t 
U n if ied  C om m u n ic ation s  S er v er  S u p p or t is  n ot a s ep ar atel y  
s ol d  S er v ic e an d  it is  n ot in c l u d ed  as  p ar t of  th e U n if ied  
C om m u n ic ation s  S of tw ar e A p p l ic ation  M ain ten an c e S u p p or t.  
T h e s er v ic es  d es c r ib ed  b el ow  ar e on l y  av ail ab l e as  p ar t of  th e 
en tir e E s s en tial  O p er ate S er v ic es  of f er in g.  I n  ad d ition  to th e 
s er v ic es  d es c r ib ed  u n d er  U n if ied  C om m u n ic ation s  S of tw ar e 
A p p l ic ation  M ain ten an c e S u p p or t,  th e f ol l ow in g s er v ic es  ar e 
p r ov id ed  w h en  U n if ied  C om m u n ic ation s  S of tw ar e A p p l ic ation  
M ain ten an c e S u p p or t an d  U n if ied  C om m u n ic ation  S er v er  
S u p p or t is  p u r c h as ed  b y  C u s tom er .  
C i sco Resp onsi b i li ti es:   

• C is c o T ec h n ic al  A s s is tan c e C en ter  (T A C )  ac c es s  24 
h ou r s  p er  d ay ,  7  d ay s  p er  w eek  to as s is t w ith  Pr od u c t 
u s e,  c on f igu r ation  an d  tr ou b l e s h ootin g is s u es  an d  
ac c es s  to C is c o.c om . C is c o w il l  r es p on d  w ith in  on e 
(1)  h ou r  f or  al l  c al l s  r ec eiv ed  d u r in g S tan d ar d  
B u s in es s  H ou r s  an d  f or  S ev er ity  1 an d  2 c al l s  
r ec eiv ed  ou ts id e S tan d ar d  B u s in es s  H ou r s .  F or  
S ev er ity  3 an d  4 c al l s  r ec eiv ed  ou ts id e S tan d ar d  
B u s in es s  H ou r s ,  C is c o w il l  r es p on d  n o l ater  th an  th e 
n ex t B u s in es s  D ay .    
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• M an age p r ob l em s  ac c or d in g to th e C is c o S ev er ity  
an d  E s c al ation  G u id el in e. 

• A c c es s  to C is c o.c om .  T h is  s y s tem  p r ov id es  
C u s tom er  w ith  h el p f u l  tec h n ic al  an d  gen er al  
in f or m ation  on  C is c o Pr od u c ts  as  w el l  as  ac c es s  to 
C is c o' s  on -l in e S of tw ar e C en ter  l ib r ar y . Pl eas e n ote 
th at ac c es s  r es tr ic tion s  id en tif ied  b y  C is c o f r om  tim e 
to tim e m ay  ap p l y . 

• W or k -ar ou n d  s ol u tion s  or  p atc h es  to r ep or ted  
S of tw ar e p r ob l em s  u s in g r eas on ab l e c om m er c ial  
ef f or ts . C is c o w il l  eith er  m ak e av ail ab l e a S of tw ar e 
p atc h  f r om  th e C is c o.c om  S of tw ar e C en ter  
(w w w .c is c o.c om / s of tw ar e)  or  s h ip  a M ain ten an c e 
R el eas e to C u s tom er  f or  th e Pr od u c t ex p er ien c in g th e 
p r ob l em .  

• U p d ates  w h er e av ail ab l e an d  w h er e C u s tom er  
r eq u es ts  th es e f or  s u p p or ted  S of tw ar e.  

• I f  a F eatu r e S et U p gr ad e is  l ic en s ed ,  C u s tom er  w il l  b e 
en titl ed  to U p d ates  (s u b j ec t to an y th in g to th e c on tr ar y  
c on tain ed  in  th is  d oc u m en t or  th e A gr eem en t)  at th e 
u p gr ad ed  l ev el  f or  th e l ic en s ed  H ar d w ar e. 

• S of tw ar e r el eas es  an d  an y  s u p p or tin g D oc u m en tation  
w il l  b e m ad e av ail ab l e f r om  th e C is c o.c om  S of tw ar e 
C en ter  (w w w .c is c o.c om / s of tw ar e)  or  on  p h y s ic al  
m ed ia s u c h  as  C D R O M . A p p l ic ab l e s u p p or tin g 
D oc u m en tation ,  if  av ail ab l e,  is  l im ited  to on e c op y  p er  
S of tw ar e r el eas e. C u s tom er  c an ,  h ow ev er ,  p u r c h as e 
ad d ition al  c op ies  f r om  C is c o. 

A dv ance Rep lacement and O n-S i te S er v i ce 
C i sco Resp onsi b i li ti es:  
C is c o s h al l  u s e c om m er c ial l y  r eas on ab l e ef f or ts  to p r ov id e 
C u s tom er  w ith  th e A d v an c e R ep l ac em en t S er v ic es  an d / or  O n -
s ite S er v ic es  th at C u s tom er  h as  s el ec ted  an d  d etail ed  in  Par ts  
I  an d  I I  b el ow  an d  w h er e av ail ab l e.  
A d v an c e R ep l ac em en t an d  O n -S ite S er v ic es  ar e s u b j ec t to 
geogr ap h ic  an d  w eigh t r es tr ic tion s  d ep en d in g u p on  C u s tom er ’ s  
l oc ation . C u s tom er  m ay  c h ec k  av ail ab il ity  b y  ac c es s in g C is c o' s  
S er v ic e A v ail ab il ity  M atr ix  at:  h ttp : / / w w w .c is c o.c om / c gi-
b in / f r on t.x / agen ts / S A M / c c a_ s am _ l an d in g.c gi. Pl eas e n ote th at 
d es tin ation  c ou n tr y  im p or tation ,  c om p l ian c e w ith  U S  ex p or t 
c on tr ol s  an d  c u s tom s  p r oc es s es  m ay  c on d ition  ac tu al  d el iv er y  
tim es . S h ip m en ts  w il l  b e D D U  (I n c oter m s  20 0 0 ) ,  ex c ep t f or  
s h ip m en t to an d  f r om  th e E u r op ean  U n ion  w il l  b e s h ip p ed  D D P 
(I n c oter m s  20 0 0 ) ,  u s in g C is c o' s  p r ef er r ed  c ar r ier ,  f r eigh t 
p r ep aid  b y  C is c o,  ex c l u d in g im p or t d u ties ,  tax es  an d  f ees ,  
w h er e ap p l ic ab l e. R eq u es ts  f or  al ter n ate c ar r ier s  w il l  b e at 
C u s tom er ’ s  ex p en s e. C h as s is  an d  l in e c ar d  A d v an c e 
R ep l ac em en t S er v ic e m u s t b e at th e s am e l ev el  of  c ov er age. 
C is c o w il l  p r ov id e C u s tom er  w ith  A d v an c e R ep l ac em en t(s )  th at 
ar e eith er  n ew  or  eq u iv al en t to n ew .  

P ar t I  - A dv ance Rep lacement S er v i ces  
• 8 x 5 x N ex t B u s in es s  D ay :  A n  A d v an c e R ep l ac em en t 

w il l  s h ip  to ar r iv e th e n ex t B u s in es s  D ay  p r ov id ed  th at 
C is c o' s  d eter m in ation  of  H ar d w ar e f ail u r e h as  b een  
m ad e b ef or e 3: 0 0  p .m . D ep ot T im e. I f  C u s tom er  m ak e 
a r eq u es t af ter  3: 0 0  p .m . D ep ot T im e,  C is c o w il l  s h ip  
th e A d v an c e R ep l ac em en t th e n ex t B u s in es s  D ay . 

• 8 x 5 x 4:  A d v an c e R ep l ac em en t on  a F ou r -H ou r  
R es p on s e b as is  b etw een  9 : 0 0  a.m . an d  5 : 0 0  p .m . 
D ep ot T im e th e s am e B u s in es s  D ay ,  p r ov id ed  th at 
C is c o' s  d eter m in ation  of  H ar d w ar e f ail u r e h as  b een  
m ad e b ef or e 1: 0 0  p .m . D ep ot T im e.  I f  C u s tom er  
m ak e a r eq u es t af ter  1: 0 0  p .m . D ep ot T im e,  C is c o w il l  
d el iv er  th e A d v an c e R ep l ac em en t th e m or n in g of  th e 
n ex t B u s in es s  D ay . 

• 24x 7 x 4:  A d v an c e R ep l ac em en t p ar ts  on  a F ou r -H ou r  
R es p on s e b as is  tw en ty -f ou r  (24)  h ou r s  p er  d ay ,  
s ev en  (7 )  d ay s  p er  w eek ,  in c l u d in g C is c o-ob s er v ed  
h ol id ay s .  

 
P ar t I I  - O n-S i te S up p or t S er v i ces  

• O n -S ite 24x 7 x 4:  F ou r  H ou r  R es p on s e f or  R em ed ial  
H ar d w ar e M ain ten an c e tw en ty  f ou r  (24)  h ou r s  p er  
d ay ,  s ev en  (7 )  d ay s  p er  w eek  in c l u d in g C is c o 
ob s er v ed  h ol id ay s . 

C ustomer  Resp onsi b i li ti es:  
T h e p r ov is ion  of  th e S er v ic e op tion s  as s u m es  th at C u s tom er  
w il l :  

• Pr ov id e a p r ior ity  l ev el  as  d es c r ib ed  in  th e C is c o 
S ev er ity  an d  E s c al ation  G u id el in e f or  al l  th e c al l s  
C u s tom er  p l ac es . 

• Pr ov id e,  at C u s tom er ’ s  ex p en s e,  r eas on ab l e ac c es s  
to th e Pr od u c t th r ou gh  th e I n ter n et or  v ia m od em  to 
es tab l is h  a d ata c om m u n ic ation  l in k  b etw een  
C u s tom er  an d  th e C is c o T A C  en gin eer  an d  s y s tem s  
p as s w or d s  s o th at p r ob l em s  m ay  b e d iagn os ed  an d ,  
w h er e p os s ib l e,  c or r ec ted  r em otel y .   

• Pr ov id e th ir ty  (30 )  d ay s  N otic e to C is c o of  an y  
r eq u es ted  ad d ition (s )  to C u s tom er ’ s  E q u ip m en t L is t. 

• N otif y  C is c o,  u s in g C is c o.c om ,  of  Pr od u c t on  th e 
E q u ip m en t L is t w h ic h  C u s tom er  h as  m ov ed  to a n ew  
l oc ation  w ith in  th ir ty  (30 )  d ay s  of  s u c h  r el oc ation . 
Pl eas e b e aw ar e th at th e S er v ic es  w il l  b e p r ov id ed  to 
C u s tom er  b egin n in g th ir ty  (30 )  d ay s  af ter  r ec eip t of  
C u s tom er ’ s  n otif ic ation . C is c o w il l  al s o n eed  
C u s tom er  to n otif y  C is c o of  an y  m od if ic ation  to th e 
Pr od u c t an d  c on f igu r ation  in c l u d in g u p gr ad es  or  
c h an ges  to F R U s  n ot in  th e or igin al  c on f igu r ation  
w ith in  f iv e (5 )  d ay s  of  s u c h  m od if ic ation .  
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• Pr ov id e c u r r en t s h ip m en t c on tac t in f or m ation  as  
f ol l ow s :  c on tac t n am e,  titl e,  ad d r es s ,  tel ep h on e 
n u m b er ,  e-m ail  ad d r es s ,  an d  f ax  n u m b er .  

• Pr ov id e v al id  an d  ap p l ic ab l e s er ial  n u m b er s  f or  al l  
Pr od u c t p r ob l em s  an d  is s u es  r ep or ted  to C is c o or  
w h er e C u s tom er  is  s eek in g in f or m ation  f r om  C is c o in  
c on n ec tion  w ith  Pr od u c t u s e. C is c o m ay  al s o r eq u ir e 
C u s tom er  to p r ov id e ad d ition al  in f or m ation  in  th e f or m  
of  l oc ation  of  th e Pr od u c t,  c ity  l oc ation  d etail s  an d  z ip  
c od e in f or m ation .  

• W h en  r eq u es ted ,  p r ov id e C is c o w ith  a l is t of  al l  
p er s on n el  th at C u s tom er  h as  au th or iz ed  to c on tac t 
C is c o or  ac c es s  C is c o.c om  f or  S er v ic es  an d  to 
d ow n l oad  S of tw ar e f r om  C is c o.c om  or  or d er ed  v ia 
C is c o' s  PU T . C u s tom er  is  r es p on s ib l e f or  r ev iew in g 
th e l is t on  an  an n u al  b as is  an d  ad d in g or  r em ov in g 
p er s on n el  as  n ec es s ar y . 

• U s e th e l ates t r el eas e of  S of tw ar e,  w h er e C is c o 
ad v is es  C u s tom er  th at th is  w il l  c or r ec t a r ep or ted  
S of tw ar e p r ob l em . 

W h er e C u s tom er  h as  p u r c h as ed  th e S er v ic es  d etail ed  u n d er  
A d v an c e R ep l ac em en t an d  O n -s ite S er v ic e Par t I :  

• R etu r n  to C is c o an y  d ef ec tiv e or  r etu r n ed  Pr od u c t in  
ac c or d an c e w ith  C is c o' s  R M A  p r oc ed u r e. C is c o w il l  
n eed  C u s tom er  to p r ov id e a n ew  Pu r c h as e O r d er  
n u m b er  to C is c o' s  as s et r ec ov er y  team  to f ac il itate th e 
b il l in g of  Pr od u c t n ot r etu r n ed . C u s tom er  agr ees  to 
as s is t C is c o in  tr ou b l es h ootin g f ail ed  H ar d w ar e d ow n  
to th e F R U  l ev el  p r ior  to in itiatin g th e R M A  p r oc ed u r e.  

• C u s tom er  is  r es p on s ib l e f or  th e f ol l ow in g w h en  
r etu r n in g Pr od u c t to C is c o:  (a)  p r op er  p ac k agin g,  
in c l u d in g d es c r ip tion  of  f ail u r e an d  w r itten  
s p ec if ic ation s  of  an y  oth er  c h an ges  or  al ter ation s ;  (b )  
r etu r n s  m u s t b e r ec eiv ed  w ith in  th ir ty  (30 )  d ay s ;  
oth er w is e,  th e r ep l ac em en t Pr od u c t w il l  b e c h ar ged  at 
th e c u r r en t Pr ic e L is t. Pac k ages  f or  r ep l ac em en t s h al l  
b e s h ip p ed  D D U  (I n c oter m s  20 0 0 )  or  F C A  (I n c oter m s  
20 0 0 )  as  ap p l ic ab l e.  

W h er e C u s tom er  h as  p u r c h as ed  th e S er v ic es  d etail ed  u n d er  
A d v an c e R ep l ac em en t an d  O n -S ite S er v ic e Par t I I :   

• Pr ov id e an  ap p r op r iate w or k  en v ir on m en t an d  
r eas on ab l e ac c es s ,  w or k in g s p ac e in c l u d in g h eat,  
l igh t,  v en til ation ,  el ec tr ic  c u r r en t an d  ou tl ets ,  an d  l oc al  
tel ep h on e ex ten s ion  (or  tol l  f r ee d om es tic  an d  
in ter n ation al  ac c es s  to C is c o)  f or  th e u s e of  C is c o' s  
s er v ic e p er s on n el  in  th e Pr od u c t’ s  p h y s ic al  l oc ation . 

• B ac k -u p  S of tw ar e im ages  an d  c on f igu r ation s  on  a 
r egu l ar l y  s c h ed u l ed  b as is  an d  p r ov id e th os e im ages  
an d  c on f igu r ation s  to C is c o' s  on -s ite p er s on n el  in  
c on n ec tion  w ith  R em ed ial  H ar d w ar e M ain ten an c e. 

• E n s u r e al l  Pr od u c ts  ar e in s tal l ed  b el ow  ten  (10 )  f eet. 
F or  Pr od u c ts  in s tal l ed  ab ov e f ou r  (4)  f eet,  p r ov id e 
l ad d er s  th at r eac h  th e h eigh t of  th e Pr od u c t.  

• Pr ov id e C is c o w ith  th e n am e of  a p oin t of  c on tac t p r ior  
to d el iv er y  of  eq u ip m en t b y  C is c o' s  p er s on n el . 

• Pr ov id e T F T P (T el n et F il e T r an s f er  Pr otoc ol )  
c ap ab il ities  or  in ter n et ac c es s  f or  th e p u r p os e of  
d ow n l oad in g S of tw ar e im ages  b y  C is c o' s  on -s ite 
p er s on n el . 

• Pr ov id e s af ety  an d  s ec u r ity  p r otec tion  of  C is c o' s  
p er s on n el  or  its  s u b c on tr ac tor s  f or  y ou r  u n m an n ed  
s ites .   

 

 


