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 U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ce  

  
 
Service Description: Unified Commu nica tions O ptimiz a tion Service
Th i s do cument descri b es Ci sco ’s U ni f i ed Co mmuni cati o ns 
O pti mi z ati o n Serv i ce.  
o Related Documents:  Th i s do cument sh o uld b e read i n 

co nj uncti o n w i th  th e f o llo w i ng do cuments also  po sted at 
w w w .ci sco .co m/go /serv i cedescri pti o ns/ : ( 1) G lo ssary  o f  
Terms;  ( 2) L i st o f  Serv i ces No t Co v ered;  and ( 3) Sev eri ty  
and Escalati o n G ui deli nes.  All capi tali z ed terms i n th i s 
descri pti o n h av e th e meani ng ascri b ed to  th em i n th e 
G lo ssary  o f  Terms. 

o Di r ect S ale f r om C i sco.   If  y o u h av e purch ased th ese 
Serv i ces di rectly  f ro m Ci sco , th i s do cument i s i nco rpo rated 
i nto  y o ur M aster Serv i ces Agreement ( M SA) o r eq ui v alent 
serv i ces agreement ex ecuted b etw een y o u and Ci sco .  In 
th e ev ent o f  a co nf li ct b etw een th i s Serv i ce Descri pti o n 
and y o ur M SA o r eq ui v alent serv i ces agreement, th i s 
Serv i ce Descri pti o n sh all go v ern. 

o S ale v i a C i sco A uth or i z ed Reseller .   If  y o u h av e 
purch ased th ese Serv i ces th ro ugh  a Ci sco  Auth o ri z ed 
R eseller, th i s do cument i s f o r descri pti o n purpo ses o nly ;  i s 
no t a co ntract b etw een y o u and Ci sco .  Th e co ntract, i f  
any , go v erni ng th e pro v i si o n o f  th i s Serv i ce w i ll b e th e o ne 
b etw een y o u and y o ur Ci sco  Auth o ri z ed R eseller.  Y o ur 
Ci sco  Auth o ri z ed R eseller sh o uld pro v i de th i s do cument to  
y o u, o r y o u can o b tai n a co py  o f  th i s and o th er Ci sco  
serv i ce descri pti o ns at   
w w w .ci sco .co m/go /serv i cedescri pti o ns/. 

 
S er v i ce S ummar y   
o U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ce pro v i des a 

Netw o rk  Suppo rt mo dule i n suppo rt o f  Ci sco ’s f ami ly  o f  
U ni f i ed Co mmuni cati o n pro ducts. 

o Th i s U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ce i s 
i ntended to  supplement a current suppo rt agreement f o r 
Ci sco  pro ducts and i s o nly  av ai lab le w h ere all Pro duct( s) 
i n Custo mer’s Netw o rk  i s suppo rted b y  Ci sco ’s Netw o rk  
O pti mi z ati o n Serv i ce.  Ci sco  sh all pro v i de th e U ni f i ed 
Co mmuni cati o ns O pti mi z ati o n Serv i ce descri b ed b elo w  as 
selected and detai led o n th e Purch ase O rder f o r w h i ch  
Ci sco  h as b een pai d th e appro pri ate f ee. Ci sco  sh all 
pro v i de a Q uo te f o r Serv i ces ( “Q uo te” ) setti ng o ut th e 
ex tent o f  th e Serv i ces and durati o n th at Ci sco  sh all 
pro v i de such  Serv i ces. Ci sco  sh all recei v e a Purch ase 
O rder th at ref erences th e Q uo te agreed b etw een th e 
parti es and th at, addi ti o nally , ack no w ledges and agrees to  
th e terms co ntai ned th erei n. 

 

U ni f i ed C ommuni cati ons O p ti mi z ati on S er v i ce 
 
Ci sco ’s U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ce 
co nsi sts o f  th e pro v i si o n o f , at a mi ni mum, U ni f i ed 
Co mmuni cati o ns Adv anced Serv i ces Engi neer, f ro m th e 
Serv i ces descri b ed b elo w , w h i ch  Ci sco  sh all pro v i de f o r th e 
Custo mer’s Netw o rk  duri ng Standard B usi ness Ho urs ( unless 
stated o th erw i se). Ci sco  sh all pro v i de th e f o llo w i ng G eneral 
Suppo rt pro v i si o ns f o r all Serv i ces selected b y  Custo mer 
under th e U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ce. 
 
 
Gener al S up p or t 

 
o Desi gnate an engi neer ( “Adv anced Serv i ces 

Engi neer” ) to  act as th e pri mary  i nterf ace w i th  
Custo mer f o r i ts Netw o rk . 

 
o Sch edule w i th  Custo mer up to  f i v e v i si ts per y ear ( no t 

to  ex ceed sev en ( 7) day s i n aggregate) to  Custo mer' s 
si te to  k i ck  o f f  th e engagement, rev i ew  pro acti v e 
deli v erab les and acti v i ti es and to  plan f o r nex t q uarter. 
Addi ti o nal v i si ts w i ll b e mutually  agreed at Ci sco ’s 
th en-current trav el and lab o r rates. 

 
o Sch edule peri o di c co nf erence calls ( usually  w eek ly ) to  

rev i ew  Custo mer’s U ni f i ed Co mmuni cati o ns sy stem 
status, planni ng and th e Serv i ces b ei ng pro v i ded. 

 
o Estab li sh  a Custo mer-speci f i c Ci sco  emai l ali as to  

f aci li tate co mmuni cati o n w i th  Adv anced Serv i ces 
Engi neer. 

 
o Pro v i de certai n Data Co llecti o n To o ls th at Ci sco  

i denti f i es as appro pri ate f o r U ni f i ed Co mmuni cati o ns 
sy stem data co llecti o n duri ng th e Term o f  th e 
Serv i ces, pro v i ded th at all f ees due and o w i ng to  
Ci sco  under th i s Appendi x  h av e b een pai d.  Data 
Co llecti o n To o ls may  o r may  no t i nclude Hardw are o r 
So f tw are. Custo mer ack no w ledges and agrees th at 
Ci sco  sh all retai n f ull ri gh t, ti tle and i nterest to  th e 
Data Co llecti o n To o ls.  In addi ti o n to  Ci sco  pro v i ded 
to o ls, th e Adv anced Serv i ces Engi neer may  uti li z e 
Custo mer pro v i ded data, scri pts o r i nternal to o ls to  
assi st i n co llecti ng data f ro m th e U ni f i ed 
Co mmuni cati o ns sy stem.  

 
U ni f i ed C ommuni cati ons B usi ness A li g nment 
 
Th i s Serv i ce pro v i des a U ni f i ed Co mmuni cati o n and 
Co llab o rati o n ( U C+ C) strategy  and b usi ness ali gnment 
“ch eck -up”  th ro ugh  a rev i ew  o f  b usi ness 
req ui rements/i mperati v es and planned U C+ C i ni ti ati v es.  
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Ty pi cal task s perf o rmed under th i s Serv i ce may  i nclude, 
amo ngst o th er i nf o rmati o n, th e f o llo w i ng: 
• R ev i ew  ex i sti ng U ni f i ed Co mmuni cati o n and 

Co llab o rati o n tech no lo gy   netw o rk  i nf rastructure and 
serv i ce catalo g 

• R ev i ew  o f  Custo mer U ni f i ed Co mmuni cati o n and 
Co llab o rati o n tech no lo gy   arch i tecture and strategy  

• R ev i ew  o f  Custo mer b usi ness i mperati v es and k ey  
enterpri se appli cati o ns 

• Co nduct up to  ten ( 10 ) b usi ness stak eh o lder i nterv i ew s to  
i denti f y  po ssi b le U ni f i ed Co mmuni cati o n and related 
b usi ness transf o rmati o n o ppo rtuni ti es 

o Summari z e f i ndi ngs and pro v i de U ni f i ed 
Co mmuni cati o n and Co llab o rati o n tech no lo gy  
B usi ness / Tech no lo gy  ali gnment 
R eco mmendati o ns 

o Identi f y  tw o  ( 2) b usi ness b enef i t use cases 
• F aci li tati o n v i a meeti ngs o r w o rk sh o p to  di scuss i denti f i ed 

b usi ness co llab o rati o n/appli cati o n o pti mi z ati o n 
o ppo rtuni ti es 

• Summary  o f  f i ndi ngs and w o rk sh o p o utco mes, w i th  
f eedb ack  o n U C arch i tecture strategy , b usi ness 
co llab o rati o n/appli cati o n o pti mi z ati o n o ppo rtuni ti es, and 
anti ci pated b usi ness v alue. 

 
U ni f i ed C ommuni cati ons A p p li cati on S tr ateg y   
 
Th e so luti o n w i ll h elp i denti f y  th e ri gh t appli cati o n ro admap 
b ased o n b usi ness i mperati v es/req ui rements, po tenti al 
transf o rmati o n o ppo rtuni ti es and a rev i ew  o f  appli cati o n 
leadi ng practi ces/b est i n class i nno v ati o n ex amples i n si mi lar 
i ndustry /v erti cal custo mers.  Ty pi cal task s perf o rmed under 
th i s Serv i ce may  i nclude, amo ngst o th er i nf o rmati o n, th e 
f o llo w i ng: 
• R ev i ew  o f  current v o i ce-enab led appli cati o ns and ex i sti ng 

i ntegrati o n po i nts 
• R ev i ew  o f  maj o r enterpri se appli cati o ns ( ER P, CR M , 

PL M , etc.) 
• R ev i ew  o f  current suppo rt o perati o ns and IT pro cess 

dependenci es 
• Identi f y  b usi ness req ui rements and i ni ti ati v es th at w i ll 

mo st i nf luence a U C appli cati o ns strategy  ( th ro ugh  
i nterv i ew s and/o r w o rk i ng sessi o n) 

• Creati o n o f  a 2-3 y ear appli cati o n ro admap 
o M appi ng o f  Ci sco  U C appli cati o ns and so luti o ns 

to  i denti f i ed req ui rements and b usi ness 
i ni ti ati v es 

o Ev aluati o n o f  Custo mer’s U C/appli cati o n 
maturi ty  co mpared to  si mi lar o rgani z ati o ns i n th e 
same i ndustry  and b est i n class ex amples 

o Creati o n o f  a ph ased 2-3 y ear plan b ased o n 
req ui rements and th e Custo mer’s v i si o n/desi red 
maturi ty .  

o Descri pti o n o f  po tenti al b usi ness 
transf o rmati o n/o pti mi z ati o n o ppo rtuni ti es 
asso ci ated w i th  each  ro admap ph ase. 

 
• W o rk  w i th  Custo mer to  create a serv i ces/ti eri ng mo del f o r 

serv i ce deli v ery  ( map appli cati o n serv i ces to  user 
segments) 

• Identi f y  dependenci es 

• Identi f y  th e maj o r arch i tectural and tech ni cal co mpo nents 
req ui red to  pro v i de th e U C appli cati o ns and serv i ces 

• Identi f y  po tenti al appli cati o n dependenci es and 
o perati o nal suppo rt i mpli cati o ns 

• R ev i ew  and reco mmend i nv estments i n tech no lo gy  and 
pro cess necessary  to  suppo rt th e appli cati o n ro admap.  
 

U C  O ng oi ng  Desi g n S up p or t 
 

Th e U C O ngo i ng Desi gn Suppo rt Serv i ce ev aluates th e 
Custo mer’s ex i sti ng IPT desi gn co llateral b ased o n pub li sh ed 
b est practi ces and i ndustry  standards.  Th i s serv i ce ev aluates 
serv i ceab i li t y , scalab i li ty , and securi ty  co mpo nents as w ell as 
th e i nf rastructure and practi ces used to  deplo y  a U ni f i ed 
Co mmuni cati o ns so luti o n. 
 
Th e U C O ngo i ng Desi gn Suppo rt Serv i ce i s speci f i cally  tai lo red 
to  ev aluate th e Custo mer’s current desi gn cri teri a w i th  a v i ew  
o n f uture gro w th  and ex pansi o n.    
 
Th e U C O ngo i ng Desi gn Suppo rt Serv i ce w i ll assi st th e 
Custo mer i n dev elo pi ng a gro w th  plan and ex pansi o n plan to  
th ei r ex i sti ng U ni f i ed Co mmuni cati o ns ( U C) deplo y ment.  Th e 
current deplo y ment f o o tpri nt w i ll b e audi ted to  i nclude a mo re 
b ro ad b ased deplo y ment. 
 
Th e U C O ngo i ng Desi gn Suppo rt Serv i ce i s geared to  assi st 
th e Custo mer i n o v erco mi ng many  co mmo n practi cal and 
tech ni cal ch allenges i nv o lv ed i n U C serv i ce ex pansi o n.  An 
Adv anced Serv i ces Engi neer w i ll pro v i de th e Custo mer w i th  
desi gn gui dance w i th i n a parti cular gro w th  area.   
 
Th e U C O ngo i ng Desi gn Suppo rt Serv i ce co nsi sts o f  th e 
f o llo w i ng: 
 
� R ev i ew  th e sh o rt-term and lo ng-term b usi ness go als. 
 
� R ev i ew  th e Custo mer’s IPC and Netw o rk  i nf rastructure 

desi gn f o r each  CU CM  cluster. 
� Co mpreh ensi v e rev i ew  f o r each  si te mo del i n multi -si te 

deplo y ments. 
� Analy si s o f  do cumented f eature and f uncti o nali ty  

req ui rements as w ell as b usi ness di recti o n co mpared 
agai nst current desi gn and needs. 

� R ev i ew  o f  sy stem capaci ty  w i ll b e co nducted ev aluati ng 
dev i ce, CTI po rts and appli cati o ns. 

• R ev i ew  o f  th e po tenti al i mpacts to  Custo mer’s U C 
env i ro nment. 

 
• R ev i ew  o f  pro to co l selecti o ns and di al plan. 
 
• Desi gn reco mmendati o ns regardi ng h o w  to  mak e th e 

necessary  ex pansi o ns. 
 
• A li st o f  necessary  Hardw are and So f tw are needed to  

acco mmo date th e gro w th . 
 
• B asi c rev i ew  o f  Hardw are and So f tw are f o r i ssues related 

to  end o f  li f e ( EO L ) o r end o f  sale ( EO S) co mpo nents. 
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• Installati o n gui dance and co nf i gurati o n di recti v es f o r 
i nstalli ng any  new  Hardw are/So f tw are. 

 
• R ev i ew  th e Custo mer’s th i rd party  i mplementati o n 

partner’s step-b y -step plan to  ach i ev e th e stated gro w th , 
w h i le mi ti gati ng po tenti al i ssues.  

 
• R epo rt descri b i ng desi gn rev i ew  w i th  reco mmendati o ns. 
 
F o cus w i ll b e placed o n th e rev i ew  o f  Custo mer’s desi gn 
do cuments, di al plans, f eature f uncti o nali ty  req ui rements, 
appli cati o n securi ty , ch ange co ntro l pro cess and b usi ness 
plans. 
 
U C  P r oacti v e S of tw ar e Recommendati on Rep or t 
 
Th e U C Pro acti v e So f tw are R eco mmendati o n R epo rt serv i ce 
i s a co re co mpo nent o f  th e U ni f i ed Co mmuni cati o ns serv i ce 
po rtf o li o  and sh o uld b e i mplemented duri ng any  o f  th e 
f o llo w i ng ev ents:  So f tw are b ugs, F i eld No ti ces, Eo X  releases, 
Custo mer TAC case i ncreases, IPC netw o rk  gro w th , new  
Custo mer f eature/f uncti o nali ty  req uests, co nf i gurati o n 
management pro b lems, new  Ci sco  So f tw are releases and 
So f tw are trai n upgrades. 
 
 Th e U C Pro acti v e So f tw are R eco mmendati o n R epo rt 
ev aluates and i denti f i es th e current U ni f i ed Co mmuni cati o n 
So f tw are lev els and i ts f eature/f uncti o nali ty  and capab i li ti es to  
b e used i n th e sh o rt, medi um and lo ng term to  meet th e 
current and f uture req ui rements to  estab li sh  th e pro cess and 
th e f req uency  o f  pro acti v e co de upgrades. 
 
Th e Serv i ce i denti f i es and ev aluates th e li st o f  o pen def ects 
present i n a So f tw are v ersi o n th at co ntai ns f eatures th at meet 
th e current and new  f eature/f uncti o nali ty  req ui rements and/o r 
capab i li t i es req ui red b y  th e Custo mer.  Th e pro cess also  
assesses h o w  sch eduled Ev ents such  as Hardw are and 
So f tw are upgrades w o uld i mpact th e current co de.  Th e 
Custo mer w i ll use th i s i nf o rmati o n to  determi ne th e pro per 
ti mi ng and pro cedure f o r upgrades. 
 
Th e U C Pro acti v e So f tw are R eco mmendati o n R epo rt serv i ce 
may  i nclude:   
 
o O b tai ni ng th e Custo mer U ni f i ed Co mmuni cati o ns So f tw are 

i nv ento ry .  
 
o G ath eri ng all th e So f tw are i nf o rmati o n and 

f eature/f uncti o nali ty  and capab i li ty  req ui rements f ro m th e 
Custo mer. 

 
o Ev aluati ng th e current So f tw are releases and new  lev els 

f o r i ntero perab i li ty  i ssues. 
 
o Determi ne i f  th e So f tw are lev els w i ll suppo rt current and 

new  Custo mer req ui rements. 
 
o B ased o n th e Custo mer env i ro nment and f uture f eature 

req ui rements, arti culati ng a sh o rt/medi um/lo ng term 
So f tw are strategy  determi ni ng w h at releases are b est 
sui ted to  ach i ev i ng th ese o b j ecti v es. 

 

o Determi ne th e upgrade and patch  strategy  f o r th e IPC 
( U C) so luti o n b ased o n th e Custo mer’s o perati o nal 
req ui rements. 

 
o Dependi ng o n th e co mplex i ty  o f  th e env i ro nment and th e 

capab i li t i es, th e Adv anced Serv i ces Engi neer w i ll: 
 

o Pro v i de adv i ce to  i mplement w o rk  aro unds  
o Help th e Custo mer w i th  reco mmendati o ns o n 

w h at testi ng i s appro pri ate, 
o Pro v i de reco mmendati o ns to  th e Custo mer to  f ull 

test i n a lab  env i ro nment. 
o Sh are f i eld ex peri ences o f  si mi lar env i ro nments. 

 
U C  S of tw ar e S ecur i ty  A ler t 
 
Securi ty  Alerts - Pro acti v e analy si s o f  th e securi ty  adv i so ri es 
( PSIR Ts) th at Ci sco  generates w h en securi ty  i ssues are 
unco v ered th at may  i mpact Netw o rk s i n w h i ch  Ci sco  pro ducts 
o perate and th e necessary  acti o n to  repai r and/o r pro tect th e 
Netw o rk  f ro m th ese i ssues.  Af ter Ci sco  pub li cly  releases th e 
securi ty  adv i so ry , th e assessment i s deli v ered to  th e Custo mer 
v i a th e So f tw are Securi ty  Alert ( “SSA” ). Ci sco  w i ll pro v i de an 
analy si s o f  th e v ulnerab i li t y  and i ts reso luti o n w i th  regard to  i ts 
po ssi b le i mpact o n th e Custo mer’s U ni f i ed Co mmuni cati o ns 
so luti o n.  

 
o Perf o rmi ng analy si s o f  h o w  PSIR T no ti f i cati o ns w i ll i mpact 

th e Custo mer’s U ni f i ed Co mmuni cati o ns so luti o n.  
o Dependi ng o n th e pro po sed PSIR T reso luti o n, Ci sco ’s 

Adv anced Serv i ces Engi neer may : 
o Help th e Custo mer w i th  reco mmendati o ns o n w h at 

testi ng i s appro pri ate o n th e Custo mer premi ses. 
o R ev i ew  si mi lar env i ro nments and co rrelate f eatures 

and co de. 
 
U C  S tab i li ty  A udi t 
 
Th e U C Stab i li ty  Audi t serv i ce co mpo nent i nv o lv es th e 
co llecti o n and analy si s o f  sev eral areas o f  th e Netw o rk , 
i ncludi ng IPT Netw o rk  Inf rastructure desi gn and dev i ce h ealth , 
CallM anager and Co mmuni cati o ns M anager Cluster, 
CallM anager Ex press, U ni ty  Serv er, U ni ty  Ex press, U CCX , 
CallM anager and Co mmuni cati o ns M anager appli cati o n-
speci f i c co nf i gurati o n, U ni ty  co nf i gurati o n, V o i ce gatew ay  
co nf i gurati o n and So f tw are v ersi o ns ( CM  O S, CallM anager and 
Co mmuni cati o ns M anager, V o i ce gatew ay , Dev i ce lo ads) 
b ased upo n adh erence to  Ci sco  Adv ance Serv i ce leadi ng 
practi ces f o r U ni f i ed Co mmuni cati o ns.  Th e pro cess w i ll 
i denti f y  def i ci enci es w i th i n th e sy stem th at sh o uld b e reso lv ed 
to  reach  a stab le env i ro nment b ased o n th ese leadi ng 
practi ces and k no w n w o rk i ng mo dels. 
 
As part o f  th i s serv i ce, Ci sco  may : 
 
o Co nduct i nterv i ew s w i th  v ari o us admi ni strato rs and 

o perati o ns perso nnel ei th er o nsi te o r remo te f o r 
i nf o rmati o n gath eri ng, analy si s o f  gath ered i nf o rmati o n 
and determi nati o n o f  pro per lev els and reco mmended 
ch anges. 
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o Pro v i de appro v al f ro m Custo mer to  deplo y  Ci sco  and/o r 
th i rd-party  to o ls f o r Netw o rk  di sco v ery , i nv ento ry  and 
perf o rmance data gath eri ng as necessary . 

o G ath er Ci sco  CallM anager and U ni ty  co nf i gurati o n data b y  
usi ng U ni f i ed Co mmuni cati o ns audi t to o l and i f  req ui red 
lev eragi ng th e Stab i li t y  Audi t w o rk sh eet. 

o G ath er a co mplete i nv ento ry  o f  th e U ni f i ed 
Co mmuni cati o ns Netw o rk  i nf rastructure. 

o O b tai n i nv ento ry , repo rts and desi gn i nf o rmati o n v i a 
Ci sco ’s Netw o rk  O pti mi z ati o n Serv i ce ( “NO S” ) o f f eri ng o r 
Ci sco ’s’ R emo te O perati o ns Suppo rt ( “R O S” ) o f f eri ng as 
appli cab le. 

o O b tai n Ci sco  U ni f i ed Co mmuni cati o ns O perati o ns 
M anager ( f o rmally  ITEM ), Ci sco  U ni f i ed Co mmuni cati o ns 
Serv i ce M o ni to r, Ci sco  U ni f i ed Co mmuni cati o ns Serv i ce 
Stati sti cs M anager as appli cab le. 

o R espo nsi b le f o r capturi ng i nf o rmati o n th ro ugh  ex ami nati o n 
o f  U ni f i ed Co mmuni cati o ns netw o rk  co mpo nents and data, 
i denti f y i ng def i ci enci es b ased o n analy si s o f  th at data 
agai nst a detai led desi gn and leadi ng practi ces i n each  o f  
th e f o llo w i ng appli cab le co mpo nents and appli cati o ns 

 
o Pro v i de U ni f i ed Co mmuni cati o n U CAT as-b ui ld o utput 

f ro m U ni ty  audi t, CallM anager U ni f i ed Co mmuni cati o ns 
M anager. 

 
U C  C h ang e S up p or t 
Th i s i s a h i gh -to uch  Serv i ce co mpo nent i ntended f o r 
Custo mers th at w ant th ei r Adv anced Serv i ces Engi neer to  
engage w i th  th e Custo mer w h en o perati o nal IPC i ssues ari se 
to  mo ni to r and manage th e i ssues.  Th e U ni f i ed 
Co mmuni cati o ns Ch ange Suppo rt serv i ce co mpo nent co nsi sts 
o f  b o th  U nsch eduled and Sch edule Ch ange Suppo rt co nsi sti ng 
o f  th e f o llo w i ng: 
U C U nsch eduled Ch ange Suppo rt 
o Th e Adv anced Serv i ces Engi neer w i ll assi st th e TAC w i th  

th e analy si s o f  any  f i x  suggested b y  TAC relati v e to  th e 
Custo mer’s env i ro nment. 

o Ex pedi te respo nse b y  assi gni ng th e ri gh t reso urces and 
f i ndi ng po ssi b le w o rk aro unds w h en th ey  ex i st. 

o W h ere necessary , assi st w i th  lab  v ali dati o n o f  any  
pro po sed f i x  b y  pro v i di ng test plans and remo te gui dance. 

o W h en reso lv ed, Adv anced Serv i ces Engi neer w i ll 
summari z e th e i ssue, h o w  i t aro se, th e reso luti o n and h o w  
si mi lar i ssues co uld b e prev ented i n th e f uture. 

U C Sch eduled Ch ange suppo rt 
o W h en necessary , th e Adv anced Serv i ces Engi neer w i ll 

assi st w i th  th e Custo mer engi neer to  i mplement sch eduled 
ch anges th at may  o r may  no t b e di rectly  related to  a TAC 
case. 

Th e Adv anced Serv i ces Engi neer w i ll pro v i de a w ri tten 
U nsch eduled Ch ange Suppo rt case rev i ew  and Sch eduled 
Ch ange Suppo rt f o r planned mai ntenance to  i mplement mi no r 
ch anges, and mi ti gate ri sk  o f  f urth er o utages. 

Th e Ch ange Suppo rt Serv i ce w i ll ty pi cally  b e perf o rmed b y  th e 
Adv anced Serv i ces Engi neer f o r th e Custo mer o n a reacti v e 
and o ngo i ng b asi s.  Th e serv i ce i s i ntended to  co v er 
o perati o nal i ssues th at ari se duri ng th e co urse o f  th e y ear, 
usually  af ter b reak -f i x  and netw o rk  do w n emergency  TAC 
serv i ce req uests. 

 
U ni f i ed C ommuni cati ons O p er ati onal Ri sk  M anag ement 
A naly si s ( U C -O RM A  Reacti v e) 
 
Th e U ni f i ed Co mmuni cati o ns O perati o nal R i sk  M anagement 
Analy si s ( “U C-O R M A R eacti v e” ) i s a gap analy si s and 
i mpro v ement plan f o r th e o perati o n o f  a U ni f i ed 
Co mmuni cati o ns env i ro nment. Th e U C-O R M A R eacti v e 
analy z es th e reacti v e o perati o nal suppo rt areas th at are cri ti cal 
to  o n-go i ng o perati o nal ex cellence and U C serv i ce av ai lab i li t y . 
Ci sco  w i ll co nduct an assessment o f  th e current o perati ng 
env i ro nment related to  U ni f i ed Co mmuni cati o ns ( U C) to  
determi ne gaps and strength s i n th e serv i ce li f e cy cle 
pro cesses. 
 
Th e assessment w i ll ev aluate sev eral cri ti cal areas o f  U ni f i ed 
Co mmuni cati o ns serv i ce av ai lab i li t y  as def i ned b y  Ci sco , th e 
Inf o rmati o n Tech no lo gy  Inf rastructure L i b rary  ( ITIL ), th e 
Internati o nal Standards O rgani z ati o n ( ISO ), and th e ITU  
F CAPS ( F ault, Co nf i gurati o n, Acco unti ng, Perf o rmance and 
Securi ty ) mo del.   
 
L ev eragi ng Ci sco  leadi ng practi ces and th e ITIL  v 3 f ramew o rk , 
Ci sco  w i ll ev aluate th e f o llo w i ng pro cess areas: 
 
 
o Staf f i ng &  Ex perti se 
 

• R o les &  R espo nsi b i li ti es Def i ni ti o ns 
• Sk i ll R eq ui rements 
• Trai ni ng &  Dev elo pment Plans 

 
 
o Serv i ce Desi gn 
 

Serv i ce L ev el M anagement 
• Cri ti cal Success F acto r Def i ni ti o ns 
• K ey  Pro gress Indi cato r Def i ni ti o ns &  M appi ng 

Serv i ce Catalo g M anagement 
• Serv i ce Def i ni ti o ns 
• Serv i ce L ev el Co mmi tments 
• Serv i ce Co mpo nent Deco mpo si ti o n  

 
o Serv i ce Transi ti o n 
 

Ch ange M anagement 
• Ch ange Co mmuni cati o n Plan 

K no w ledge M anagement 
• W o rk  Instructi o n Pro ducti o n and M ai ntenance 
• Netw o rk  Do cumentati o n Pro ducti o n and 

M ai ntenance 
Serv i ce Asset and Co nf i gurati o n M anagement 

• Co nf i gurati o n Standards and Co mpli ance 
• K no w ledge M anagement Integrati o n 
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o Serv i ce O perati o n 
 

Inci dent M anagement 
• Inci dent M anagement Pro cess  ( W o rk f lo w ) 
• Inci dent Track i ng Sy stem and Co mpli ance 
• Inci dent Pri o ri ty , Escalati o n, and No ti f i cati o n 

Pro cedures 
• Ev ent M anagement Integrati o n ( W o rk  

Instructi o ns) 
• Tro ub lesh o o ti ng To o ls Integrati o n 
• Inci dent M anagement R epo rti ng and M etri cs 

 
Ev ent M anagement 

• Netw o rk  M anagement Arch i tecture 
• Ev ent V ali dati o n, Co rré lati o n and De-dupli cati o n 
• K no w ledge M anagement Integrati o n ( M anaged 

Ev ent Dev elo pment) 
 
o Analy si s i s co nducted i n a f i v e step pro cess: 
 

• G ath er tech ni cal do cuments, pro cesses, to o ls 
arch i tecture, o rgani z ati o nal data, and templates 

• Interv i ew  b usi ness and IT leaders, tech ni cal 
engi neers, and o th er stak eh o lders 

• Analy z e Custo mer i nf o rmati o n and i nterv i ew  data 
to  determi ne gaps f ro m Ci sco  leadi ng practi ces 

• Do cument gaps and dev elo p reco mmendati o ns 
f o r  i mpro v ement o f  U C serv i ce av ai lab i li t y  

• Present th e f i ndi ngs to  th e Custo mer 
 
 
U C  Remote K now ledg e T r ansf er  S essi on 
 
Th e U C R emo te K no w ledge Transf er Sessi o n co mpo nent o f  
th e U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ce allo w s th e 
Adv anced Serv i ces Engi neer to  h av e di rect and i nteracti v e 
co mmuni cati o n w i th  th e Custo mer. B ased o n i nti mate 
k no w ledge o f  th e Custo mer deplo y ment, Adv anced Serv i ces 
Engi neer w i ll deli v er trai ni ng b ased o n Custo mer speci f i c 
needs w h i ch  may  i nclude w h i teb o ard sessi o ns, v i rtual w eb  
co nf erenci ng sessi o ns, o r transf er o f  i nf o rmati o n mento ri ng 
tai led to  th e Custo mers needs to  mak e th e trai ni ng mo st 
ef f ecti v e.  Th i s k no w ledge transf er i s no t meant to  replace any  
auth o ri z ed Ci sco  AS Educati o n classes.  
 
K no w ledge transf er can b e deli v ered i n a o ne-o n-o ne f o rmat 
and can b e deli v ered w h enev er gaps are f o und i n th e 
Custo mer pro cesses o r w h en ch anges o ccur th at ch ange 
Ci sco  leadi ng practi ces. 
 
K no w ledge transf er and leadi ng practi ces can b e deli v ered 
duri ng pre o r po st deplo y ment.  It i s reco mmended th at 
k no w ledge transf er b e deli v ered ev ery  q uarter and leadi ng 
practi ces deli v ered o n an o n-go i ng b asi s o r as needed. 
 
Th i s o pti o nal U CO S serv i ce co mpo nent i s i ntended f o r 
Custo mers th at w ant th ei r Adv anced Serv i ces Engi neer to  
pro v i de learni ng sessi o ns and mento ri ng.   
 

Th e U C R emo te K no w ledge Transf er Sessi o n w i ll ty pi cally  b e 
do ne b y  th e NCE f o r th e Custo mer i n respo nse to  th e 
Custo mers needs.  As an o pti o nal co mpo nent th e pri o ri ty  o f  
th i s serv i ce mo dule i s seco ndary  to  th e pri mary  co mpo nents.  
Th us, th e deli v ery  ti mi ng sh o uld b e w o rk ed i n an as av ai lab le 
b asi s. 
 
 
 
 
U C  I mp lementati on S up p or t S er v i ce 
 
Th e U C Implementati o n Suppo rt Serv i ce o f f eri ng i s desi gned 
to  pro v i de pro j ect co nti nui ty  and h and-o f f  f ro m th e Planni ng 
and Desi gn ph ase and to  suppo rt netw o rk  i mplementati o n o f  a 
desi gned IP Co mmuni cati o ns sy stem i n a Custo mer’s 
Netw o rk  b y  pro v i di ng sub j ect matter ex pert( s) as mento r. 
  
U C Implementati o n Suppo rt Serv i ce i s perf o rmed remo tely  to  
suppo rt th e ex pansi o n o f  th e Custo mer’s current env i ro nment, 
pro b lem so lv i ng, i mplementati o n suppo rt and pi lo ts i n th e lab .   
 
Th e U C Implementati o n Suppo rt Serv i ce w i ll pro v i de th e 
Custo mer w i th  remedi ati o n suppo rt to  th e reco mmendati o ns 
f o und i n o th er U ni f i ed Co mmuni cati o ns O pti mi z ati o n Serv i ces 
such  as U C Stab i li t y  Audi t and U C O R M A-R eacti v e.  Th e 
Adv anced Serv i ces Engi neer w i ll w o rk  w i th  th e appro pri ate 
perso nnel to  i mplement ch anges deemed necessary  and 
address any  reco mmendati o ns f o r f uture planni ng and 
desi gns.  Testi ng w i ll b e co mpleted to  v ali date ch anges tak e 
ef f ect.  R emedi ati o n i ssues range f o rm lo w , medi um and h i gh  
pri o ri ty  w i th  v ary i ng lev el o f  co mplex i ty  i n i mplementati o n. 
 
 
As part o f  th i s serv i ce, Ci sco  may : 
 

o W o rk  w i th  Custo mer duri ng i mplementati o n to  
address i ntegrati o n i ssues and pro v i de sub j ect matter 
ex perti se 

o B e av ai lab le f o r remo te assi stance duri ng cuto v er 
acti v i ti es 

o Pro v i de di rect TAC escalati o n suppo rt i f  needed 
duri ng i mplementati o n, and i nv o lv e a v i rtual suppo rt 
team as necessary . 

o W o rk  w i th  th e Ci sco  TAC i n regard to  S1 o r S2 i ssues 
duri ng i mplementati o n and Day  1 ( F i rst day  o f  Po st 
Implementati o n). 

o Perf o rm li mi ted lab  v eri f i cati o n w o rk  i n o rder to  
v ali date q uesti o ns and reco mmendati o ns 

o Adv anced Serv i ces Engi neer w i ll rev i ew  perti nent 
Custo mer suppli ed do cumentati o n 

o Adv anced Serv i ces Engi neer w i ll act as a sub j ect 
matter ex pert to  mento r th e Custo mer’s 
i mplementati o n team. 

o R ev i ew  and analy z e th e R epo rts/R eco mmendati o ns 
f ro m th e U C Stab i li t y  Audi t and U C O R M A-R eacti v e 
f i ndi ngs 

o Perf o rm L ab  testi ng agai nst th e pro po sed remedi ati o n 
ch anges 

o Issue any  ch ange co ntro l pro cesses acco rdi ngly  
o Sch edule remedi ati o n ch anges w i th  Custo mer 
o Perf o rm remedi ati o n ch anges 
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U C  S ecur i ty  A ssessment 
 
Th e U ni f i ed Co mmuni cati o ns Securi ty  Assessment pro v i des 
Custo mers w i th  a securi ty  assessment repo rt, 
reco mmendati o ns and ri sk  analy si s o f  f o ur cri ti cal so luti o n 
elements - U C netw o rk  i nf rastructure, th e call pro cessi ng 
sy stem, endpo i nts and appli cati o ns 
 

• U C Netw o rk  Inf rastructure securi ty  i ncludes: sw i tch es, 
ro uters and co nnecti ng li nk s co mpri si ng th e 
f o undati o n netw o rk  th at carri es IP data, v o i ce and 
v i deo  traf f i c.  

• U C Call pro cessi ng Securi ty  F eatures:  i ncludes 
serv ers, and ro uter-b ased call pro cessi ng sy stems f o r 
call management and co ntro l.  

• U C Endpo i nt Securi ty  - i ncludes IP ph o nes, so f t 
ph o nes, v i deo  termi nals and dev i ces th at co nnect to  
th e IP netw o rk .  

• U C Appli cati o ns Securi ty  – i ncludes user appli cati o ns 
such  as uni f i ed messagi ng, co nf erenci ng, Custo mer 
co ntact, and custo m to o ls ex tend th e capab i li ti es o f  IP 
Co mmuni cati o ns sy stems.  

 
Th e Serv i ce pro v i des pro j ect management w i th  th e 
f o llo w i ng k ey  Serv i ce acti v i ti es: 
 
U C Securi ty  Audi t Di sco v ery  and Data G ath eri ng. Ci sco  
w i ll carry  o ut a di sco v ery  o n th e U C i nf rastructure and U C 
co mpo nents req ui red to  co nduct a U C Securi ty  Audi t.  

 
U C Securi ty  Audi t and Data Analy si s. Ci sco  w i ll co nduct 
th e U C Securi ty  Audi t usi ng th e data gath ered. 

 
U C Securi ty  Audi t R epo rti ng and R eco mmendati o ns- 
Ci sco  w i ll repo rt o n th e U C Securi ty  Audi t f i ndi ngs and 
pro v i de b est practi ce reco mmendati o ns to  mi ti gate th e 
ri sk s f o und i n th e U C env i ro nment. 

 
H ands on O p er ati ons S up p or t 
 
U C  I nci dent &  P r ob lem M anag ement S er v i ces 
 
Th e U C Inci dent &  Pro b lem M anagement Serv i ce i s an 
o pti o nal co mpo nent w i th i n th e U ni f i ed Co mmuni cati o ns 
O pti mi z ati o n Serv i ce ( U CO S) o f f eri ng.  Th e U C Inci dent &  
Pro b lem M anagement Serv i ce i s i ntended to  pro v i de pro acti v e 
b ui ldi ng b lo ck s to  enh ance th e Inci dent and Pro b lem 
M anagement pro cess b y  enab li ng k ey  serv i ceab i li ty  to o ls and 
apply i ng platf o rm to o l leadi ng practi ce co nf i gurati o ns i n th e 
Custo mer’s U C env i ro nment.  Pro v i de prev enti v e acti v i ti es o f  
suppo rt to  mi ni mi z e th e adv erse i mpact o f  unplanned i nci dents 
and recurri ng pro b lems. Th e U C Inci dent and Pro b lem 
M anagement Serv i ce h as tw o  ( 2) elements: 
 
♦ U C Serv i ceab i li t y  To o ls Enab lement: A co nf i gurati o n 

serv i ce w i ll b e pro v i ded b y  th e Adv anced Serv i ces 
Engi neer to  setup U C Serv i ceab i li ty  To o ls alo ng w i th  
leadi ng practi ce reco mmendati o ns w i th i n th e Custo mers 
U C o perati o ns env i ro nment.  U nder th i s serv i ce element, 

setti ng up trace co nf i gurati o ns, sch eduli ng sy stem h ealth  
dai ly  repo rti ng, perf o rmance trend analy si s w eek ly  
repo rti ng and alarm co nf i gurati o n w i ll b e perf o rmed. 

♦ U C Hands O n B ack  up and R esto re: Ci sco  w i ll pro v i de a 
b ack  up and resto re f uncti o n and leadi ng practi ce 
reco mmendati o ns w i th i n th e Custo mer’s U C o perati o ns 
env i ro nment. F o r resto re, Ci sco  w i ll b e av ai lab le to  
suppo rt th e Custo mer req uests f o r assi stance.  Th i s 
serv i ce element i s perf o rmed remo tely .  U nder th i s serv i ce 
element, Ci sco  and Custo mer w i ll agree o n  w h at data w i ll 
b e b ack ed up, co nf i guri ng a data so urce serv er, 
co nf i guri ng th e sch edule, co nf i guri ng th e b ack up sto rage 
lo cati o n and perf o rmi ng a manual b ack  up ( i f  req uested b y  
th e Custo mer)  . 

 
U ni f i ed C ommuni cati ons N etw or k  T esti ng  S er v i ces 
 
Th e U ni f i ed Co mmuni cati o ns Netw o rk  Testi ng Serv i ces are 
v eri f i cati o n and v ali dati o n serv i ces. Ci sco  perf o rms th i s 
remo tely  w h i le th e Custo mer i s ab le to  remo tely  access th e 
test b ed v i a W eb Ex  o r b y  o ne o f  th ree ub i q ui to us V i rtual 
Pri v ate Netw o rk  ( V PN) co nnecti o n ty pes.  
 
Th i s U ni f i ed Co mmuni cati o ns Netw o rk  Testi ng Serv i ce i s 
pro v i ded i n a standard ei gh t ( 8) w eek  test cy cle.  Th e serv i ce 
pro v i des th e f o llo w i ng o pti o ns: 
 
F o ur - Tw o  ( 2) W eek  M i ni -Test 

• Test Sco pe li mi ted to  o ne ( 1) platf o rm 
• U C Arch i tecture NCE must b e engaged to  co de 

scrub  and co de req ui rements. 
• Th e test i s ex ecuted i n a 5-ph ase deli v ery  mo del 
Ex ample:  2 day s assessment, 2 day s o f  test plan 
dev elo pment, 1 o r 2 day s o f  b ui ld, 2 to  3 day s o f  testi ng 
and 2 to  3 day s o f  do cumentati o n.  Th i s scenari o  can b e 
v ari ed acco rdi ng to  Custo mer and test req ui rements 
 

Tw o  - F o ur ( 4) w eek  M i ni -test 
• Sev eral platf o rms can b e tested as lo ng as th ey  are 

b ui ld and test ex ecuti o n can b e suppo rted w i th i n a 4 
w eek /20  day  mo del 

• U C Arch i tecture NCE must b e engaged f o r co de 
scrub s and co de req ui rements 
• Th i s test i s ex ecuted i n a 5-ph ase deli v ery  mo del, 

as ex plai ned i n th e tw o  ( 2) w eek  M i ni -Test.  
Ti mes can b e mo di f i ed b ased o n ef f i ci enci es. 

 
Standard Ei gh t ( 8) w eek  Ho sted Test Cy cle 

 
Ci sco  perf o rms th e f o llo w i ng task s to  deli v er a standard 
ei gh t ( 8) w eek  Test Cy cle usi ng a Ci sco  L ab : 

• Draf t Testi ng O b j ecti v es – F o cus o n th e go al, 
ti mef rame and any  co mpelli ng ev ents w i th  th e 
custo mer. 

• Test Planni ng – Dev elo p &  ref i ne th e test plan, 
sch edule f aci li ti es, eq ui pment and reso urces 

• Test Set U p – Perf o rm th e Ph y si cal L ab  Setup 
• Test Ex ecuti o n – Ex ecute th e Test Plan 
• Test R esults Analy si s – Do cument th e results i n 

a Test R epo rt Deli v erab le 
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U C  GA P  Resoluti on S er v i ces 
 
U C  GRS :   S taf f i ng  &  E xp er ti se 

 
• Roles and Resp onsi b i li ti es M atr i x  
 
Ci sco  w i ll assi st i n th e dev elo pment o f  a Custo mer-speci f i c 
R o les and R espo nsi b i li ti es M atri x  usi ng th e co llab o rati v e 
w o rk sh o ps to : 

o M ap th e Custo mer’s U ni f i ed Co mmuni cati o ns Serv i ce 
O rgani z ati o n to  th e Ci sco  U C R o les and 
R espo nsi b i li t i es M atri x  template 

o U nderstand req ui red Custo mer O perati o nal L ev el 
Agreements ( “O L A” ) b ased o n th e Custo mer’s U C 
R o les and R espo nsi b i li ti es M atri x  

 
Ci sco  w i ll pro v i de th e f o llo w i ng deli v erab les: 

o U ni f i ed Co mmuni cati o ns R o les and R espo nsi b i li ti es 
M atri x  

o L i st o f  reco mmended O perati o nal L ev el Agreements 
( O L As) 

o K no w ledge Transf er ( presentati o n) o n purpo se and 
dev elo pment o f  R o les and R espo nsi b i li ti es M atri x  

 
• S k i lls M atr i x  
 
Ci sco  w i ll assi st i n Sk i lls M atri x  dev elo pment b y : 

o Co llab o rati ng to  map th e Custo mer’s U ni f i ed 
Co mmuni cati o ns Serv i ce O rgani z ati o n to  th e Ci sco  
U C Sk i lls M atri x  template 

o Ex plai n th e assessment scale 
 
Ci sco  w i ll pro v i de th e f o llo w i ng deli v erab les: 

o U ni f i ed Co mmuni cati o ns Sk i lls M atri x  
o K no w ledge Transf er ( presentati o n) o n purpo se and 

dev elo pment o f  Sk i lls M atri x  
o K no w ledge Transf er ( w o rk sh o p) o n use o f  Sk i lls 

M atri x  i n serv i ce go v ernance 
 
F ast T r ack  M i g r ati on ( “ M i g r ati on” ) 
 
S i te/ A r ch i tectur e Di scov er y  and V ali dati on 
 

• Pro v i de Custo mer w i th  q uesti o nnai re req uesti ng 
i nf o rmati o n regardi ng th e f o llo w i ng: Netw o rk  
Inf rastructure;  U C i nf rastructure;  Hardw are;  So f tw are;  
ex i sti ng co nf i gurati o n o f  CallM anager;  Netw o rk  
co nnecti v i ty ;  Ci sco  Emergency  R espo nder ( CER ) 
co nf i gurati o ns;  IP Co ntact Center ( IPCC) Ex press;  
co nnecti v i ty  to  Ci sco  U ni f i ed Co mmuni cati o ns M anager 
( CU CM );  and, securi ty  as appli cab le. 

• Co mplete an audi t o f  th e ex i sti ng CU CM  
co nf i gurati o ns;  and, alert Custo mer o f  th e remedi ati o n 
th at may  b e req ui red b ef o re th e M i grati o n i s attempted. 

 
• Analy z e ex i sti ng U ni f i ed Co mmuni cati o ns arch i tecture 

to  v ali date a successf ul mi grati o n path  to  U ni f i ed 
Co mmuni cati o ns M anager 6.x  

• Analy z e ex i sti ng Ci sco  U ni f i ed Co mmuni cati o ns 
M anager ( CU CM ) h ardw are co mpo nents f o r 
co mpati b i li ty  w i th  CU CM  6.x  pri o r to  M i grati o n. 

 
• Audi t th e ex i sti ng so luti o n co mpo nent so f tw are 

v ersi o ns co mpati b i li ty  w i th  U ni f i ed Co mmuni cati o ns 
M anager 6.x . 

 
• Pro v i de a summary  o f  f i ndi ngs and reco mmendati o ns 

w h i ch  i denti f y  rank i ng, co mplex i ty  and pri o ri ty  o f  
acti o ns req ui red to  prepare f o r th e mi grati o n. 

 
P r e-M i g r ati on L ab  T est 
 

• Setup th e lab  to  perf o rm th e Pre-M i grati o n L ab  Test o f  
Custo mer’s CU CM  Cluster. 

 
• Test th e req ui red f eatures, li mi ted to  f eatures and 

f uncti o nali ti es o n th e CU CM  6.x  o nly .  
 
P r e-M i g r ati on Readi ness S up p or t 
 

• R ev i ew  th e Custo mer’s up-to -date U C to po lo gy  
di agrams f o r th e Si tes to  b e mi grated alo ng w i th  
i nf o rmati o n ab o ut th e current arch i tecture, 
co nf i gurati o ns o f  th ese dev i ces, usage req ui rements, 
and securi ty  po li cy . 

  
• Pro v i de reco mmendati o ns f o r so f tw are co de ch anges. 
 

• Pro v i de CER  1.3( x ) to  2.0 ( 3) upgrade as an o pti o nal 
w o rk  th at sh o uld b e co mpleted pri o r to  th e CU CM  
M i grati o n. 
 

• W o rk  w i th  Custo mer to  req uest appro v al f o r th e 
M egacluster ( 11+  CU CM  serv er) f ro m th e appro pri ate 
Ci sco  b usi ness uni t o ne mo nth  pri o r to  th e sch eduled 
mi grati o n, as appli cab le. 

 
• Pro v i de and rev i ew  th e ch eck li st o f  pre-mi grati o n 

readi ness w i th  due dates req ui red f o r th e co mpleti o n 
pri o r to  th e CU CM  M i grati o n. 

 
N etw or k  I mp lementati on P lan Dev elop ment 
 

• Dev elo p a si te speci f i c Netw o rk  i mplementati o n plan 
to  mi grate CU CM  f ro m 4.1( 3) o r 4.2( 3) to  6.1. 

   
• R ev i ew  i mplementati o n plan f o r each  CU CM  serv er 

Si te to  b e mi grated. 
 
• Dev elo p Netw o rk  Implementati o n Plan, co ntai ni ng 

seq uenced and detai led ev ents req ui red to  mi grate 
th e U ni f i ed Co mmuni cati o ns so luti o n as desi gned and 
w i th i n th e sco pe o f  th i s pro j ect. 

 
• Def i ne ti meli nes f o r po st-i mplementati o n testi ng. 
 
• Dev elo p co nti ngency  and ro llb ack  plans to  resto re 

b ack  to  th e o ri gi nal Call M anager v ersi o n. 
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• Present Netw o rk  Implementati o n Plan and o b tai n 
Custo mer’s f eedb ack  and co ncurrence o f  th e 
i mplementati o n sch edule. 

 
O n-S i te M i g r ati on S er v i ce 

• R ev i ew  perti nent Custo mer-pro v i ded do cumentati o n 
pri o r to  M i grati o n. 

• Pro v i de Pre-mi grati o n ch eck li st to  v eri f y  th at all pre-
req ui si tes h av e b een met pri o r to  M i grati o n. 

• Assi st Custo mer w i th  escalati o n o f  any  i tems at ri sk  
duri ng th e mi grati o n pro cess pertai ni ng to  ti mely  
co mpleti o n o f  ev ents as sch eduled i n th e Pro j ect 
Plan;  Ci sco  may  gui de th e Custo mer b y  i denti f y i ng 
th e appro pri ate Ci sco  co ntacts w i th i n Ci sco ’s 
Adv anced Serv i ces team, as w ell as th e appro pri ate 
pro duct-speci f i c b usi ness uni t and TAC o rgani z ati o ns. 

M i g r ati on A ccep tance T est 
• R ev i ew  Custo mer’s do cumented acceptance cri teri a 

and ex pected results f o r dev elo pment o f  th e so luti o n 
and si te acceptance test plan. 

 
• Dev elo p and do cument th e acceptance test plan 

w h i ch  v ali dates co mmuni cati o n b etw een th e serv ers, 
sy stems, appli cati o n and netw o rk s. 

 
• Identi f y  th e to o ls req ui red f o r ex ecuti ng test cases. 
 
• Def i ne f aci li ti es req ui rements and to o ls req ui red to  

perf o rm tests. 
 
• Co nduct acceptance testi ng o f  th e upgraded Ci sco  

U ni f i ed CM  li mi ted o nly  to  th o se f eatures i denti f i ed as 
f uncti o nal i n th e prev i o us v ersi o n pri o r to  th e upgrade. 

P ost M i g r ati on C ut ov er  S up p or t 
• Pro v i de O n Si te serv i ce suppo rt o n CU CM  f o r i ssues 

related to  th e sco pe o f  th i s M i grati o n pro j ect and 
li mi ted to  th e Serv i ces pro v i ded h erei n. 

 
• Pro v i de gui dance and assi stance li mi ted to  tw o  ( 2) 

day s co mmenci ng w i th  th e f i rst day  th e sy stem starts 
recei v i ng li v e calls. 

 
O p ti onal C U W L  L i censi ng  E nab lement 
 
I f  B L F  and di r ector y  enab lement ar e selected:  

• Setup a pi lo t o f  25 users, i denti f i ed b y  Custo mer, and 
co nf i gure B L F  and di recto ry  enab lement. 
 

• Pro v i de do cumentati o n to  Custo mer to  b e ab le to  
i mplement th e f eatures f o r th e remai ni ng users. 

 
I f  M ob i li ty  i s selected:  

• Setup a pi lo t o f  25 users, i denti f i ed b y  th e Custo mer, 
and co nf i gure th em f o r M o b i li t y . 
 

• Pro v i de do cumentati o n to  th e Custo mer to  b e ab le to  
i mplement M o b i li ty  f o r th e remai ni ng users. 
 

I f  S of t C li ent i s selected:  
• Setup a pi lo t o f  25 users, i denti f i ed b y  th e Custo mer, 

and co nf i gure th em f o r So f t Cli ent. 
 

• Pro v i de do cumentati o n to  th e Custo mer to  b e ab le to  
i mplement So f t Cli ent f o r th e remai ni ng users. 

 
I f  C i sco U ni f i ed P r esence ( C U P ) i s selected:  

• If  CU P i ntegrati o n i s req ui red w i th  CU P f eatures and 
f uncti o nali ti es, CU P i nstallati o n and i ntegrati o n w i th  
Ci sco  U ni f i ed Co mmuni cati o ns M anager must b e 
perf o rmed as a separate o rderab le serv i ce o utsi de o f  
th i s U CO S o f f eri ng. 

 
I f  U ni ty  5 . x M i g r ati on i s selected:  

• If  U ni ty  mi grati o n i s req ui red, th en th e U ni ty  M i grati o n 
must b e perf o rmed as a separate o rderab le serv i ce 
o utsi de o f  th i s U CO S o f f eri ng. 

 
K now ledg e T r ansf er  
 

• Pro v i de o ne ( 1) day  o f  i nf o rmal k no w ledge transf er to  
th e Custo mer’s desi gnated perso nnel f o llo w i ng th e 
M i grati o n i n th e f o rm o f  Q & A, w h i te-b o ardi ng and 
o th er i nf o rmal co mmuni cati o n meth o ds co v eri ng 
mi grati o n related to pi cs. 

 
 
C ustomer  Resp onsi b i li ti es 
 
Gener al Resp onsi b i li ti es 
o Desi gnate at least tw o  ( 2) b ut no t mo re th an si x  ( 6) 

tech ni cal representati v es, w h o  must b e Custo mer' s 
emplo y ees i n a centrali z ed Netw o rk  suppo rt center 
( Custo mer' s tech ni cal assi stance center), to  act as th e 
pri mary  tech ni cal i nterf ace to  th e Adv anced Serv i ces 
Engi neer. Custo mer w i ll desi gnate as co ntacts seni o r 
engi neers w i th  th e auth o ri ty  to  mak e any  necessary  
ch anges to  th e Netw o rk  co nf i gurati o n.  O ne i ndi v i dual, 
w h o  i s a seni o r memb er o f  management o r tech ni cal staf f , 
w i ll b e desi gnated as Custo mer’s pri mary  po i nt o f  co ntact 
to  manage th e i mplementati o n o f  serv i ces under th i s 
Serv i ce Descri pti o n ( e.g., ch ai r th e w eek ly  co nf erence 
calls, assi st w i th  pri o ri ti z ati o n o f  pro j ects and acti v i ti es).  

o Custo mer' s tech ni cal assi stance center sh all mai ntai n 
centrali z ed netw o rk  management f o r i ts Netw o rk  
suppo rted under th i s Serv i ce Descri pti o n, capab le o f  
pro v i di ng L ev el 1 and L ev el 2 suppo rt. 
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o Pro v i de reaso nab le electro ni c access to  Custo mer' s 
Netw o rk  to  allo w  th e Adv anced Serv i ces Engi neer to  
pro v i de suppo rt.   

o If  Ci sco  pro v i des Data Co llecti o n To o ls o r scri pts lo cated 
at Custo mer' s si te, Custo mer sh all ensure th at such  Data 
Co llecti o n To o ls o r scri pts are lo cated i n a secure area, 
w i th i n a Netw o rk  env i ro nment pro tected w i th i n a f i rew all 
and o n a secure L AN, under lo ck  and k ey  and w i th  access 
restri cted to  th o se Custo mer emplo y ee( s) o r co ntracto r( s) 
w h o  h av e a need to  access th e Data Co llecti o n To o ls 
and/o r a need to  k no w  th e co ntents o f  th e o utput o f  Data 
Co llecti o n To o ls. In th e ev ent Data Co llecti o n To o l 
pro v i ded b y  Ci sco  i s So f tw are, Custo mer agrees to  mak e 
appro pri ate co mputers av ai lab le and do w nlo ad So f tw are 
as needed. Custo mer sh all remai n respo nsi b le f o r any  
damage to  o r lo ss o r th ef t o f  th e Data Co llecti o n To o ls 
w h i le i n Custo mer’s custo dy . Custo mer must i mmedi ately  
return Data Co llecti o n To o l( s) to  Ci sco  as i nstructed b y  
Ci sco , upo n th e earli er o f : ( i ) ex pi rati o n o r termi nati o n o f  
th e Serv i ce Descri pti o n o r ( i i ) Ci sco ’s req uest to  Custo mer 
th at th e Data Co llecti o n To o ls( s) b e returned to  Ci sco .   

o Pro v i de a Netw o rk  to po lo gy  map, co nf i gurati o n 
i nf o rmati o n, and i nf o rmati o n o f  new  f eatures b ei ng 
i mplemented as needed.   

o In th e ev ent th e Netw o rk  co mpo si ti o n i s altered, af ter th e 
Serv i ces selected i n th i s Serv i ce Descri pti o n are i n ef f ect, 
Custo mer i s respo nsi b le to  no ti f y  Ci sco  i n w ri ti ng w i th i n 
ten day s ( 10 ) o f  th e ch ange.  Ci sco  may  req ui re 
mo di f i cati o ns to  th e f ee i f  th e Netw o rk  co mpo si ti o n h as 
i ncreased b ey o nd th e o ri gi nal pri ci ng q uo te f o r Serv i ces.  

o Create and manage an i nternal emai l ali as f o r 
co mmuni cati o n w i th  Adv anced Serv i ces Engi neer. 

o R etai n o v erall respo nsi b i li ty  f o r any  b usi ness pro cess 
i mpact and any  pro cess ch ange i mplementati o ns.  

o Pro v i de i ts desi gnated perso n( s) w i th  i nstructi o ns o n 
pro cess and pro cedure to  i ni ti ate cases and access th e 
Adv anced Serv i ces Engi neer. 

o No ti f y  Ci sco  o f  i ts standard o perati ng pro cedures related 
to  i ts b usi ness practi ces, i ts i nternal o perati o nal 
no menclature and Netw o rk  to  allo w  Ci sco  to  ef f ecti v ely  
co mmuni cate and di scuss cases w i th  Custo mer i n th e 
co ntex t o f  Custo mer’s b usi ness env i ro nment.  

o Pro v i de all necessary  i nf o rmati o n to  enab le Ci sco  to  
perf o rm ro o t cause analy si s. 

o Inf o rmati o n o n any  U ni f i ed Co mmuni cati o ns serv i ce lev el 
agreements  
 

o Inf o rmati o n o n addi ti o nal U ni f i ed Co mmuni cati o ns 
appli cati o ns suppo rted b y  th e U ni f i ed Co mmuni cati o ns 
so luti o n. 

 
o Identi f y  Custo mer U ni f i ed Co mmuni cati o ns i ssues and 

co ncerns 
 

o Ensures k ey  engi neeri ng and o perati o nal perso nnel are 
av ai lab le to  parti ci pate i n i nterv i ew  sessi o ns as needed. 
 

o Pro v i de suppo rt to  Ci sco  team to  co llect needed 
i nf o rmati o n f o r perf o rmance and o pti mi z ati o n serv i ces th at 
may  o r may  no t use auto mated to o l.  
 

o Inf o rm Ci sco  o f  U ni f i ed Co mmuni cati o ns-related pro j ects 
and cri ti cal ch anges th at may  i mpact th e U ni f i ed 
Co mmuni cati o ns so luti o n th at Custo mer h as i mplemented.  
 

o Pro v i de Ci sco  w i th  detai led i nf o rmati o n th at descri b es 
Custo mer’s req ui rements and o b j ecti v es f o r i ts Netw o rk  
i ncludi ng b ut no t li mi ted to  scalab i li ty , securi ty  and 
manageab i li t y , ro admap and ch anges, so luti o n 
co mpo nents such  as Hardw are, q uanti ty  and So f tw are 
releases 

 
U C  B usi ness A li g nment.  In addi ti o n to  th e general 
respo nsi b i li ti es, Custo mer sh all pro v i de th e f o llo w i ng: 
 
o W o rk  w i th  th e appro pri ate IT and b usi ness stak eh o lders to  

sch edule di scussi o ns and di stri b ute w o rk sh o p i nv i tati o ns.  
 

o R ev i ew  strategy  and ro admap reco mmendati o ns. 
 
o Pro v i de access to  U C+ C and b usi ness i ni ti ati v e 

do cumentati o n and i nterv i ew  reso urces. 
 
o Pro v i de do cumented b usi ness go als/i mperati v es. 
 
o Pro v i de co ntact detai ls and sch edule 

meeti ngs/di scussi o ns w i th  i nternal stak eh o lders. 
 
o Assi st w i th  w o rk sh o p sch eduli ng and reso urce/f aci li ty  

co o rdi nati o n. 
 
U C  A p p li cati on S tr ateg y .  In addi ti o n to  th e general 
respo nsi b i li ti es, Custo mer sh all pro v i de th e f o llo w i ng: 
 
o W o rk  w i th  th e appro pri ate IT and b usi ness stak eh o lders to  

sch edule di scussi o ns and di stri b ute w o rk sh o p i nv i tati o ns.  
 

o R ev i ew  strategy  and ro admap reco mmendati o ns. 
 
o Pro v i de access to  U C i ni ti ati v e do cumentati o n. 
 
o Pro v i de do cumented b usi ness go als/i mperati v es. 
 
o Pro v i de co ntact detai ls and sch edule 

meeti ngs/di scussi o ns w i th  i nternal stak eh o lders. 
 
o Assi st w i th  w o rk sh o p sch eduli ng and reso urce/f aci li ty  

co o rdi nati o n. 
 
 
U C  O ng oi ng  Desi g n S up p or t In addi ti o n to  th e G eneral 
R espo nsi b i li t i es, Custo mer/Partner sh all pro v i de th e f o llo w i ng: 

 
o Co mpletes si te surv ey  templates 
o Dev elo ps th e test &  acceptance do cument 
o Dev elo p a po st cuto v er day  2 suppo rt plan 
o Implements U C desi gn ch anges and acceptance testi ng 
o R ev i ew s f i ndi ngs o f  th e Desi gn Co nsultati o n R epo rt and 

appro v es any  desi gn ch anges, pro cess o r pro cedure 
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ch anges, and any  ex i sti ng i nf rastructure remedi ati o n 
needed. 

o Pro v i des access to  all netw o rk  do cumentati o n. 
o Pro v i des o nsi te/remo te access to  th e netw o rk  dev i ces 

i ncluded i n th e desi gn rev i ew . 
 
U C  P r oacti v e S of tw ar e Recommendati ons Rep or t and U C  
S of tw ar e S ecur i ty  A ler t In addi ti o n to  th e G eneral 
R espo nsi b i li t i es, Custo mer sh all pro v i de th e f o llo w i ng: 
 
o Pro v i de detai ls o f  i ts current So f tw are release and 

Hardw are v ersi o n f o r U ni f i ed Co mmuni cati o ns so luti o n 
co mpo nents ( f o r ex ample, Call M anager and peri ph eral 
gatew ay s). 

o Pro v i de h i gh -lev el arch i tectural draw i ng th at sh o w s w h ere 
co mpo nents are lo cated ( f o r ex ample, geo graph i cal 
lo cati o n o r lo cati o n w i th i n th e Netw o rk ). 

o Pro v i de current and new  f eature/f uncti o nali ty  and 
capab i li t y  req ui rements i ncludi ng th e i ni ti al IPC desi gn 
req ui rements do cuments. 

o Co mmi ts reso urces as needed 
o R ev i ew s pro po sed so luti o n o r w o rk aro und f o r th e 

Custo mer’s i ssues and pro v i des appro v al to  i mplement th e 
so luti o n( s). 

o Pro v i des o nsi te/remo te access to  netw o rk  dev i ces related 
to  th e i ssue. 

o Pro v i des th e Adv anced Serv i ces engi neer w i th  any  
relev ant i nf o rmati o n. 

 
U C  S tab i li ty  A udi t.  In addi ti o n to  th e general respo nsi b i li ti es, 
Custo mer sh all pro v i de th e f o llo w i ng: 
 
o Custo mer’s O perati o ns Engi neer pro v i des access to  th e 

netw o rk  env i ro nment i ncludi ng access to  i nv ento ry  and 
do cumented netw o rk  i nf o rmati o n as w ell as appro v ed 
di agno sti c eq ui pment co nnecti o ns f o r i nf o rmati o n 
gath eri ng. 

o Pro v i des Ci sco  w i th  a securi ty  ex empti o n to  uti li z e any  
Ci sco  o r th i rd-party  so f tw are o n th ei r netw o rk  f o r th e use 
o f  data i nv ento ry  gath eri ng, perf o rmance. 

 
o Custo mer ack no w ledges and declares stab i li ty  pro b lems 

( i f  ex i sts). 
 
o Di scusses recent netw o rk  o utages and TAC case 

ex peri ence. 
 
o Pro v i des detai led netw o rk  to po lo gy  di agram. ( i f  av ai lab le) 
 
o Pro v i des a co mplete i nv ento ry  o f  th e U ni f i ed 

Co mmuni cati o ns Inf rastructure netw o rk . 
 
o Pro v i des IPT Netw o rk  i nv ento ry  and di sco v ery  repo rts and 

perf o rmance stati sti cs and repo rts, i f  av ai lab le. 
 
o Pro v i des CR O S and NO S i nv ento ry , repo rts, and desi gn 

i nf o rmati o n ( i f  av ai lab le). 
 

o Pro v i des U ni f i ed Co mmuni cati o ns O perati o ns M anager 
( f o rmally  ITEM ) i nf o rmati o n and stati sti cs ( i f  av ai lab le). 

 
o Pro v i des Ci sco  U ni f i ed Co mmuni cati o ns engi neer w i th  

Custo mer ( mai n) po i nt o f  co ntact ( PO C). 
 
o M anages co mmuni cati o n b etw een Custo mer and Ci sco . 
 
o Pro v i des management ex pectati o ns o f  serv i ce 

req ui rements. 
 
o Pro v i des candi dates and Custo mer ro les to  b e i nterv i ew ed 

b y  th e Adv anced Serv i ces engi neer f o r th e audi t. 
 
o Ex ecutes reco mmendati o ns reco rded i n th e U ni f i ed 

Co mmuni cati o ns Stab i li t y  Audi t R epo rt. 
 
o Po stpo nes any  sch eduled ch anges i n th e netw o rk  duri ng 

th e Audi t pro cess. 
 
 
U ni f i ed C ommuni cati ons O p er ati onal Ri sk  M anag ement 
A naly si s ( U C -O RM A ).  In addi ti o n to  th e general 
respo nsi b i li ti es, Custo mer sh all pro v i de th e f o llo w i ng: 
Th e lev el o f  co mmi tment and co llab o rati o n i s cri ti cal to  th e 
success and v alue o f  th e U C-O R M A engagement.  Th e ab i li ty  
o f  Ci sco  staf f  to  accurately  assess th e current o perati o ns 
env i ro nment and pro v i de reco mmendati o ns i s dependent o n 
th e amo unt and accuracy  o f  th e data pro v i ded as w ell as th e 
lev el o f  parti ci pati o n i n th e i tems li sted b elo w . 
• Desi gnati o n o f  an Ex ecuti v e Spo nso r to  pro v i de 

leadersh i p and o v ersi gh t f o r th e pro j ect to  ensure ti mely  
and ef f ecti v e parti ci pati o n o f  all Custo mer parti ci pants. 

 
• Assi gnment o f  a Pri mary  Custo mer Co ntact w h o  w i ll w o rk  

w i th  Ci sco  team memb ers to  co o rdi nate sch edules, 
co llect i nf o rmati o n, and h o st th e engagement team w h i le 
o nsi te i ncludi ng o b tai ni ng a co nf erence ro o m f o r all 
i nterv i ew s and access b adges f o r th e Ci sco  Adv anced 
Serv i ces team.  

 
• Ensure parti ci pati o n i n th e U C-O R M A K i ck -o f f  meeti ng o f  

appro pri ate o perati o ns pro cess o w ners and o th er IT 
stak eh o lders. 

 
• Ensure parti ci pati o n o f  desi gnated stak eh o lders and 

pro cess o w ners i n all o nsi te i nterv i ew s. 
 
• Ensure deli v ery  o f  i tems o n th e Data Co llecti o n 

W o rk sh eet sev en day s pri o r to  o nsi te i nterv i ew s. 
 
• Pro v i de reaso nab le access to  b ui ldi ngs, co nf erence 

ro o ms, f aci li ti es, and w o rk spaces f o r assi gned Ci sco  
team memb ers duri ng th e pro j ect. 

 
• U nless o th erw i se agreed to  b y  th e parti es, Custo mer 

sh all respo nd w i th i n tw o  ( 2) b usi ness day s o f  Ci sco ’s 
req uest f o r do cumentati o n o r i nf o rmati o n needed f o r th e 
pro j ect. 

  



Page 11 o f  14 
 

 
 

• Ensure th at co ntracts and li censes w i th  all th i rd-party  
v endo rs are f ully  ex ecuted and ref lect th e co rrect terms to  
enab le Custo mer’s b usi ness req ui rements to  b e met i n 
f ull.  In addi ti o n, Custo mer sh all b e respo nsi b le f o r all 
pay ments to , and th e w o rk  perf o rmance o f , all no n-Ci sco  
enti ti es assi gned to , o r w o rk i ng o n th i s Pro j ect. 

 
U C  C h ang e S up p or t In addi ti o n to  th e G eneral 
R espo nsi b i li t i es, Custo mer sh all pro v i de th e f o llo w i ng: 
 
o Custo mer rev i ew s th e pro po sed so luti o n o r w o rk aro und f o r 

th e Custo mer’s i ssues and pro v i des appro v al to  i mplement 
th e so luti o n( s). 

o Pro v i des access to  any  i nf o rmati o n req ui red b y  TAC to  
tro ub lesh o o t and reso lv e th e i ssues. 

o Pro v i des a descri pti o n o f  th e pro b lem and sy stems ( o nly  
o ne pro b lem descri pti o n per serv i ce req uest) 

o Pro v i des status o f  current and past Custo mer i ssues th at 
mi gh t h elp reso lv e th e case. 

o Pro v i des o nsi te/remo te access to  th e netw o rk  dev i ces 
related to  th e i ssue. 

o Co mmi ts reso urces to  reso lv e th e si tuati o n as needed. 
 
U C  Remote K now ledg e T r ansf er  S essi on.  In addi ti o n to  th e 
G eneral R espo nsi b i li ti es, Custo mer sh all pro v i de th e f o llo w i ng: 

 
o Custo mer’s pri mary  co ntact i s respo nsi b le f o r co llecti ng 

th e trai ni ng req ui rements and pro v i di ng th em to  th e 
Adv anced Serv i ces engi neer. 
 

o Custo mer’s pri mary  co ntact i s respo nsi b le to  o rgani z e th e 
k no w ledge transf er and mento ri ng ev ents.  

 
U C  I mp lementati on S up p or t    In addi ti o n to  th e G eneral 
R espo nsi b i li t i es, Custo mer sh all pro v i de th e f o llo w i ng: 
 
• Custo mer/Partner sh o uld o pen cases w i th  Ci sco  TAC f o r 

all reacti v e i ssues.  Th i s h elps th e Ci sco  AS engi neer o r 
Ci sco  TAC to  engage Dev elo pment engi neers i f  th e 
reso luti o n i nv o lv es b ug f i x es, etc. 

 
• Th e Custo mer may  purch ase addi ti o nal Implementati o n 

Suppo rt h o urs to  ensure co nti nuati o n o f  th e suppo rt, 
o th erw i se th e engi neer w i ll b e remo v ed at th e end o f  th e 
agreed f unded engagement 

 
• Pro v i de Ci sco  w i th  req ui red do cumentati o n 
 
• Pro v i de Ci sco  w i th  appro pri ate ph y si cal and remo te 

access suf f i ci ent to  perf o rm mento r duti es 
 
• Pro v i de a pro j ect management team to  manage and o w n 

all aspects o f  th e U ni f i ed Co mmuni cati o ns i mplementati o n 
 
• Pro v i de, f o r th e durati o n o f  th e pro j ect, perso nnel certi f i ed 

to  perf o rm th e U ni f i ed Co mmuni cati o ns task s and any  
o nsi te Implementati o n duti es req ui red f o r i mplementati o n 

 
• Perf o rm So luti o n Implementati o n to  i nclude: i nstallati o n o f  

So f tw are, pro v i si o ni ng o f  U ni f i ed Co mmuni cati o ns 
platf o rms 

 

 
U C  S ecur i ty  A ssessment.  In addi ti o n to  th e G eneral 
R espo nsi b i li t i es, Custo mer sh all pro v i de th e f o llo w i ng: 
 
� Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neers w i th  up-to -

date U C i nf rastructure to po lo gy  di agrams and i nf o rmati o n 
ab o ut th e current U C arch i tecture, co nf i gurati o n U C 
dev i ces, and securi ty  po li cy . 

 
�  Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neer w i th  access 

to  th e ex i sti ng netw o rk  dev i ces. 
 
� Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neer remo te 

access to  th e netw o rk . 
 
� Custo mer w i ll ensure th at no  ch anges are made to  th e U C 

i nf rastructure w h i le Securi ty  Assessment i s i n pro gress, 
w h i ch  may  tak e up to  4 w eek s dependi ng o n th e 
co mplex i ty  o f  th e env i ro nment.  

 
� Pro v i de Ci sco  w i th  a securi ty  ex empti o n to  uti li z e any  

Ci sco  o r th i rd-party  so f tw are o n th ei r netw o rk  f o r th e use 
o f  data i nv ento ry  gath eri ng, perf o rmance. 

 
� Assi st w i th  Ci sco  Netw o rk  Co nsulti ng Engi neers i n 

pro v i di ng ti mely  answ ers to  all th e q uesti o ns ask ed duri ng 
th e i nterv i ew  pro cess. 

 
� Ensure th at th e appro pri ate staf f  memb ers are i nv o lv ed 

f ro m Custo mer si te and co -o rdi nate f o r all meeti ngs. 
 
� If  needed, Custo mer w i ll b e respo nsi b le f o r pro v i di ng 

remo te access to  i ts netw o rk . 
 
 
� Custo mer w i ll no t mak e ch anges to  th e U C i nf rastructure 

duri ng th e ti me peri o d th at th e Securi ty  Assessment i s 
b ei ng co nducted. 

 
� Custo mer pro j ect team memb ers agree to  meet w i th  Ci sco  

U C Securi ty  Assessment team f o r i ni ti al screeni ng and 
rev i ew  pri o r to  draf ti ng f i nal co py  and f o rmal audi t 
presentati o n. 

 
H ands O n O p er ati ons S up p or t 
 
I nci dent &  P r ob lem M anag ement 
 
Gener al C ustomer  Resp onsi b i li ti es 
o Desi gnate at least tw o  ( 2) b ut no t mo re th an si x  ( 6) 

tech ni cal representati v es, w h o  must b e Custo mer' s 
emplo y ees i n a centrali z ed Netw o rk  suppo rt center, to  act 
as th e pri mary  tech ni cal i nterf ace to  th e Adv anced 
Serv i ces Engi neer.  

o Ensure k ey  engi neeri ng and o perati o nal perso nnel are 
av ai lab le to  parti ci pate i n pro v i si o ni ng sessi o ns as needed. 

 
o   Pro v i de Ci sco  w i th  detai led i nf o rmati o n th at descri b es 

Custo mer’s req ui rements and o b j ecti v es f o r i ts Netw o rk  
i ncludi ng b ut no t li mi ted to  scalab i li ty , securi ty  and 
manageab i li t y , ro admap and ch anges, so luti o n 



Page 12 o f  14 
 

 
 

co mpo nents such  as Hardw are, q uanti ty  and So f tw are 
releases.  

o Pro v i de a Netw o rk  to po lo gy  map, co nf i gurati o n 
i nf o rmati o n, and i nf o rmati o n o f  new  f eatures b ei ng 
i mplemented as needed.   

o Pro v i de reaso nab le electro ni c access to  Custo mer' s 
Netw o rk  to  allo w  th e Adv anced Serv i ces Engi neer to  
pro v i de suppo rt.   

o Create and manage an i nternal emai l ali as f o r 
co mmuni cati o n w i th  Adv anced Serv i ces Engi neer. 

U C  GA P  Resoluti on S er v i ces 
 
U C  GRS :   S taf f i ng  &  E xp er ti se 
 
In addi ti o n to  th e general respo nsi b i li t i es, Custo mer sh all 
pro v i de th e f o llo w i ng: 
Th e lev el o f  co mmi tment and co llab o rati o n i s cri ti cal to  th e 
success and v alue o f  th e U C-G R S: Staf f i ng &  Ex perti se 
engagement.  Th e ab i li ty  o f  Ci sco  staf f  to  accurately  assess 
th e current o perati o ns env i ro nment and pro v i de 
reco mmendati o ns i s dependent o n th e amo unt and accuracy  o f  
th e data pro v i ded as w ell as th e lev el o f  parti ci pati o n i n th e 
i tems li sted b elo w . 
• Desi gnati o n o f  an Ex ecuti v e Spo nso r to  pro v i de 

leadersh i p and o v ersi gh t f o r th e pro j ect to  ensure ti mely  
and ef f ecti v e parti ci pati o n o f  all custo mer parti ci pants. 

 
• Assi gnment o f  a Pri mary  Custo mer Co ntact w h o  w i ll w o rk  

w i th  Ci sco  team memb ers to  co o rdi nate sch edules, 
co llect i nf o rmati o n, and h o st th e engagement team w h i le 
o nsi te ( i f  necessary ) i ncludi ng o b tai ni ng a co nf erence 
ro o m f o r all i nterv i ew s and access b adges f o r th e Ci sco  
Adv anced Serv i ces team.  

 
• Ensure parti ci pati o n o f  appro pri ate o perati o ns pro cess 

o w ners and o th er IT stak eh o lders i n th e U C-G R S: 
Staf f i ng &  Ex perti se K i ck -o f f  meeti ng and w o rk sh o ps. 

 
• Ensure parti ci pati o n o f  desi gnated stak eh o lders and 

pro cess o w ners i n all i nterv i ew s. 
 
• Ensure deli v ery  o f  i tems o n th e Data Co llecti o n 

W o rk sh eet sev en day s pri o r to  o nsi te i nterv i ew s. 
 
• Pro v i de reaso nab le access to  b ui ldi ngs, co nf erence 

ro o ms, f aci li ti es, and w o rk spaces f o r assi gned Ci sco  
team memb ers duri ng th e pro j ect. 

 
• U nless o th erw i se agreed to  b y  th e parti es, Custo mer 

sh all respo nd w i th i n tw o  ( 2) b usi ness day s o f  Ci sco ’s 
req uest f o r do cumentati o n o r i nf o rmati o n needed f o r th e 
pro j ect. 

  
• Ensure th at co ntracts and li censes w i th  all th i rd-party  

v endo rs are f ully  ex ecuted and ref lect th e co rrect terms to  
enab le Custo mer’s b usi ness req ui rements to  b e met i n 
f ull.  In addi ti o n, Custo mer sh all b e respo nsi b le f o r all 
pay ments to , and th e w o rk  perf o rmance o f , all no n-Ci sco  
enti ti es assi gned to , o r w o rk i ng o n th i s Pro j ect. 

 
 
 
F ast T r ack  M i g r ati on 
 
S i te/ A r ch i tectur e Di scov er y  and V ali dati on 
 
• Ensure th at k ey  netw o rk i ng, teleco mmuni cati o ns, and 

o perati o nal perso nnel are av ai lab le to  parti ci pate i n 
i nterv i ew  sessi o ns to  enab le Ci sco  to  gath er and analy z e 
all req ui red so luti o n co mpo nents perti nent to  th e 
M i grati o n. 

• Desi gnate and ensure th at k ey  Custo mer perso nnel are 
av ai lab le f o r o ngo i ng i nf o rmati o n gath eri ng and f eedb ack  
duri ng th e di sco v ery  ph ase. 

• Pro v i de detai ls f o r co mpleti ng th e req ui rements 
q uesti o nnai res regardi ng th e f o llo w i ng: 
o Custo mer’s current desi gn o f  th e U ni f i ed 

Co mmuni cati o ns sy stem. 
o Co nf i gurati o n and co nnecti v i ty  detai ls regardi ng all 

U C appli cati o ns i ntegrated w i th  CU CM . 
o Securi ty  asso ci ated w i th  th e Ci sco  U ni f i ed CM . 
o Addi ti o nal so f tw are i nstalled and/o r co nf i gured o n 

U ni f i ed Co mmuni cati o ns M anager o r elsew h ere o n 
th e Netw o rk  th at may  i mpact th e M i grati o n. 

o Addi ti o nal appli cati o ns co nnected to  th e U ni f i ed 
Co mmuni cati o ns Call M anager. 

 
• Co mmuni cate any  addi ti o nal desi gn req ui rements and 

co nsi derati o ns th at may  b e af f ected b y  th e mi grati o n 
pro cess. 

• Pro v i de ph y si cal and lo gi cal netw o rk  sch emati cs f o r 
Custo mer’s ex i sti ng netw o rk  w h ere appli cab le. 

• Pro v i de v o i ce netw o rk  to po lo gy  di agrams and o th er 
i nf o rmati o n w h i ch  co uld i nclude detai ls o f  v o i ce mai l, 
co nf erenci ng, and co ntact center. 

• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 
ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
Deli v erab le. 

 
P r e-M i g r ati on L ab  T est 
 
• Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neers w i th  up-to -

date U C to po lo gy  di agrams and i nf o rmati o n ab o ut th e 
current U C arch i tecture, dev i ce co nf i gurati o n and securi ty  
po li cy . 
 

• Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neer w i th  access to  
ex i sti ng netw o rk  dev i ces. 
  

• Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neer w i th  answ ers 
to  q uesti o ns ask ed duri ng th e i nterv i ew  pro cess i n a ti mely  
manner. 

 
• Pro v i de a B ack up and R esto re Sy stem ( B AR S) f i le o r th e 

CU CM  Pub li sh er HDD set i n preparati o n f o r pre-mi grati o n 
lab  testi ng. 
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• G ath er th e f o llo w i ng i nf o rmati o n pri o r to  i nterv i ew s w i th  
Ci sco  Engi neers: 
o Current detai led U C i nf rastructure di agram  
o Netw o rk  to po lo gy  di agram 
o Hi gh  L ev el Desi gn ( HL D) do cumentati o n 
o L o w  L ev el Desi gn ( L L D) do cumentati o n 
o Co nf i gurati o n o f  o th er U C dev i ces ( such  as gatew ay s 

and ro uters) 
o IP addressi ng plan i denti f y i ng IP ro ute summary  i n th e 

netw o rk  co re and IP address allo cati o ns f o r teleph o ny  
o Securi ty  po li cy  and req ui rements 

 
• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 

ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
Deli v erab le.  

 
P r e-M i g r ati on Readi ness S up p or t 
 
• Arrange f o r securi ty  access f o r Ci sco  Perso nnel at 

desi gnated Custo mer Si tes w h ere th e Pre-M i grati o n 
R eadi ness assessment w i ll b e perf o rmed. 

  
• Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neers w i th  answ ers 

to  q uesti o ns ask ed duri ng th e i nterv i ew  pro cess i n a ti mely  
manner.  Any  o utstandi ng answ ers to  q uesti o ns duri ng th e 
i nterv i ew  pro cess are req ui red pri o r to  starti ng th e Pre-
M i grati o n R eadi ness assessment. 

 
• Identi f y  th e appro pri ate staf f  memb ers i nv o lv ed at each  

si te and co -o rdi nate th e sch eduli ng f o r all meeti ngs and 
data gath eri ng. 

 
• Pro v i de Ci sco  Netw o rk  Co nsulti ng Engi neers w i th  up-to -

date U C to po lo gy  di agrams and i nf o rmati o n ab o ut th e 
current arch i tecture, co nf i gurati o n o f  th ese dev i ces, usage 
req ui rements, securi ty  po li cy , and uti li z ati o n repo rts. 

 
• U pgrade all IO S v o i ce gatew ay s to  th e reco mmended 

so f tw are co de ch anges agreed upo n pri o r to  th e M i grati o n. 
 
• V eri f y  th at all o f  Ci sco ’s reco mmended so f tw are co de 

ch anges h av e b een i mplemented. 
 
• Ex ecute reco mmendati o ns reco rded i n th e Pre-M i grati o n 

R eadi ness assessment and co nf i rm i n w ri ti ng to  Ci sco  
w h en all th e ch anges h av e b een co mpleted.   

 
• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 

ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
do cument. 

 
N etw or k  I mp lementati on P lan Dev elop ment 
 
• Ensure th at Custo mer reso urces are av ai lab le duri ng and 

af ter th e M i grati o n to  suppo rt all U C appli cati o ns i ncludi ng 
Ci sco  U ni f i ed Co mmuni cati o ns M anager. 

 
• Ensure th at Custo mer i nternal reso urces and/o r partner( s) 

are av ai lab le to  co nduct th e M i grati o n o n all th i rd party  
appli cati o ns 

 

• Pro v i de h ardw are h ard di sk  dri v e ( HDD) req ui red f o r th e 
ro llb ack , as necessary . 

 
• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab les, 

and ack no w ledge recei pt o f  th e Deli v erab les b y  si gni ng 
th e Deli v erab les. 

 
O n S i te M i g r ati on S er v i ce 
 
• Pro v i de O n Si te co ntact i nf o rmati o n to  Ci sco . 
 
• Pro v i de ch ange co ntro l management, li mi ted to  th e 

M i grati o n task s. 
 
• Pro v i de an O n Si te suppo rt engi neer to  w o rk  w i th  Ci sco  

engi neer duri ng th e M i grati o n. 
 
• Pro v i de Ci sco  engi neer access to  th e Custo mer’s f aci li ty  

and netw o rk  eq ui pment. 
 
• R ev i ew  th e M i grati o n F allb ack  Plan w i th  Ci sco  engi neer 

and determi ne a co nti ngency  ti mef rame w i th  a respecti v e 
f allb ack  sch edule. 

 
• Pro v i de Ci sco  engi neer w i th  req ui red do cuments. 
 
• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 

ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
do cument. 

 
M i g r ati on A ccep tance T est 
 
• Desi gnate Custo mer perso nnel respo nsi b le f o r assi sti ng i n 

th e dev elo pment and appro v al o f  th e Test Acceptance 
Plan. 

 
• Identi f y  th e Si tes w h ere testi ng may  need to  b e co nducted. 
 
• Pro v i de tech ni cal perso nnel at th e remo te si tes w h ere 

ph y si cal testi ng may  b e req ui red. 
 
• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 

ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
Deli v erab le. 

 
P ost M i g r ati on C ut O v er  S up p or t 
 
• Desi gnate k ey  perso nnel as reso urces f o r th e Po st-

M i grati o n Cuto v er Suppo rt. 
 
• Pro v i de access to  all desi gnated areas. 
 
• R ev i ew  th e Po st-M i grati o n Cuto v er Suppo rt ( numb er o f  

day s) w i th  Ci sco  Pro j ect M anager. 
 
• Pro v i de Ci sco  w i th  appro pri ate ph y si cal and remo te 

access suf f i ci ent to  perf o rm Ci sco  R espo nsi b i li ti es as 
o utli ned f o r th e Serv i ces. 
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• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 
ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
M CC. 

 
C U W L  L i censi ng  E nab lement 
 
I f  B L F  and di r ector y  enab lement ar e selected:  
• Identi f y  th e 25 users f o r B L F  di recto ry  enab lement. 
• Ensure th at Custo mer reso urces are av ai lab le duri ng th e 

enab lement. 
• Pro v i de access to  th e Netw o rk . 
 
I f  M ob i li ty  i s selected:  
• Identi f y  th e 25 users f o r w h i ch  M o b i li ty  w o uld b e enab led. 
• Ensure th at Custo mer reso urces are av ai lab le duri ng th e 

enab lement. 
•  Pro v i de access to  th e Netw o rk . 

 
I f  S of t C li ent i s selected:  

• Identi f y  th e 25 users f o r w h i ch  so f t cli ent w i ll b e 
i nstalled.  

• Ensure th at Custo mer reso urces are av ai lab le duri ng 
th e enab lement. 

• Pro v i de access to  th e Netw o rk . 
 

 
K now ledg e T r ansf er  
 
• Desi gnate Custo mer perso nnel w h o  req ui re k no w ledge 

transf er co ncerni ng mi grati o n related to pi cs. 
• Prepare appro pri ate q uesti o ns regardi ng th e mi grati o n to  

b e addressed i n th e k no w ledge transf er. 
• Parti ci pate i n th e rev i ew  o f  th e co mpleted Deli v erab le, and 

ack no w ledge recei pt o f  th e Deli v erab le b y  si gni ng th e 
Deli v erab le. 

 


