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1. T h e  c h a l l e n g e s  – v e r y  
c o m p l e x  t a s k  t o  
m a n a g e  n e t w o r k s

2 . E n g a g e m e n t  E x a m p l e s   
( O l y m p i c s )  

3 . O v e r v i e w  o f  o u r  
S e r v i c e s  

4 . C o l l a b o r a t i o n   w i t h  
p a r t n e r s  

5 . B e n e f i t  o f  C i s c o  
S e r v i c e s

Operational Excellence
L et’s  f ocu s  on w h at w e can inf lu ence!



T h e C h al l eng e –
V ery  C om p l ex  T as k  
to M anag e 
N etw ork s



• Application bugs (e.g. DNS)
• S/ W  M isconf igur ation
• O per ating Sy stem

Software
A p p l i c ati on

3 0 %
Software

A p p l i c ati on
3 0 %

O p erati on al  
E rrors
4 0 %

O p erati on al  
E rrors
4 0 %

N etwork
3 0 %

N etwork
3 0 %

Source: Gartner Group, CNET

• E nv ir onm ent
• Netw or k  link s
• H ar d w ar e

• C h ange m anagem ent
• P r ocess inconsistency
• I nad eq uate tr aining &  
d ocum entation

Managing A Network - A V ery  C om p l ex  T as k:  
C u s tom er C h al l enges



I nd u s try  B es t P rac tic e . . .  C is c o S erv ic es
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E ng ag em ent E x am p l es
Succes s f ul  
m anag em ent of  
com p l ex  s ol utions



C is co &  B eij ing  O l y m p ic 2 0 0 8
C i s c o  w a s  t h e  n e t w o r k i n g  v e n d o r  f o r  S y d n e y ,  A t h e n s . F o r  B e i j i n g  
O l y m p i c  G a m e s ,  C i s c o  p r o v i d e d  t h e  f o l l o w i n g  O l y m p i c  n e t w o r k s :

� ��������	
�����
������
� ��������� � ����
������
� ��������� ������
������
� � �� �
�� � 
�
������
� � �� �
���� � ����
������
� � �� �
�� ������ � �
������
� � � ��
�
��������������� � � �
������
� ��������� �� � ����



C is co O l y m p ic Sup p ort R es ources
� I T  R oom  T echn ical  S u p p ort S M E  an d  E n g in eers >  1 0 0
� D ed icated  Cu stom er R esp on se T eam  >  2 0 0
� I n cid en t M an ag em en t T eam  >  1 0 0
� E q u ip m en t S p ares >  3 0 0 0
� T eam  &  P rocess B u il t-U p  >  6  M on ths
� O n -site S u p p ort S hif ts >  1 4 3 0  M an -d ay  f or 2 0  m aj or 
sites



C is co Serv ices
O v erv iew  



T h e C is co Serv ices  A d v antag e

T o o lsPeo p le

Pro ces s /
Pro g ra m s

Pa rtn ers



W h at A re C is co Serv ices

Advanced 
S er vi ces

A  c o m p r e h e n s i v e  f a m i l y  o f  I T  s e r v i c e s  o f f e r e d  b y  C i s c o  a n d  o u r  
p a r t n e r s  t o  h e l p  y o u  c o n t i n u a l l y  m e e t  t h e  n e e d s  o f  y o u r  b u s i n e s s

T ech ni cal  
S er vi ces



C is co Serv ices  P ortf ol io

P rep are P l an I mp l emen t O p timiz eO p erateD es ig n

A dv a nc ed Ser v ic es
O p er a t iona l
Ma na g em ent
Ser v ic es

T ec h nic a l
Ser v ic es

Consumer E nt erp ri se S P  
W h ol esa l e

I P N ex t-G en era tio n  N etw o rk

S ma l l / M ed i um 
B usi ness



T ech nical  Serv ices

P rep are P l an I mp l emen t O p timiz eO p era teD es ig n

A dv a nc ed Ser v ic es
R em ot e

Ma na g em ent
Ser v ic es

N etw ork  S u p p ort S ervices that of f er trad ition al  
m ain ten an ce support and proactive diagnostic
cap ab il ities to hel p  y ou  g ain  g reater n etw ork  
avail ab il ity ,  l ow er op eration al  costs an d  red u ce risk

T ec h nic a l
Ser v ic es



A d v anced  Serv ices

Prepare Pl an I m pl em en t O pt i m i z eO p erateD es i g n

A dv a nc ed Ser v ic es
R em ot e

Ma na g em ent
Ser v ic es

T ec h nic a l
Ser v ic es

S ervices that hel p  y ou  def ine,  engineer and 
optim iz e n etw ork  an d  n etw ork -rel ated  sol u tion s to 
en ab l e an d  accel erate y ou r b u sin ess su ccess



A d v anced  Serv ices  C ap ab il ities
Business 
S o l ut io n 

A r c h it ec t ur e 
P l a nning

Business a nd  
T ec h no l o g y  
S t r a t eg y
A l ig nm ent

T ec h no l o g y  
R ea d iness 

A ssessm ent s
Business 
V a l ue 

J ust if ic a t io n 
N et w o r k  

A r c h it ec t ur a l  
P l a nning

O ng o ing  
N et w o r k  

P er f o r m a nc e 
T uning

O p er a t io na l  
R ea d iness 
A ssessm ent

N et w o r k  
C h a ng e S up p o r t

S o f t w a r e 
A na l y sis a nd  
S up p o r t

N et w o r k ing  
S t a f f  a nd  

T ec h no l o g y  
E d uc a t io n

A d v a nc ed  
T ec h no l o g y  

S t r a t eg y  S up p o r t
F o und a t io n 
T ec h no l o g y  

S y st em  D esig n

A d v a nc ed  
T ec h no l o g y  
P l a nning  a nd  

D esig n 

N et w o r k  
M ig r a t io n 
P l a nning  

a nd  S up p o r t

A d v a nc ed  
N et w o r k  
S ec ur it y  
S t r a t eg y



C ol l ab oration
w ith  p artners



W h at is  I ncl us ion &  D iv ers ity  f or us  ?
� D iversity is sim p l y  the col l ective m ix  of  w ho 
w e are as in d ivid u al s 

� I n cl u siven ess is how  w e com e tog ether.  
I n cl u sion  is the en d  g am e.



H ow I nc l u s ion and  D iv ers ity  c an m ake a 
d if f erenc e in ou r b u s ines s  ?
� “N othin g  is im p ossib l e.   E very thin g  rel ies on  w il l ,  
col l ab oration  an d  team  sp irit ( an d  I n cl u sion  an d  
D iversity  is al l  ab ou t that) . ”

� O ther even ts cou l d  b e the op p ortu n ity  f or Cisco to 
share w ith p artn ers an d  cu stom ers on  I n cl u sion  an d  
D iversity :  E x ecu tive B u sin ess Con cep t,  N et Work ers 



D ef ine y our Sup p ort Strateg y  &  G oal s

Service Offering
&  C o vera ge
T a rget  M a rk et  
A va il a b il it y  T a rget s
K P I  /  SL A  

Cis co  M y  R o l es &  R esp o nsib il it ies
� C r it er ia :  W h a t  w e need  t o  
p r o v id e,  w h a t ’s m y  st r eng t h  a nd  
c o r e c o m p et enc ies 
� S up p o r t  S t r a t eg y :  F ul l  v isib il it y  
o f  a l l  r eq uir ed  el em ent s 

V end o r  &  P a r t ner s
� C r it er ia :  W h a t  need  v end o r s a nd  
p a r t ner s t o  d el iv er  a nd  w h a t  is 
t h er e c o r e c o m p et enc ies
� S up p o r t  S t r a t eg y :  P r o v id e 
c o m p l em ent a r y  ser v ic es 

S y stem s

P rocess

People

People

Partner

Cis co
Partner



D if f erent Serv ice-D el iv ery  M od el s

S ol d  b y  Cisco or P artn er,  
D el ivered  b y  Cisco

S ol d  b y  P artn ers,  
D el ivered  b y  P artn er an d  
Cisco Col l ab orativel y

Co lla b o ra tiv e Serv icesCis co  Serv ices



Serv ices  col l ab oration
� R ea ct ive s u p p o rt  – F T S

- O n  s i t e  s u p p o r t
� P ro a ct ive s u p p o rt  - N OS 

�A nnu a l  a s s es s m ent s
- N e t w o r k  a s s e s s m e n t
- F i e l d  N o t i c e  A d v i s o r y
- C i s c o  +  P a r t n e r  i m p l e m e n t a t i o n  o f  r e c o m m e n d a t i o n s  a n d  c o r r e c t i o n s

�N et w o rk  h ea l t h  ch eck s
- I m p l e m e n t a t i o n  o f  t h e  r e c o m m e n d a t i o n s
- U p g r a d i n g  s o f t w a r e
- R e p l a c i n g  E O S  e q u i p m e n t

�N et w o rk  s u p p o rt
- U p g r a d i n g  s o f t w a r e  a n d  c o n f i g u r a t i o n s

�C o nt inu o u s  l ea rning
- P a r t n e r  a s  C i s c o  l e a r n i n g  p a r t n e r  f o r  C i s c o  t r a i n i n g  m o d u l e s
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� A udit  of f er  

- a ud it  a nd  a ssessm ent s
� D ev ic e lev el

- I B c l a r if ic a t io n a nd  sup p o r t
- P a r t ner  T A C  sup p o r t
- P a r t ner  C C O  a c c ess
- P I C A  a d m inist r a t io n – P a r t ner  init ia t ed  c ust o m er  a c c ess t o  c isc o . c o m
- H w  p a r t s r ep l a c em ent
- I P S  sig na t ur e
- P a r t ner  sm a r t  c a l l  h o m e
- S A S / S A S U / O S  up g r a d es
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