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Cisco Technical Support Services
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Agenda
� Cisco Services vs Warranty
� Services Portf ol io
� Services T ool s
� Prog ram s,  Prom os
� V ision f or 2 T ier resel l ers 
f rom  Services p ersp ective
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W h er e ar e t h e I s s u es

4040%40%40%

Application Application 
F ailu r eF ailu r e

O pe r ator sO pe r ator s
M istak e sM istak e s

S ou r ce :   G ar tne r G r ou p

• S of tw ar e  I ssu e s 
• P e r f or m ance  I ssu e s• I nconsiste ncie s d u e  to 

M anag e r s C h ang e
• L ack  of  P r oce sse s 

2 0%2 0%

•Hardware
• E n v i ro n m en t  I s s u es
• N at u ral  D i s as t ersT e ch nolog yT e ch nolog y

Problems in the IT World
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W ar r ant y
� A p p l ies to O rig inal  ow ners onl y – p u rch ased  th rou g h  au th oriz ed  resel l er

� L im ited  in d u ration
9 0  d ays w arranty f rom  d ef ects

O n I O S – no U p d ates,  no U p g rad es – l im ited  b u g  f ix es
O n H ard w are – sh ip m ent w ith in 1 0  w ork ing   d ays

1  Y ear – H ard w are R etu rn T o F actory
L im ited  L if etim e Warranty – H ard w are R etu rn T o F actory

� F ree of  d ef ects in m aterial  and  w ork m ansh ip

� Warranty m ap p ing  site 
h ttp : / / w w w . cisco. com / en/ U S/ p artner/ p rod u cts/ p rod _ w arranties_ l isting . h tm l
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S er v i c e C o nt r ac t
� I O S B u g  F ix es,  F u l l  U p d ates and  U p g rad es f or al l  val id  su p p orted  l icenses

� O nl ine Su p p ort I nf rastru ctu re

� A d vance R ep l acem ent H ard w are Su p p ort
N B D
8 x 5 x 4
2 4 x 7 x 4
2 4 x 7 x 2

� Service avail ab il ity m atrix
h t t p : / / t o o l s . c i s c o . c o m / a p i d c / s a m / s e a r c h . d o
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W ar r ant y  v er s u s  S er v i c es   
W ar r anty  is :

• O nly  H ar d w ar e  r e place m e nt if  th e  par t is b r ok e n
• N o com m itm e nt of  S L A
• N o T AC  su ppor t f r om  C isco
• N o acce ss to k now le d g e  tr ansf e r  r e sou r ce s
• N o sof tw ar e  u pd ate s or  u pg r ad e s
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D i f f er enc es b et w een S er v i c es and
W ar r ant y

Advanced R ep l acem ent

R eg i s t er ed Acces s  t o
C i s co . co m

Ap p l i cat i o n SW  U p dat es

• SW  U p dat es
• M ai nt enance R el .  and
B u g F i x es

• M i no r R el eas es
• M aj o r R el eas es

T ech ni cal Su p p o r t

So f t w ar e W ar r ant y

W ar r ant y f o r H ar dw ar e

AR S (1 0  day s )

N o

N o

N o

N o  

9 0  D ay s

9 0  D ay s

9 0 -D ay s / 1  Y ear
L I M I T  H W

O p en cas es  2 4 x 7 ;  
R ep l acem ent N ex t
B u s i nes s D ay

P o r t al  w i t h
M anag em ent T o o l s
des i g ned f o r SM B

N O

C i s co  I O S &   
O S B u g F i x es

Y es

Anu al  C o nt r act s

Anu al  C o nt r act s

C i s co  SM AR T  
F O U N D AT I O N

O p t i o ns :  2 -H r ,   4 -
H r ,  O ns i t e

St andar d:  N ex t
B u s .  D ay D el i ver y

Y es

Y es

Y es

Y es

Anu al  C o nt r act s

Anu al  C o nt r act s

SM AR T net

AR S (1 0  D ay s )

N o

N o

N o

N o  

9 0  D ay s

L i f et i m e (s o m e i nt er nal
p ar t s

l i m i t ed t o 5  y ear s )

L I M I T E D L I F E T I M E  
H AR D W AR E
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C B R  ( 2 T )  P o r t f o l i o
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C i s c o  T ec h ni c al  S u p p o r t  S er v i c es  ( T S S )
• SMARTnet +  SMARTnet O ns i te
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S M AR T net  C o m p o nent s

Cisco O S 
Sof tw are

H ard w are 
R eplacem ent

Cisco. com

Cisco® TA C

Extends the life of equipment and 
maximiz es applic ation tec hnolog y  
inv estments

I nc r eases c ustomer ’s self-suffic ienc y  
and pr oduc tiv ity  w ith r eg ister ed ac c ess 
to online tools and r esour c es

C omplements c ustomer ’s in-house staff 
w ith hig hly -tr ained eng ineer s,  C C I E®
eng ineer s,  ac c ess to R & D  eng ineer s

M inimiz es the r isk  of potential netw or k  
dow ntime w ith fast ac c ess to 
r eplac ement of har dw ar e par ts

DESCRIPTIONCOM PONENT
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T ech nical  A ssistance Centers
• 7  x  2 4  x  3 6 5  s u p p o r t
• 4  W o r l d  w i d e  s u p p o r t :  S y d n e y ,  S a n  J o s e ,  R a l e i g h ,  a n d  B r u s s e l s
• A c c e s s  t o  e n g i n e e r s  i n  1 2 0  c o u n t r i e s .

Cisco Technical Assistance Center
G lob al Av ailab ility
Cisco T A C

W o r l d w i d e
Sa t e l l i t e
M a j o r  s u p p l y
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C i s c o  T ec h ni c al  S u p p o r t  S er v i c es
• SMARTnet +  SMARTnet O ns i te
• C i s c o  Ser v i c es  f o r  I P S ( SU x )            

SMARTnet +  s i g natu r es
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C i s c o  T ec h ni c al  S u p p o r t  S er v i c es
• SMARTnet +  SMARTnet O ns i te
• C i s c o  Ser v i c es  f o r  I P S ( SU x )            

SMARTnet +  s i g natu r es

• SAS/SAU  ( SASU )  – s o f tw a r e
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S AS  and S AS U

So f tw a r e Ap p l i c a ti o n Su p p o r t ( SAS)  a nd  So f tw a r e Ap p l i c a ti o n Su p p o r t 
p l u s  U p g r a d es  ( SASU )
• C u r r ent r el ea s es  a nd  s u p p o r t f o r  s o f tw a r e p a c k a g es  
• Su p p o r t f o r  i nd i v i d u a l  C i s c o  netw o r k i ng  s o f tw a r e a p p l i c a ti o ns
• Tec h ni c a l  a s s i s ta nc e,  o nl i ne s u p p o r t,  a nd  m a i ntena nc e u p d a tes
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C i s c o  T ec h ni c al  S u p p o r t  S er v i c es
• SMARTnet +  SMARTnet O ns i te
• C i s c o  Ser v i c es  f o r  I P S ( SU x )            

SMARTnet +  s i g natu r es

• SAS/SAU  ( SASU )  – s o f tw a r e
• C i s c o  Sm a r t F o u nd a ti o n Ser v i c e
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Cisco Core S u p p ort S tru ctu re 
S M AR Tnet /  S m art F ou nd ation

SM A R TnetSm art 
F ound ation

Coverag e

Cisco. com

I O S

TA C

A dv anc ed 
R eplac ement

L o w  end  p r o d u c ts  O N L Y .  AL L  p r o d u c ts  

Su p p o r t f o r  AL L  tec h no l o g i es  

+P O RTAL F U L L  Ac c es s

To o l s ,  Tec h ni c al  L i b r ar y ,  So f tw ar e 
C enter ,  F o r u m s ,  etc .

+I O S B u g  F i x es Ac c es s  to  th e So f tw ar e C enter

I O S U p g r ad es ,  U p d ates ,  B u g  
F i x es ,  ( 2 4 x 7 )

+I m m ed i ate s u p p o r t f r o m  th e TAC  
eng i neer s

C as es  c an b e o p ened  v i a em ai l  o r  
tel ep h o ne at any  ti m e

+I n tw o  f l av o r s ,  p ar ts  o nl y  and  
O nSi te

2 4 x 7 x 4 ,  8 x 5 x 4 ,  SD S/ N B D

+

N B D  C al l b ac k  f r o m  s p ec i al i z ed  eng i neer s  d u r i ng  r eg u l ar  b u s i nes s  h o u r s  

SD S/ N B D  O nl y

Coverag e

O n L ine 
Support

I O S

TA C

A dv anc e 
R eplac ement
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C i s c o  T ec h ni c al  S u p p o r t  S er v i c es
• SMARTnet +  SMARTnet O ns i te
• C i s c o  Ser v i c es  f o r  I P S ( SU x )            

SMARTnet +  s i g natu r es

• SAS/SAU  ( SASU )  – s o f tw a r e
• C i s c o  Sm a r t F o u nd a ti o n Ser v i c e
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C i s c o  U ni f i ed C o m m u ni c at i o ns
E s s ent i al  O p er at e S er v i c e

Customer Profile
� A n y  s i z e  b u s i n e s s  d e p l o y i n g  C i s c o  U n i f i e d  C o m m u n i c a t i o n s

t h a t  w a n t s  t o  p r o m o t e  g r e a t e r  o p e r a t i o n a l  r e l i a b i l i t y  
S erv ic e S a les a n d  D eliv ery
� S o l d  a n d  D e l i v e r e d  b y  C i s c o  a n d  c e r t i f i e d  p a r t n e r s
S erv ic e Ca p a b ilities a n d  F ea tures
� E s s e n t i a l  O p e r a t e  S e r v i c e :

� 2 4  x  7  di r ect  cu s t o m er  acces s  t o  C i s co  E ng i neer s  at  t h e T AC
� C i s co . co m  k no w l edg e b as e and t o o l s
� So f t w ar e Ap p l i cat i o n Su p p o r t  and M i no r  U p dat es
(C i s co  SM AR T net  Ser vi ce can b e p u r ch as ed s ep ar at el y  f o r  h ar dw ar e
and O S s u p p o r t )

M a i n t a i n  t h e  h i g h  a v a i l a b i l i t y ,  s e c u r i t y ,  a n d
o p e r a t i o n a l  e f f i c i e n c y  o f  y o u r  C i s c o  U n i f i e d  
C o m m u n i c a t i o n s  n e t w o r k  t h r o u g h  d i r e c t  a c c e s s
t o  C i s c o  t e c h n i c a l  e x p e r t i s e  a n d  c o m p l e t e
s o f t w a r e  c o v e r a g e

L B

Unified 
C o m m u nic a t io ns  
O p er a t e S er v ic es

L i nk  b ac k  to
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Renewals = Recurring RevenueRenewals = Recurring Revenue
Y ea r  3

RENEW A L  Sa l e s

RENEW A L  Sa l e s

Ne w  Se r v i c e  Co n t r a c t s

N ew  Ser v i c e =  $ 1 0 , 0 0 0  

Renew  Ser v i c e =  $ 1 0 , 0 0 0  

Renew  Ser v i c e =  $ 1 0 , 0 0 0  

To tal  Ser v i c e
=  $ 3 0 , 0 0 0  

Y ea r  4
RENEW A L  Sa l e s

RENEW A L  Sa l e s

Ne w  Se r v i c e  Co n t r a c t s

N ew  Ser v i c e =  $ 1 0 , 0 0 0  

Renew  Ser v i c e =  $ 1 0 , 0 0 0  

Renew  Ser v i c e =  $ 1 0 , 0 0 0  

RENEW A L  Sa l e s

Renew  Ser v i c e =  $ 1 0 , 0 0 0  

To tal  Ser v i c e
=  $ 4 0 , 0 0 0  

Y ea r 1
Ne w  Se r v i c e  Co n t r a c t s

N ew  Ser v i c e =  $ 1 0 , 0 0 0  
RENEW A L  Sa l e s

Y ea r  2

Renew  Ser v i c e =  $ 1 0 , 0 0 0  
Ne w  Se r v i c e  Co n t r a c t s

N ew  Ser v i c e =  $ 1 0 , 0 0 0  

To tal  Ser v i c e
=  $ 2 0 , 0 0 0  
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P er f o r m anc e M et r i c s  C ent r al  
O p p ortu nity  M anag em ent 
• E s t a b l i s h e s  k e y  s u c c e s s  m e t r i c s  f o r  i n d i r e c t  p a r t n e r s  
• P a r t n e r  a c c e s s  t o  a t t a c h  r a t e  a n d  r e n e w a l  r a t e  p e r f o r m a n c e
• D o w n l o a d  r e p o r t s  t o  i d e n t i f y  s a l e s  l e a d s  f o r  u n c o v e r e d  a n d  r e n e w a l  
s e r v i c e s  o p p o r t u n i t i e s

M etrics u sed  f or Pay f or 
Perf orm ance
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P er f o r m anc e M et r i c s  C ent r al  
O p p ortu nity  M anag em ent 
• E s t a b l i s h e s  k e y  s u c c e s s  m e t r i c s  f o r  i n d i r e c t  p a r t n e r s  
• P a r t n e r  a c c e s s  t o  a t t a c h  r a t e  a n d  r e n e w a l  r a t e  p e r f o r m a n c e
• D o w n l o a d  r e p o r t s  t o  i d e n t i f y  s a l e s  l e a d s  f o r  u n c o v e r e d  a n d  r e n e w a l  
s e r v i c e s  o p p o r t u n i t i e s

M etrics u sed  f or Pay f or 
Perf orm ance
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T o o l s  Av ai l ab l e
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S er v i c e C o nt r ac t  C ent er
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S er v i c e F i nder
h ttp : //w w w . c i s c o -s er v i c ef i nd er . c o m /
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S er v i c e S u p p o r t  C ent er
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S er v i c e S u p p o r t  C ent er
SSC is accessib le f rom  w eb  b row ser via w w w . cisco. com / g o/ ssc

Sear ch i ng  f o r  
i nf o r m at i o n

O p eni ng  a new  cas e

H i s t o r i cal  dat a

U s i ng  h el p

1 s t  t i m e as s i s t ance
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H o w  t o  u s e t h e S S C  K no w l edgeB as e?

F r o m  t h e  ‘ Q uestions &  A nsw er s’ t a b :
• S e l e c t  t o p i c  a n d  s u b -t o p i c  r e l a t i n g  t o  y o u r  q u e s t i o n
• T y p e  y o u r  q u e s t i o n  i n  t h e  ‘ S ear c h T ext field’,  c l i c k  ‘sear c h’
• C l i c k  o n  t h e  answ er  link s t o  v i e w  r e s p o n s e
• A t  t h e  e n d  o f  t h e  a n s w e r ,  y o u  c a n  ev aluate t h e  a n s w e r  a n d  s e e  r elated topic s

�

To receive 
n ot if ica t ion  w h en  
t h e a n s w er is  

u p d a t ed  cl ick  h ere
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H o w  t o  l o g a c as e?
F r o m  t h e  ‘ O pen a C ase’ t a b
1 . S e l e c t  topic a n d  sub -topic r e l a t i n g  t o  y o u r  q u e s t i o n  a n d  add email t o  b e  c o p i e d  i f  a p p l i c a b l e
2 . T y p e  k e y  w o r d s  i n  t h e  ‘ S ub j ec t’ f i e l d  a n d  e n t e r  y o u r  q u e s t i o n  i n  t h e  ‘ Q uestion’ b o x
3 . A ttac h a n y  r e l e v a n t  doc uments a n d  c l i c k  o n  ‘ S ub mit R equest’
4 . T h e  s y s t e m  s h o u l d  b r i n g  a  list of questions t h a t  m a y  b e  o f  i n t e r e s t ,  i f  n o n e  a p p l i e s  t h e n  c l i c k  o n  

‘ F inish S ub mitting  R equest’ t o  c o n f i r m  c a s e  c r e a t i o n

Addi ng  do cu m ent
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S er v i c e Av ai l ab i l i t y  M at r i x
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S er v i c e Av ai l ab i l i t y  M at r i x
h ttp : //to o l s . c i s c o . c o m /a p i d c /s a m /s ea r c h . d o
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S er v i c e Av ai l ab i l i t y  M at r i x
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S er v i c e F i nder
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S er v i c e F i nder
h ttp : //w w w . c i s c o -s er v i c ef i nd er . c o m /
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2  T i er  F r o m  t h e T ec h no l o gy  P er s p ec t i v e
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2  T i er  F r o m  t h e S er v i c e P er s p ec t i v e

S el ec tR eg is t er edUnregistered P r em ier S il v er G o l d
S er v ic e C er t ific a t io n C a r eer

A ccelerate A ccelerate A ccelerate

S teps T o S uc c ess

P M C ( o n  r e q u e s t )

SM S3 ( Q u o t i n g )

P M C ( A l l )
SM S3  ( Q u o t i n g )

D isti P rom o D isti P rom o P rom o +  O I P

P ay  f or P erf orm ance

P artner B rand ed
CB R , CSSP , CB F , etc

E-Consulting

W W .  P . S

CSCC

D isti P rom o
A ccelerate

SM S3  ( Q u o t i n g )
P M C ( A l l )

E-Consulting
CSCC

S teps T o S uc c ess

P ay  f or P erf orm ance
O R

R e q u i r e m e n t s  t o  b e  
S i l v e r  o r  G o l d :
A )  4 0 %  A R
B )  1 5 %  P R

E a r n  R e b a t e s  u p  t o :
A )  7 %  on A R
B )  7 %  on R R

CSCC
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P r o gr am s ,  P r o m o s
� Sm artnet 3  4  2  - until J uly  the 2 6 th

� M ultiy ear D iscounts

� N ew  A ccelerate P rog ram   -Training s and  P riz es
V alue of  Selling  Technical Services
Selling  Cisco M ultiy ear Contracts
L if ecy cle Services A pproach
Cisco E-Consulting  f or P artners
Sm art Care Service

� P ay  f or P erf orm ance P rog ram -reb ates on A ttach R ate and  R enew al R ate

� F Y 0 9 -B est Cisco Services Salesperson A w ard

� Services M aterials in H ung arian
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W h er e t o  go  f o r  m o r e I nf o r m at i o n
� A c c e l e r a t e :  h t t p : / / w w w . c i s c o . c o m / w e b / p a r t n e r s / s e r v i c e s / p r o m o s / a c c e l e r a t e / i n de x . h t m l
� P e r f o r m a n c e  M e t r i c s  C e n t r a l  ( P M C )  t o o l :  h t t p : / / w w w . c i s c o . c o m / e n / U S / p a r t n e r / p a r t n e r s / m e t r i c s . s h t m l
� P a y  f o r  P e r f o r m a n c e  W e b s i t e :  h t t p : / / w w w . c i s c o . c o m / g o / p 4 p
� C i s c o  S e r v i c e  E x p e r t  P r o g r a m :  h t t p : / / c i s c o . p a r t n e r e l e a r n i n g . c o m / p e c / D i r e c t . a s p ? U R L = 2 0 1 3 1 5 4 1 39 9 6 4 5 . 1 4 0 2
� C i s c o  T e c h n i c a l  S e r v i c e s  P o r t f o l i o  - I n f o r m a t i o n  o n  S M A R T n e t ,  
S M A R T n e t  O n s i t e ,  S m a r t  F o u n d a t i o n  a n d  S m a r t  C a r e :  h t t p : / / w w w . c i s c o . c o m / e n / U S / p r o d u c t s / s v c s / p s 3 0 3 4 / s e r v _ c a t e g o r y _h o m e . h t m l
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