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Agenda

= What is Cisco Partner Self-Service?
= What can | use it for?

= Access levels & privileges.

= Partner Level

= Admin Level

= Tool Help



Parther Self-Service
WWW.CISCO.com/go/pss

FPartner Central

Partner Self Service

Zisco Partner Self Service tools ease data and access management for Cisco partnerg. This functionality
allowes wou 1o associate yaurseltwith a Crsco partner and abtain Farner [evel access so thatyou can
manade profile information. The tools also allow Patner Administrators to manage company data.

Launch Partner Self Service Training and Tutorials Feedback
(requires a Cisco.com user 10)

-Ifyou have a Cisco.comuser D, [og in to Partner | Meed help? Try these Let us know what you
Self Service resources think:
-Mew Llser? Register for a Cisco.com [D -User Guide - Complete the suney

-Forgotyour Password? -Quick Reference Guide




What is Cisco Partner Self-Service?

What Is It For?

= Gives employees of partner
companies the ability to self-
manage their profiles, access,
and company data.

Partner Employees ask for access
and maintain their profiles

Partner Administrators manage
access, and maintain company,
location, and contact information.

= Eases the certification and
specialization process

Manage company information and
contacts in our database so
applications can be processed
more rapidly




Access Privileges Overview

= Partner Employee
— Guest Level Access into PSS:

» User must have Cisco.com
User ID (CCO ID)

 Very Limited Functionality:
— Search Their Company

— Associate their Profile to
Gain Partner Level Access

— Partner Level Access into PSS:

 User must have Cisco.com
User ID (CCO ID)

e Their CCO ID must be
associated to their Partner
Company

Their CCO ID appears as a
contact in company info in
PSS

= Partner Administrator

—Partner ADMIN Access into
PSS:

 User must have Cisco.com
User ID (CCO ID)

 Their CCO ID must be
associated to their Partner
Company

Their CCO ID appears as a
contact in company info in
PSS

« Gain PSS ADMIN Level by
default from Partner
Registration

Process or Request via
PSS




Partner Self-Service Guest Level

Partner Central
Parther Self Service

Welcome Saracen Knight

Cisco.com User ID ZaldyassinZ007
Cisco.com Access Level guest

Your Cisco.com User ID currently does not have Cisco.com partner level access. To reguest
partner level access, please go to "Associate Myself with a Company” to associate your profile with a
Cisco partner company. Your request will be sent to the Cisco Partner Administrator(s) for your
company to approve your regquest.

Manage My Information

Aszsociate Myself with a Campany Associate yourself with your company. Daing so will give you the
access your company is entitled to.

=earch My Company You are not sure if your company 15 registered with Cisco, and
you want to search for it in Cisco's partner database.

Manage Cisco Partner Relationship

Fegister My Company Initiate your partnership with Cisca or re-new your "Registered
Partner" status.




Partner Self-Service Partner Level

Fartner Central
FPartner Self Service

Welcome Francois Favot

Company Name

Company Name Schlumberdger Techhical Services, Inc, SADC

VONT I 5 CATIE Wy 53 ociated Wit e compary Change Association | Bernove Association Compan

Cisco.com User ID favotiran Administrators

Cisco.com Access Level Partner Access Level Wore infarmation]

Partner Self Service administrators for  Franceis Favot CAMs assigned to your
your company company

Users whi Parter S iSe mkee Sdm ik trator Prwlleges.[m

infortmation] ile:

Cisco Channel Account Manager Kaoki Faith , Chaitali Sanjay Lambat Update Profile: Update

your profile

Change Company
Association: change

Your Cisco.com User ID currently has Cisco.com parner level access

This level of access indicates that vour Cisco.com profile is assaciated with & Cisco partner and entitles you to
partner serices such as Parther E-Learning Connection (PEC) and a number of other services Cisco provides to
their Partners.

companies you are
Partmer Self Service Announcements: associated with

Mo Announcements atthis time RemO\_/e_CUfrent

Association:

Manage My Information DOWI‘lgl’adeS tO gueSt-
level access

Data Maintenance
Update My Profile Edit your personal information. M.anage My Access:
View and request
access to partner tools.

Manage Access

Lpgrade Cisco.com Access Level Send a reguest to upgrade your access from Guestto Partner Level -
Information

Change Company Association Change the cormpany with which you are associated.

Feguest Administratar Access Send a reguestto become an administratar far Partner Self Service or

Cetification/Specialization Application.




What i1s Cisco Partner Self-Service?
Partner Employees

= Associate themselves with
partner company to get
partner-level access

= Remove themselves from their
old company association

= Manage their partner database
profile

= Check on their Channel Partner
Tool access

= Request merge or deletion of
Cisco.com user IDs from profile



Partner Self-Service Admin Level

Fartner Central
Farther Self Service

Welcome Francois Favot Partner Individual PLUS:

Company Name Schlumberger Technical Serdces, Ine, SADC C Up_date Company Data.:
TONT prefll B CArTe vty 3isockated Wi ik compary Chandge Association | Eermove Association Edlt Company, Contact,
Cisco.com User 1D favoifran and Iocation information
Cisco.com Access Level Partner Access Level [Maore informstion]

Partner Self Service administrators for Francois Favot App|y for Certification

your company

u M Parteer e iZe ke Adm BTt Privii and SpeCIallzatlon
e TE W Armer Wi & ] Irer £Rg. Ml:lrE - -
infarmation V|eV\_/ (0]§ _Sme|t
Cisco Channel Account Manager koki Faith , Chaitali Sanjay Lambat app!lgatlpn for
certification and

Your Cisco.com User ID currently has Cisco.com partner level access

This level of access indicates that vour Cisco.com profile is assaciated with & Cisco partner and entitles you to Specialization

partner services such as Partner E-Learning Connection (PEC) and a number of other services Cisco provides to

their Partners. Manage Access
Requests: Approve or

Partner Self Service Announcements: deny Company

Mo Announcements at this time aSSO_CIa_tIQn requeStS or

add individual

Manage My Information Cisco.com user IDs to

pdate My Profile Edit yaur profile infarmation.. Compan?’ tO glve

Manade My Access View and edityour access privileges or request additional partner p{irt_ﬂef- evel aCCesSs

access privileges. within 24hours
Manage Company Information Manage Company
Update Company Data Maintain or viewy your company information such as location ContaCtS ACCGSS:

addresses, employes profiles, role information, and more. SearCh, VieW, edit

Manage Company Association Requests Approve or deny association reguests for your cormpary. partner tool access
Lpdate Company Contacts Access Maintain or view additional partner access privileges for users at your NF
COMparny. pr|V||egeS for company

employees

Manage Cisco Partner Relationship

Manage Certification andfor SpecializationApply for or re-new Cerification andfor Specializations.




What I1s Cisco Partner Self-Service?
Partner Administrators

= Same things as an individual user can
do and in addition>>

= Approve association requests and
grant access to Cisco.com and
Channel tools

= Add and manage contacts used for
Specialization and Certification

= Update information shown in Partner
Locator; maintain company and
location information

= Add Cisco.com user ID’s to existing
profiles

= Add additional partner administrators
and CSApp Admins



Self-Service — Need Help?

alialn
cisco Partner Self Service Tool (PSS)

Q&A Create Cage My Support Cages

Enter a question or keyword here for self-zervice questions and answers (Q&4) or click "Creste Caze" (above) to open & support case

| | | Search |

Certification Program
Specialization Program

Partner Self Service Tool (PS5) - FAQ for Partner Self Service Tool (PS5)
How can | change my company YWeb address?

Hovw do | &cd or remove & Partner company site or location from your database?
Hawy do | uparade my current Cisco.com (previously CCO access?

Wha iz the Parner Administratar for my company?

How do | become a Partner Administrator for my company?

How do | assion someone else as the Partner Administrator for my company?
Hovwe do | remove myself @z Partner Administrator?

What iz the "Associate hyself with & Company" function and howe do | use i?

| am & partner administrator. How do | acccess and use the Manage Sccess R
Hoee ol | et my reseller numbericontract into my profie?

What iz 8 CAM?

Heve di | find the Cisco cartact for my company?

| cant find & CAM listed for my company. Ywho should | contact?
Wby does Cizco.com (previously CCO) redistration no longer accept my redistr
Where does & Cisco CAM go to aporove & company sesocistion/access requed
Heve can | make sure my partner-level access reguest is approved?
How can | change my company YWeb address?

‘What are the different types of Cisco.com Access levels and how do you get t
‘What does all this mean?

What does "Partner Individual" mean?

What can Partner Administrators do using Partner Self Service?
Howy can | gain access to tools not listed in the "Regquest Additionsl Access" se
Hovwe can | eearch Partner Administrators for PAL, Partner Self Service, Certitic
Hove can | arant access totools such as Partner Access online (PAL), Partre

Channel Incentive Prog

Walue Incentive Progral

@: How can | change my company Web address?
A: To change your Web address, go to Hitpctools cisco comA®WWChannel s GETLOGogin. do Click on "Undste Company Data " Update

[ Returnto Top ] E-mail this G848 Subzcribe to this G54 Rate thiz GE0 Feedback about this Q&0

Q: How do | add or remove a Partner company site or location from your database ¥
A: vou nesd to be either a Certification and Specialization Application admin or designated partner administrator to be alowed to updstay
lewvel Cisco.com User D and be associsted wvith your company (see Cisco.com User ID Guestion & Answer]. You can use Partner Self
company locations. If you do not zee the Update Company Data link, wou are not & partner administrator. To send a request to be made
Access" link.

[ Returnto Top ] E-mail this Guaa Subscribe to this G804 Rate this Ga8 Feedback about this Qa8

@: How do | upgrade my current Cisco.com {previoushy CC0) access? %‘I

A: To upgrade your Cizco.com access to Cisco.com Partner Lewvel Access, please aszociate ydurself with the partner or reseller com
Partners, including Authorized Resellers, Registered Partners, Cedified or Specialized Partners, or Cisco distributors are eligible for Cis
company, please click here to go Partner Self Service and click "Associate Myself to My Company” link. To find out if you have Cisco.c
"Manage My Access" within Partner Self Service. Mate: Upgrading your access will not get you access to Software Download or TAC
level access entitles you to software download or technical support, a5 your company must have a Cisco Service Maintenance Contrs
pleaze contact your CAM by sending an e-mail to scer@cizco.com or calling (3007 553-6387 (select option 4 for Contract Services).

[ Returnto Top ] E-mail this G&4 Subzctibe to this G4 Rate thiz Guio Feedback about thiz Q5L

@: Who is the Partner Administrator for my company?

A: & To seethe Partner Administrator(s) st vour company, oo to Partner Self Service, If you are correctly associsted with the Cizco R
"Administrators for your Company”, which will show the namelz) of the Partner Administrator(=) st your company . If you are not asso
WOUF company o register your company a3 a Cisco Partner. If a Partner Administrator does not exist for your company, go to Partner
Additional Access" to designate yourself as a Partner Administrator. If the Partner Administrator is listed incorrectly, you can open a o

[ Returnto Top ] E-mail this &84 Subzcribe to this S84 Rate thiz GE0 Feedback about this Q&0
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Agenda

= Cisco Sales Support Coverage

= 3 Different Pre-Sales Help Desks

1. WW PRT (Partner Relationship Team)
2. APAC PHO (Partner Help Online)
3. WW PDI Help Desk

(Planning, Design and Implementation)

= PHO vs PDI Help Desk



Pre-Sales Help Desk for Cisco Partner

Cisco tools are not working!!

Do | qualify?

Where to Apply?

€

Partner
Access Level
to CCQO?

Is this
product
suitable?

New software feature?
Error What is the difference? b@

Message...




What we hear from partners...

= Too slow response, 10-14 days? Forget it!

= Are they Cis ort? How come
basic stuff? % ]

= Do they havez@s€aiation processg;

S |
.—'I—_‘ yr

= Toll free number f

= They don’'t p
another.




Definition of Partner Service Coverage

For All Partners
Pre-Sales Post-Sales

Non- -Service sales general
Technical Inquiries

-Service contract

Technical -Product implementation
Asia Pacific

(For UC specialized or ATP)

-Troubleshooting




3 Different Help Desks

PRT APAC PHO
DI HelpDesk
Partner Partner P eIpLes
Relationship Team Help Online
Access * Web & Toll Free * Web e Web
(limited countries)
When « 24 X 6 support (English) | * Local Time, 8 X 5 « Local Time, 8X5
Language |« Mandarin — 5 days * English, Mandarin, « English only
(7am — 4pm, Beijing) Cantonese, Thai, Korean
Who * All Cisco partners & * All Cisco partners « UC specialized,
Cisco internals ATP partners &
Cisco internals
What  Global Channels Tools | « Pre-sales technical * PDI for Unified
& Programs questions Communications
Where http://www.cisco.com/web/partn | http://www.cisco.com/go/ap/partner| http://www.cisco.com/
ers/tools/helponline/prt.html help web/partners/support/

http://www.cisco.com/go/cn/partner pdihd.htm

help



WW Partner Relationship Team (PRT)
- Coverage




WW Partner Relationship Team (PRT)
- How to Open a Case

http://lwww.cisco.com/web/partners/tools/helponline/prt.html

= [nternational Number: +61 2 8446 7466

= Toll-Free number (Limited to 5 countries)
- Australia — 1 800 612452
- New Zealand — 0800 449882
- China (North) — 10 800 712 1728
- China (South and East) — 10 800 120 1728
- India — 000 800 440 1367
- Korea — 00798 14 800-7254



WW Partner Relationship Team (PRT)
- Programs & Tools Supported

Campaign Builder (Only ANZ) Distributor Locator
Cisco Partner View Cisco Learning Partner Program
Certification/Specialization Partner

Application (CSapp) Certification/Specialization
E-leads Certified Individual
Step to Success Partner Registration (PR)
Customer Satisfaction Survey Partner Self Service (PSS)

Partner Business Central (PBC) Value Incentive Program (VIP)

Partner Business Planning (PBP) Cisco Technology Migration
Program (CTMP)

Partner Locator Cisco Network Investment
Calculator (CNIC)

CAM Locator Cisco Market Place



WW Partner Relationship Team (PRT)
- Open a Case

Toolkit: Rall overtoal s

] \&

il
Cisco Partner Relationship Team

Q&Ah Create Caze My Support Cases

Erter a guestion or keyword here for self-zervice guestions and answers (284 or click "Create Caze" (abowve) to open a suppart case

|| Search |

Partner Relationship Team - Partner Tools and Program= opened from SupportHET

& How dol zearch inthe G&28s o open a case Y
& Howy do | get help with my Cisco.com D7

Q: How do | search in the @&As or open a case 7

A: To begin zearching for information, please enter a keyword or guestion in the respective field and click "Search". To begin & new search, enter different keyword criteria and repeat. Once you
answer you are laoking for, wou may also email the information by clicking on "E-mail this Q84"
If you are unakle ta find the answer to your question, please contact the Partner Relstionzhip Team (PRT) by opening & case using the "Create Caze" tab at the top of thiz page.

[ Eeturnto Top ] E-mail thiz G528 Subzcribe to this Q&4 Rate this Q&4 Feedback about this G54

Q: How do | get help with my Cisco.com ID?
Az You must cortact the Cizco.com ID by doing the follovying:

1. Mavigate your browser to: www cizco.com
2. Click "Help" link located &t the bottom left of cizco.com home page
3. Click on Cizco.com Suppart link

4. Select Guestion Type "Cizco.com RegistrationsAccessProfiles"



WW Partner Relationship Team (PRT)
- Open a Case

Toolkit: Roll over tool 4

] 5

T
cisco

Partner Relationship Team

Q&A Create Case My Support Cazes

A" denotes a required field.

Hame (UserlD): In Sook Kim (iskim)

If opening this case for
someone else, enter their | |
Cisco.Com UserlD here

* Application

| Pleaze select one

*Problem Type | Pleaze select one W

*Case Title: |

*Description

2000 characters remaining



WW Partner Relationship Team (PRT)
- Open a Case

Action tems Summary [AI1S)
Advanced Technology Provider Program (ATF)
CAM Locator

eEack < \‘_/,I \ﬂ LCS.&.pp-Channels M :.; ,-“_-;l M _J ﬂ ﬂ ﬂ

Campaign Builder

Address |@ http:/ftools. cisco. com| Career Certification liancedmodule=ADMINSappid=11625&elmtid=0 v
Channels Territary Toal (CTT)

Yf - C_Z' Cizco Learning Partner Programs ' @I' @ =g Mail - @ Py ¥ahoo! - [ﬁ] HotJobs - é Games - .‘_].E:] Music -
Cizco Marketplace
Cizco Partner Wiew [CPY) Toolkit: Roll over tool
Disti Locatar

I I Di=ti Prod Reference Guide (DPRG)
OLN LY LN ey My Leads
CISCO |Enhanced Partner Certification
Enhanced Partner Specialization
Market Fund Builder (MFBLME)
Partner Access On-Line (PAL)
Partner Buziness Central (PBEC)
QA BE G CEEEEE My 8 Partner Business Planning (PEF)
Partner Cerification
Partner Deal Registration (PDR)
Partner E-Learning Connection (FEC)
A" denotes a required field. Partrner Locator
Partner Registration
Partner Self Zervice (PSS

(>

File Edit jew  Favorites

= &

D Team

Hame (UserlD):

If opening this case for Partner Specialization
someone else, enter their Regional Planning Taol (RPT)
Cizco.Com UserlD here Steps to Success (525) o
TAP-ASP
Unified Communication &cceleration Program (UCAP) %
RaRBICCn Pleaze select one w
*Problem Type | Pleaze select one W

*Case Title: |




WW Partner Relationship Team (PRT)
- Open a Case

Toolkit: Roll aver tool=

1 \&

N1IITr
Cisco Partner Relationship Team

Q&n Create Case My Support Cazes

3 % ou will receive an e-mail shortly with the case number Click button if you want to a documernt.

Add Document

@ ARE2-2007 Cizeo Systems, Ine Al rights rezerved, Terms and Conditions, Privaey Statement, Cookie Poliey and Trademars of Cizco Systems, [nc
fanaged by: SuppodMET Team ; Last Modified: 2006-DEC-28 W2.1.2




WW Partner Relationship Team (PRT)
- Case History

Toolkit: Roll over t

T
Cisco Partner Relationship Team

Q&R Create Case My Support Cases

Hame: In Sook Kim

My Open Cazes
Case# Case Title Application Problem Type Status Date Created Attachments

HDSE0461 2 test Partner Account Reguest Azsigned 16-JAN-2007
Specialization

My Resolved/Closed Cases (Only previous 4 months)

Casex Case Title Application Problem Type Status Date Created Attachments
HOS4577ES Test CEApp - Access Reguest Clozed 15-DEC-2006
Channelz
HDS457 764 Test CSApp - Access lzsue Clozed 15-DEC-2006

Channels



APAC Partner Help Online (PHO)
- Coverage

= Asia Pacific Only 1 engineer

= 8 X 5 (except country holidays)

_ EﬂglISh Service: . f 1egineer
8:30am — 8:30pm :

e
o FHILIFFINES

(S| N ; GMT+ 8) \ ’ -' I’Leng_jinefzrsﬁﬁ

* Local Language Service:
9:00am — 6:00pm
(China, Korea, Thailand,
HK)




APAC Partner Help Online (PHO)
- How to Open a Case

Service Contact

Country

English Service | http://www.cisco.com/go/ap/partnerhelp

email: helponline@external.cisco.com

China http://www.cisco.com/go/Cn/partnerhelp

Thailand http://www.cisco.com/go/ap/partnerhelp
Phone:

Hong Kong http://www.cisco.com/go/ap/partnerhelp

Korea http://www.cisco.com/go/ap/partnerhelp

Email: sioh@cisco.com

* APAC PHO provide “call-back” service when you have a case number via web.



APAC Partner Help Online (PHO)
- Technology Supported

» Routing & Switching
= Security
= Voice

= Wireless

* Network Management




APAC Partner Help Online (PHO)

English - http://www.cisco.com/go/ap/partnerhelp
Chinese — http://www.cisco.com/go/cn/partnerhelp

il

o

APAC PARTNER HELP ONLINE
EXPERT HELP IS NOW JUST
A CLICK AWAY

“

APAC Partner Help Online

RITEE LRI Open a Case | Chat With Me My Stuff

Search Answers

Browse Answe

Category € Search Text (optional) Search Tips

&ll v| | | [ Search
Search By Sort by
|Similar Phrases v| |Defaurt Sort V| PU“JE"EE”WEE—;{[

99 Answers Found Page: 1 + of5 3

1 [Other] Pricing and Part Mumber Information multiple

‘2 Error message received when clicking on Browse and Configure COther

3 [ATA] ATA186 Connection to a PEX? “oice f IP Communica
4 [PI<] Etharmet Failover for the Cisco P Firewall Security

5 [Other] 3DES Software Download : Encryption Software Export Distribution Authorization Form Routing

6 [FPI¥] Can | use the PIX 515E FO bundle to act as a standalone P {(not in fail-over mode)? Security

“oice f IP Communica
“oice /1P Communica

? [Calltanager][Unity] Supported Servers for CallManager and Unity
8 [ATA] ATA186 License Information



APAC Partner Help Online (PHO)
- Open a Case

APAC Parther Help Online

Questions & Answers UNEHERELTN Chat With Me My Stuff Logout Help

* Denotes a reguired field.

In order for us answer your question more effectively, please select a topic below.

* Category : |R|:|uting V| Topic : |Hardware£nﬂware V|
L1300 Next Gen v| L Plariniing v|

Customer Details: | |
Please Enter the Mame and Address of your Customer

Question Data

* 5uhje-::1:| |
* Question:

‘ Attach Documents




Partner Help Online (PHO)
- Live Chat

APAC Partner Help Online

Questions & Answers Open a Case E®EIEVGGEIER My Stuff

APAC PARTNER HELP ONLINE Logout |

EXPERT HELP IS NOW JUST
A CLICK AWAY

Chat with a Help-Desk Support Engineer

*First Name: |In ook

You are connected to

; Harshit Mathur (listenin
“Last Name: |l{|m E 9

" . . . Chat Dialog
Email Address: ||sk|m@c|sc:n.cnm

Harshit Mathur: Hi, My name is Harshit Mathur. How may | help
?
* Category: |A|| v you:

* Case ID: |051216-000019

Yol must first and enter the cas
* Denotes a required field.

Type your message here, then click Send or press <Enter>

! it Bomiine

Please Note:
» Chat support is available; P> send © Hang e
Monday - Friday: 0b:00 AM - OB:00 P IST Powared by SCHT
saturday - sunday: Clased
« [t is currently Monday, Dec. 19, 2005 12:57 PM 5T ] Applet user started © Internet




Partner Help Online (PHO)
- Web Call-Back

APAC Parther Help Online

Questions & Answers Open a Case My Stuff Logout

Have a Support Engineer Call You

*First Hame: In Sook

*Last Hame: Kim

* Phone Number; '165-531?'}_{3}9{

* Email Address: i_i_s_kir_"q_@ciscn.cnm '

* Cateqgory: E-Rtluting _‘*_f]
W

<= Case ID:

f12345-123458 |
S—

“ou must first open a case and erter the caze number (LR - AR

* Denotes a required field.

[ Submit Request ]

Please Note:
» Phone callback support is available:

Monday - Friday: O5:00 Ah - 0B:00 P ST
saturday - Sunday: Closed

« |t iz currently Maonday, Dec. 19, 2005 01:11 PM IST



PDI Help Desk

- Coverage
éff"?’? A
Y 1e’|%i z‘gf .
3 eng ?!: ; \ '

gineers

R
2 enginée

(Feby~.

g



PDI Help Desk
- How to Open a Case

http://www.cisco.com/go/pdihelpdesk

= Further Questions regarding PDI Help Desk program
— Visit webpage
http://www.cisco.com/web/partners/support/pdihd.html

— Email questions to pdihd-team@cisco.com




PDI Help Desk
- Supported Products

Products Supported Products Unsupported

e CallManager & apps (IPMA, « BTS 10200
AC, CMM, CER, etc.) « PGW

« CallManager Express /SRST
e Unity « EGW

e Unity Express

e Unity Connection *ISN/CVP
* IPCC Express « ICM with Legacy PBX
* |IPCC Enterprise Integration

* IP Phones / Wireless IP _ _ :
Phones / IPComm * ICM Wl_th Multi-Media
- IP/VC, VT Advantage Integration

* Presence Server / Client - Network Management
* Voice Gateways Systems

* MeetingPlace

* MeetingPlace Express e End-to-End QOS
e IP-IP Gateway recommendations




Pre-Sales (APAC PHO) vs. Planning (PDI-HD)

APAC PHO

e Available to all Cisco Partners
and Resellers

e Supports Commercial and
Enterprise product
Technologies

e Part number and list pricing
lookups

e Product and Solution ordering
Inquiries

* Product Configurations

» General solution suggestions
* Product selection

e Feature capability assistance
 Instruct / assist on usage of
Configuration Tools and
ordering guides

PDI Help Desk

 Focused support for Unified
Communications Planning,
Design, and Implementation

» Available to Unified
Communications, Express
and ICPP / Rich Media ATP

specialized partners

* Technical expert team
» Available 24 x 6 Worldwide

e Partner entitlement verified
via Partner Locator or special
program participation




Services Not Provided By Help Desk

Team
Generate BOM for Sales team/RFI/RFP
Knowledge Transfer (onsite training)
Produce Intellectual Property (documents)
Detail Design review
Onsite Service and Support
Network Audit and Network assessments
Customization

Detailed Implementation Plan

Detailed Software recommendations

X
X
X
X
X
X
X
X
X

End-to-End QOS recommendations




..
PDI Help Desk

- Open a Case: ntip://mvww.cisco.com/go/pdihelpdesk

3 Open a Case - Mozilla Firefox

File Edit \Wiew Go Bookmarks Tools Help
Qil - |::> - gl O @ ||_| http: ffpdihd. esecurecare. netjcgi-binfpdihd. cfg/phpjenduserfask.php?p_prods=3703,0 V| ||nlv |

[ BUs | Teams [ Documentation [ cco Gl cec W Topic Search [l POIHD - cEC [ PDIHD - €CO [ IE Links [ Labs ) PDIHD [ Wb | Cisca

Cisco SYSTEMS Home | Login | Register | Contacts & Feedhack | Help | Site Map #*
Metworking Solutions ~ M o
% RESELLERS Search:
Partner Help Gnline
Search All Ciscoco
Gestions & Answers
Dpen a Case + Questions & Answers RUELLENELEE My Stuff Help
oy Stuff +
Help +
_ * Denotes a required field. Related Links
Your Partner Help Online account information Partner Self Service
= E:;'da'l . | |(emer ermail address ifyou do not have a user 10 Certification Online £
S Cerification Tracking
In order for us answer your gquestion more effectively, please select a topic below.
* Category: | FDIHelp Desk - Yoice v | *Topic: | v
= L| w EI%
Required o
PrDJEI:‘t * | What phase of the deployment is this caze in?
For Proper
Case otal Phones:  — b | Total # of IP Phones deploved for this customer
Routin 9 I Integrated PBX: — “ | Type of legacy PBX being integrated for this case, if any
’ Integrated Yoicemail: | — e | Type of legacy voicemail being integrated for this case, if any == Visit Cisco's
3rd Party Integ: | — b | Srd Party Integration Steps to Suc
End Customer: | Company name of the end customer for this case
b
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PDI Help Desk web page on Cisco.com
http://www.cisco.com/qgo/pdihelpdesk
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FAQ's and Tech Tips

The PDI Help Desk publlshes all of itz FAG's, Best Practices and Tech Tips to Partner Help Online (PHO). To search the
below zelect an approprlate sub-category {optional) and enter your search text.

Opening Cases

Access to the PDI Help Desk is possible via the web or phone. Phone access is being rolled out on s country-by-country
basis (zee belowy for infarmation on this). Plesse check this web page for countries to continue to be added. Access to all
authorized IP Communications Specialization Partners can occur via the web link below or via the phone number listed next
to your local courtry or theater.

Cases via the Web
To apen a case via Partner Help Online (PHO, click on the link below and input your email address (if @ new users an
d Under Categories, select an appropriate sub-category. Under the Topic, select an appropriste

Open A Case Online =

Cases via the Phone
i none, dial the number shown below and then choose options 2-2-6 when prampted.

USs & Canada S00-FO0-Cl=C0 L4
Puetto Rico GO0-GO-CISC0

hexica 01-500-710-6039

“Yenezuela 0-500-100-4593

Calurmbia 01-300-9135-435394

All Cther Courtries & Thesters Mo direct number at this time . Online-based support only.

@

Done




Benefits of PDI Help Desk

= Specialized Partners = Voice Business Units
— Offload of Post-sales issues for Engineer’s — Early Feedback on Voice System Software
— Smoother Project Lifecycle — Documentation Quality Improvement early in
— Partners Advanced Technologies Enablement Service Lifecycle

= Channels = Others

_ Better Partner Support — Defects Early Identificatipn
_ Partner Skill Gap Analysis — DDTS early in Service Lifecycle

_ Step to Success and PHO content improvement — 1AC offload of non-Production Cases

— CAP Reduction
= Sales Organization
— Offload of Post-sales issues for SE’s
— Smoother Project Lifecycle
— Specialist Support for Engineers



PDI-HD vs. TAC Case Determination

TAC PDI-HD
= System is in production and has customer
s?énoff P W
= System is pre-production before customer
s?énoff PrEP W
= Partner is staging equipment and has w
guestions or issues

= Theissueis creating a business-
impacting affect on the production
network

= TAC has previously been contacted on the
same issue

= RMA / SMARTNET related issues

= Partner needs assistance with an IPC
solution project plan

= Partner needs 24 x 7 support on an
implementation issue
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