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Agenda

What is Cisco Partner Self-Service?

What can I use it for?

Access levels & privileges.

Partner Level

Admin Level

Tool Help
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Partner Self-Service
www.cisco.com/go/pss
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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
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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)
• 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
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Partner Self-Service Guest Level
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Partner Self-Service Partner Level

Company Name
Company 
Administrators
CAMs assigned to your 
company
Update Profile: Update 
your profile
Change Company 
Association: change 
companies you are 
associated with
Remove Current 
Association: 
Downgrades to guest-
level access
Manage My Access: 
View and request 
access to partner tools.
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What is 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
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Partner Self-Service Admin Level
Partner Individual PLUS:
• Update Company Data: 

Edit company, contact, 
and location information

• Apply for Certification 
and Specialization: 
View or submit 
application for 
certification and 
specialization

• Manage Access 
Requests: Approve or 
deny company 
association requests or 
add individual 
Cisco.com user IDs to 
company to give 
partner-level access 
within 24hours

• Manage Company 
Contacts Access: 
Search, view, edit 
partner tool access 
privileges for company 
employees
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What is 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
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Partner Self-Service – Need Help?
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Q & A
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Cisco APAC Partner 
Pre-Sales Help Desk
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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
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Pre-Sales Help Desk for Cisco Partner

Partner 
Access Level 

to CCO?
Is this 

product  
suitable?

What is PSS?

Where to Apply?
Cisco tools are not working!!

New software feature?

What is the difference?Error 
Message…

Do I qualify?
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What we hear from partners…

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

Are they Cisco support? How come they don’t know 
basic stuff?

Do they have escalation process? 

Toll free number for US? It doesn’t work here.

They don’t provide solution. Just pass the case to 
another.
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Definition of Partner Service Coverage

-Product implementation

-Troubleshooting

-Product information

-Product configuration 
tool

Technical

-Service sales general 
inquiries

-Service contract

- Channels Partner 
Programs

- Channels Partner Tools

- Access Error

Non-
Technical

Post-SalesPre-Sales
For All Partners

US PRT
(Partner Relationship Team)

APAC PHO
(Partner Help Online)

Asia Pacific 
Partner Help Online

PDI Help Desk
(For UC specialized or ATP)

WW 
Partner Relationship Team
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3 Different Help Desks
PRT

Partner 
Relationship Team

APAC PHO 
Partner 

Help Online
PDI HelpDesk

Access

When

Language

• Web & Toll Free 
(limited countries)

• 24 X 6  support (English)

• Mandarin – 5 days
(7am – 4pm, Beijing)

• Web

• Local Time, 8 X 5

• English, Mandarin,  
Cantonese, Thai, Korean

• Web

• Local Time, 8X5

• English only

Who • All Cisco partners & 
Cisco internals

• All Cisco partners • UC specialized,  
ATP partners &
Cisco internals

What • Global Channels Tools 
& Programs

• Pre-sales technical 
questions

• PDI for Unified 
Communications

Where http://www.cisco.com/web/partn
ers/tools/helponline/prt.html

http://www.cisco.com/go/ap/partner
help

http://www.cisco.com/go/cn/partner
help

http://www.cisco.com/
web/partners/support/
pdihd.html
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WW Partner Relationship Team (PRT)
- Coverage

10 consultants

2 consultants

2 consultants

Global Coverage 

24 X 6 

Starting from 8:00am Mon (Sydney)

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

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

International 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

via Phone

via Web



© 2006 Cisco Systems, Inc. All rights reserved. Cisco PublicPresentation_ID 22

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

Cisco Market PlaceCAM Locator

Cisco Network Investment 
Calculator (CNIC)

Partner Locator

Cisco Technology Migration 
Program (CTMP)

Partner Business Planning (PBP)

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

Partner Self Service (PSS)Customer Satisfaction Survey

Partner Registration (PR)Step to Success

Certified Individual E-leads

Partner 
Certification/Specialization

Certification/Specialization 
Application (CSapp)

Cisco Learning Partner ProgramCisco Partner View

Distributor LocatorCampaign Builder (Only ANZ)
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WW Partner Relationship Team (PRT)
- Open a Case
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WW Partner Relationship Team (PRT)
- Open a Case
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WW Partner Relationship Team (PRT)
- Open a Case
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WW Partner Relationship Team (PRT)
- Open a Case
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WW Partner Relationship Team (PRT) 
- Case History
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APAC Partner Help Online (PHO)
- Coverage

10 engineers

4 engineers

1 engineer

1 engineer

2 engineers

Asia Pacific only

8 X 5 (except country holidays)

English Service:
8:30am – 8:30pm 
(SIN, GMT+8) 

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

HONG KONGHONG KONG



© 2006 Cisco Systems, Inc. All rights reserved. Cisco PublicPresentation_ID 29

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

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

Email: sioh@cisco.com

Korea

http://www.cisco.com/go/ap/partnerhelpHong Kong

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

Phone:

Thailand

http://www.cisco.com/go/cn/partnerhelpChina

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

email: helponline@external.cisco.com

English Service

Contact Service 
Country

* APAC PHO provide “call-back” service when you have a case number via web.
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APAC Partner Help Online (PHO)
- Technology Supported

Routing & Switching

Security

Voice

Wireless

Network Management
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English - http://www.cisco.com/go/ap/partnerhelp
Chinese – http://www.cisco.com/go/cn/partnerhelp

Login =>

APAC Partner Help Online (PHO)
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APAC Partner Help Online (PHO)
- Open a Case
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Partner Help Online (PHO)
- Live Chat
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Partner Help Online (PHO)
- Web Call-Back
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PDI Help Desk
- Coverage

4 engineers

1 engineers

5 engineers

Global Coverage 

24 X 6 

Starting from 12:00pm (Sydney)

English Only 

2 engineers (Feb)

3 engineers
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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

via Web
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PDI Help Desk
- Supported Products

Products Supported Products Unsupported

• CallManager & apps (IPMA, 
AC, CMM, CER, etc.)
• CallManager Express /SRST
• Unity
• Unity Express
• Unity Connection 
• IPCC Express
• IPCC Enterprise
• IP Phones / Wireless IP 
Phones / IPComm
• IP/VC, VT Advantage
• Presence Server / Client
• Voice Gateways
• MeetingPlace
• MeetingPlace Express
• IP-IP Gateway

• BTS 10200
• PGW
• EGW
• ISN / CVP
• ICM with Legacy PBX 
Integration
• ICM with Multi-Media 
Integration
• Network Management 
Systems 
• End-to-End QOS 
recommendations
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Pre-Sales (APAC PHO) vs. Planning (PDI-HD)
APAC PHO PDI Help Desk

• Available to all Cisco Partners 
and Resellers  
• Supports Commercial and 
Enterprise product 
Technologies
• Part number and list pricing 
lookups 
• Product and Solution ordering 
inquiries
• Product Configurations
• General solution suggestions
• Product selection 
• Feature capability assistance
• Instruct / assist on usage of 
Configuration Tools and 
ordering guides

• 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
• Partner entitlement verified 
via Partner Locator or special 
program participation
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Sales 
Team

PartnerCA

Services Not Provided By Help Desk

Generate BOM for Sales team/RFI/RFP                             X               X

Knowledge Transfer (onsite training)                 X             X               X

Produce Intellectual Property (documents)       X             X

Detail Design review                                            X                              X

Onsite Service and Support                                 X                              X

Network Audit and Network assessments         X                              X

Customization                                                   X                              X

Detailed Implementation Plan                              X                              X

Detailed Software recommendations                  X                              X

End-to-End QOS recommendations                    X                              X
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PDI Help Desk
- Open a Case:http://www.cisco.com/go/pdihelpdesk

Required 
For Proper 

Case 
Routing!
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Q and A
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PDI Help Desk web page on Cisco.com 
http://www.cisco.com/go/pdihelpdesk
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Benefits of PDI Help Desk

Specialized Partners
– Offload of Post-sales issues for Engineer’s
– Smoother Project Lifecycle
– Partners Advanced Technologies Enablement

Channels
– Better Partner Support
– Partner Skill Gap Analysis
– Step to Success and PHO content improvement

Sales Organization
– Offload of Post-sales issues for SE’s
– Smoother Project Lifecycle
– Specialist Support for Engineers

Voice Business Units
– Early Feedback on Voice System Software
– Documentation Quality Improvement early in 

Service Lifecycle

Others
– Defects Early Identification
– DDTS early in Service Lifecycle
– TAC offload of non-Production Cases
– CAP Reduction
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PDI-HD vs. TAC Case Determination

System is in production and has customer 
signoff
System is pre-production before customer 
signoff
Partner is staging equipment and has 
questions or issues
The issue is 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

TAC PDI-HD

Note – A process is in place to Escalate cases to TAC should the need arise


