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Service Description: Cisco Unified MeetingPlace Optimization Service

This document describes Cisco’s Unified MeetingPlace 
Communications Optimization Service.  

o Related Documents:  This document should be read in 

conjunction with the following documents also posted at 
www.cisco.com/go/servicedescriptions/ : (1) Glossary of 
Terms; (2) List of Services Not Covered; and (3) Severity 
and Escalation Guidelines.  All capitalized terms in this 
description have the meaning ascribed to them in the 
Glossary of Terms. 

o Direct Sale from Cisco.  If you have purchased these 

Services directly from Cisco, this document is 
incorporated into your Master Services Agreement (MSA) 
or equivalent services agreement executed between you 
and Cisco.  In the event of a conflict between this Service 
Description and your MSA or equivalent services 
agreement, this Service Description shall govern. 

o Sale via Cisco Authorized Reseller.  If you have 

purchased these Services through a Cisco Authorized 
Reseller, this document is for description purposes only; 
is not a contract between you and Cisco.  The contract, if 
any, governing the provision of this Service will be the 
one between you and your Cisco Authorized Reseller.  
Your Cisco Authorized Reseller should provide this 
document to you, or you can obtain a copy of this and 
other Cisco service descriptions at   
www.cisco.com/go/servicedescriptions/. 

Service Summary  

o Cisco Unified MeetingPlace Optimization Service 
provides a Network Support module in support of Cisco 
Unified MeetingPlace. 

o This Cisco Unified MeetingPlace Optimization Service is 
intended to supplement a current support agreement for 
Cisco products and is only available where all 
MeetingPlace Product(s) in Customer’s Network is 
supported by Cisco’s Essential Operate Service (ESW) 
and Unified Communications Subscription Service 
(UCSS).   

o Cisco shall provide the Cisco Unified MeetingPlace 
Optimization Service described below as selected and 
detailed on the Purchase Order for which Cisco has been 
paid the appropriate fee. Cisco shall provide a Quote for 
Services (“Quote”) setting out the extent of the Services 
and duration that Cisco shall provide such Services. 
Cisco shall receive a Purchase Order that references the 
Quote agreed between the parties and that, additionally, 
acknowledges and agrees to the terms contained therein. 

 

Cisco Unified MeetingPlace Optimization Service 

 
Cisco’s Unified MeetingPlace Optimization Service consists 
of the provision of, at a minimum, Unified Communications 
Network Consulting Engineer, from the Services described 
below, which Cisco shall provide for the Customer’s 
MeetingPlace solution during Standard Business Hours 
(unless stated otherwise). Cisco shall provide the following 
General Support provisions for all Services selected by 
Customer under the Cisco Unified MeetingPlace 
Optimization Service. 

 
 
SERVICE RESPONSIBILITIES OF CISCO  
 
General Support 
 

o Designate an engineer (“Network Consulting Engineer”) 
to act as the primary interface with Customer for its 
Network. 

o Designate a backup when the Network Consulting 
Engineer is not available. 

o Schedule periodic conference calls to review Customer’s 
Cisco Unified MeetingPlace system status, review 
proactive deliverables, and to plan the Services being 
provided. 

o Use commercially reasonable efforts to conform to 
Customer’s reasonable security regulations that are 
consistent with Cisco’s obligations herein and that are 
provided to Cisco in writing prior to commencement of 
the Services; provided, however, that Cisco’s personnel 
or subcontractors shall not be required to sign individual 
agreements with Customer or waive any personal rights. 

 
Ongoing Design Support  

 
The Cisco Unified MeetingPlace Ongoing Design Support 
Service evaluates the Customer’s existing design based on 
published best practices and industry standards.  This service 
evaluates serviceability, scalability, and security components 
as well as the infrastructure and practices used to deploy a 
Unified MeetingPlace solution. 
 
The Ongoing Design Support Service may include evaluating 
the Customer’s current design criteria with a view on future 
growth and expansion.   This may include assisting the 
Customer in developing a growth plan and expansion plan to 
their existing Cisco Unified MeetingPlace deployment.   
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As part of the Ongoing Design Support Service, the Network 
Consulting Engineer may do the following: 
 
o Network Consulting Engineer will be available at pre-

arranged scheduled times for detailed site specific 
technical and application inquiries, including consultation 
on feature capabilities of MeetingPlace, addition of new 
user communities and Customer’s rollout of new features 
and functionality released in Updates made available by 
Cisco under a separate support contract. 

o Review the Customer’s Cisco Unified MeetingPlace 
Infrastructure design. 

 
o Analyze the documented feature and functionality 

requirements as well as business direction compared 
against current design and needs. 

 
o Provide design recommendations with respect to the 

Customer’s short-term and long-term business goals. 
 
o Provide a list of potentially necessary Hardware and 

Software needed to accommodate growth. 
 
o Review Hardware and Software for issues related to end 

of life (EOL) or end of sale (EOS) components. 
 
o In the event of a third party installation, review the 

Customer’s third party implementation partner’s step-by-
step plan to achieve the stated growth. 

 
o Provide a report describing design review with 

recommendations. 
 
Focus will be placed on the review of Customer’s design 
documents, feature functionality requirements, application 
security, change control process and business plans. 
 
Proactive Software Recommendation 
 

The Proactive Software Recommendation service is a core 
component of the Unified Communications service portfolio 
and should be implemented during any of the following 
events:  Software bugs, Field Notices, EoX released, review 
TAC cases, network growth, new Customer 
feature/functionality requests, configuration management 
problems, new Cisco Software releases and Software train 
upgrades. 
 

The Proactive Software Recommendation evaluates and 
identifies the current Cisco Unified MeetingPlace Software 
levels and its feature/functionality and capabilities to be used 
in the short, medium and long term to meet the current and 
future requirements to establish the process and the 
frequency of proactive code upgrades. 
 
The Customer will use this information to determine the 
proper timing and procedure for upgrades. 
 
As part of the Proactive Software Recommendation service, 
the Network Consulting Engineer may do the following:   

 

o Obtain the Customer’s Unified MeetingPlace Software 
inventory.  

 
o Gather all the Software information, features and 

functionality and capability requirements from the 
Customer. 

 
o Evaluate the current and future Software releases for 

interoperability issues. 
 
o Determine if the Software releases will support current 

and future Customer requirements. 
 
o Determine the upgrade and patch strategy for the Cisco 

Unified MeetingPlace solution based on the Customer’s 
operational requirements. 

 
o Mitigate risks by providing the Customer with 

recommendations on system testing, performing testing 
in the lab when appropriate, and reviewing similar 
environments. 

 
 

Stability Audit 

 
The Stability Audit service component involves the collection 
and analysis of several areas of the Network, including Cisco 
Unified MeetingPlace Network Infrastructure design and 
device health, based upon adherence to Advanced Service 
leading practices for Unified Communications.  The process 
will identify deficiencies within the system that should be 
resolved to reach a stable environment based on these 
leading practices and known working models. 
 
As part of the Stability Audit Service, the Network Consulting 
Engineer may do the following: 
 
o Provide certain data collection tools that Cisco identifies 

as appropriate for Unified Communications system data 
collection during the term of the Services, provided that 
all fees due and owing to Cisco under this Appendix have 
been paid.  Data collection tools may or may not include 
hardware or software. Customer acknowledges and 
agrees that Cisco shall retain full right, title and interest to 
the data collection tools.  In addition to Cisco provided 
tools, the Network Consulting Engineer may utilize 
Customer provided data, scripts or internal tools to assist 
in collecting data from the Unified Communications 
system.  

o Conduct interviews with various administrators and 
operations personnel either onsite or remote for 
information gathering, analysis of gathered information 
and determination of proper levels and recommended 
changes. 

o Gather a complete inventory of the Unified 
Communications Network infrastructure. 

o Gather Cisco Unified MeetingPlace configuration data 
and, if required, leverage the Stability Audit worksheet. 

o Analyze information and data collected and provide a 
Stability Audit Report identifying potential deficiencies 
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and Software and/or Configuration recommendations, as 
compared to leading practices. 

 
Remote Knowledge Transfer Session 

 
The Remote Knowledge Transfer Session component allows 
the Network Consulting Engineer to have direct and 
interactive communication with the Customer. Based on 
intimate knowledge of the Customer deployment, Network 
Consulting Engineer may deliver training based on Customer 
specific needs which may include whiteboard sessions, 
virtual web conferencing sessions, or transfer of information 
mentoring tailored to the Customers needs to make the 
training most effective.   
 
Knowledge transfer and leading practices can be delivered 
pre, during or post deployment.  This is generally provided 
on an as needed basis for System Administration, Help Desk 
and Train the Trainer sessions.  This service is not intended 
to provide training for Customer’s end user population. 
 
Knowledge transfer can be delivered in a one-on-one format 
and can be delivered whenever gaps are found in the 
Customer processes or when changes occur that change 
Cisco leading practices. 
 
This knowledge transfer session is not meant to replace any 
authorized Cisco AS Education classes. 

 
 

Upgrade Support 

 
The Upgrade Support Service offering is designed to provide 
software upgrades in the Customer’s existing Cisco Unified 
MeetingPlace environment.  
 

As part of the Upgrade Support Service, the Network 
Consulting Engineer may do the following: 
 
o Perform Software upgrade(s) on the mutually agreed 

upon date and time scheduled by both the Network 
Consulting Engineer and the Customer.  This work may 
be completed remotely with proper access to the 
Customer’s Cisco Unified MeetingPlace system or on-site 
at the Customer location, as determined by the Network 
Consulting Engineer. Major Release upgrades involving a 
new platform, such as 6.x to 7.x/8.x will require additional 
services for implementation of hardware, integration 
updates,  and/or migration planning. 

o Check system configuration, verify that a system back up 
is available, and complete the Cisco Unified 
MeetingPlace Software upgrade(s) process.  If 
Customer’s Cisco Unified MeetingPlace system has 
multiple sites and/or configuration options, the Network 
Consulting Engineer may provide a phased timing 
approach to perform the Software upgrade(s).  

o Perform limited lab verification work in order to validate 
questions and recommendations. 

o Work with Customer during upgrades to address 
integration issues and provide subject matter expertise. 

o Provide direct TAC escalation support if needed during 
upgrades. 

o Develop Verification Test Plan (set of procedures and/or 
criteria) for the Software upgrade testing. 

 
o Review Verification Test Plan with Customer.  

 
o Once the MeetingPlace system has been upgraded, 

perform testing against the Customer-approved 
Verification Test Plan to show full functionality in 
accordance with the Verification Test Plan. Level of 
testing within the Verification Test Plan is based on 
Customer’s Network. 

 
o Provide the results of the testing.  

o Be available for remote assistance during cutover 
activities. 

o Work with the Cisco TAC in regard to S1 or S2 issues 
post cutover, Day 1 ( first day of Post-upgrade) support. 

 
 

SERVICE RESPONSIBILITIES OF CUSTOMER 

 
General Responsibilities 

o Designate a single point of contact to whom all Cisco 
communications may be addressed and who has 
authority to act on all aspects of the Services. Such 
primary contact shall be available during Standard 
Business Hours. 

 
o Designate a back up when the Customer contact is not 

available who has the authority to act on all aspects of 
the Services in the absence of the primary contact. 

o Customer's technical assistance center shall maintain 
centralized network management for its Network 
supported under this Service Description, capable of 
providing Level 1 and Level 2 support. 

o Provide Cisco with such remote and on-site access to 
Customer Site(s) and facilities as required to enable 
Cisco to comply with its obligations, including where 
applicable, computers, telecom equipment, facilities, 
workspace and telephone for Cisco’s use during the 
Services. 

o Provide proper security clearances and/or escorts as 
required to access the Customer Site. 

 
o Supply the workplace policies, conditions and 

environment in effect at the Customer Site 

o If Cisco provides Data Collection Tools or scripts located 
at Customer's site, Customer shall ensure that such Data 
Collection Tools or scripts are located in a secure area, 
within a Network environment protected within a firewall 
and on a secure LAN, under lock and key and with 
access restricted to those Customer employee(s) or 
contractor(s) who have a need to access the Data 
Collection Tools and/or a need to know the contents of 
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the output of Data Collection Tools. In the event Data 
Collection Tool provided by Cisco is Software, Customer 
agrees to make appropriate computers available and 
download Software as needed. Customer shall remain 
responsible for any damage to or loss or theft of the Data 
Collection Tools while in Customer’s custody. Customer 
must immediately return Data Collection Tool(s) to Cisco 
as instructed by Cisco, upon the earlier of: (i) expiration 
or termination of the Service Description or (ii) Cisco’s 
request to Customer that the Data Collection Tools(s) be 
returned to Cisco.   

o Unless otherwise agreed to by the parties, provide 
information and documentation required by Cisco within 
two (2) business days of Cisco’s request. 

 
o Notify Cisco of any Hardware and/or Software upgrades 

or any other changes within the Customer’s Network at 
least thirty (30) business days prior to the Software 
upgrade.   

 
o Notify Cisco of any scheduled implementation activities 

within at least ten (10) business days prior to the 
scheduled activity. 

 
o Notify Cisco of any scheduling change at least seventy-

two (72) hours prior to the originally scheduled Software 
upgrade date. 

o In the event the Network composition is altered, after the 
Services selected in this Service Description are in effect, 
Customer is responsible to notify Cisco in writing within 
ten days (10) of the change.  Cisco may require 
modifications to the fee if the Network composition has 
increased beyond the original pricing quote for Services.  

o Retain overall responsibility for any business process 
impact and any process change implementations.  

o Provide designated person(s) with instructions on 
processes and procedure to initiate TAC cases and to 
access the Network Consulting Engineer. 

o Notify Cisco of its standard operating procedures related 
to its business practices, its internal operational 
nomenclature and Network to allow Cisco to effectively 
communicate and discuss cases with Customer in the 
context of Customer’s business environment.  

 
o Identify Customer’s Unified MeetingPlace issues and 

concerns. 
 

o Ensures key engineering and operational personnel are 
available to participate in interview sessions as needed. 
 

o Provide support to Cisco team to collect needed 
information for performance and optimization services 
that may or may not use automated tools.  
 

o Inform Cisco of Unified Communications-related projects 
and critical changes that may impact the Cisco Unified 
MeetingPlace solution that Customer has implemented.  
 

o Provide Cisco with detailed information that describes 
Customer’s requirements and objectives for its Network 
including but not limited to scalability, security and 
manageability, roadmap and changes, and solution 
components such as Hardware and Software releases. 
 

 
Ongoing Design Support 
 

In addition to the General Responsibilities, Customer shall 
provide the following: 
 

o Notify Network Consulting Engineer, at pre-arranged 
scheduled times, of detailed site specific technical and 
application inquiries. 

o Develop a post cutover Day 2 support plan. 

o Implement UC design changes and acceptance testing. 

o Review findings of the design consultation report and 
approve any design changes, process or procedure 
changes, and any existing infrastructure remediation 
needed. 

o Provide onsite/remote access to the network devices 
included in the design review. 

 
Proactive Software Recommendation  
 

In addition to the General Responsibilities, Customer shall 
provide the following: 
 
o Designate a single point of contact with whom Network 

Consulting Engineer may discuss site and system 
requirements. Such contact shall be available during 
Standard Business Hours. 

o Provide details of  current Software release and 
Hardware version for Cisco Unified MeetingPlace 
solution components. 

o Provide high-level architectural drawing that shows 
where components are located (for example, 
geographical location or location within the Network). 

o Provide current and new feature/functionality and 
capability requirements including the initial Cisco Unified 
MeetingPlace design requirements documents. 

o Commit resources as needed. 

o Review proposed solution or workaround for the 
Customer’s issues and provides approval to implement 
the solution(s). 

o Provide onsite/remote access to network devices related 
to the software upgrade. 

o Provide the Network Consulting Engineer with any 
relevant information. 

 
Stability Audit 
 

In addition to the General Responsibilities, Customer shall 
provide the following: 
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o Designate a single point of contact with whom Network 

Consulting Engineer may discuss site and system 
requirements. Such contact shall be available during 
Standard Business Hours. 

o Access to the network environment including access to 
inventory and documented network information as well as 
approved diagnostic equipment connections for 
information gathering. 
 

o Provide Cisco with a security exemption to utilize any 
Cisco or third-party software on their network for the use 
of data inventory gathering. 

 
o Acknowledge and declare system stability problem(s), if 

existing. 
 
o Discuss recent network outages and TAC case 

experience. 
 
o Provide detailed network topology diagram. 
 
o Provide a complete inventory of the Unified 

Communications Infrastructure network. 
 
o Provide IPT Network inventory and discovery reports and 

performance statistics and reports, if available. 
 
o Provide candidates and Customer roles to be interviewed 

by the Network Consulting Engineer for the audit. 
 
o Postpone any scheduled changes in the network during 

the Audit process. 
 

o Execute recommendations recorded in the Cisco Unified 
MeetingPlace Stability Audit Report. 

 
 
Remote Knowledge Transfer Session 
 

In addition to the General Responsibilities, Customer shall 
provide the following: 

 
o Collect the training requirements and provide them to the 

Network Consulting Engineer. 
 

o Organize the knowledge transfer and mentoring events.  
 
 
Upgrade Support 
 

In addition to the General Responsibilities, Customer shall 
provide the following: 
 
o Identify a coordinator responsible for the Services at 

each Customer Site. 
 

o Provide Cisco with any required documentation. 
 
o Prepare the Customer Site in accordance with Cisco’s 

site requirement guidelines to meet proper environmental 
conditions and make adequate power supply available.   

 
o Handle delivery, installation, and configuration of 

equipment not provided by Cisco and required for the 
operation and performance of the Network. 

 
o Verify the operation of all external communication 

equipment not provided by Cisco in order to ensure 
proper connectivity with the Product. 

 
o Enable remote access when Cisco determines technical 

feasibility of this remote Software upgrade methodology. 
 

o Identify Customer Network topology and connectivity 
requirements. 

 
o Provide Cisco personnel at the Customer Site use of 

telephone line and number within five (5) meters of the 
Product if needed.  In addition, provide a phone line for 
internet access to a Cisco server for Software and 
firmware downloads. 

 
o Purchase new hardware and software if the upgrade 

requires a platform change and provide Network 
Consulting Engineer all the hardware and software that is 
required for the upgrade.  Additional service charges may 
apply if implementing new hardware and/or software. 

 
o Make available any personnel and/or access to Customer 

Site as necessary for Cisco to perform the testing 
Services. 

 
o Approve the Verification Test Plan. 

 
o Review testing results and provide acceptance sign off 

for testing completion. 
 
o Customer should open cases with Cisco TAC for all 

reactive issues.  This helps the Cisco AS engineer or 
Cisco TAC to engage Development engineers if the 
resolution involves bug fixes, etc. 

 
 
ASSUMPTIONS 

 

o Customer will be responsible for coordination and 
scheduling of each MeetingPlace Software upgrade with 
their end user communities. 

 
o Customer will have designated MeetingPlace system 

administrator(s) available for all post-installation activities. 
 

o Where applicable, Customer’s Site shall be ready prior to 
the date scheduled for Cisco to perform the Services.  
Any additional costs incurred by Customer as a result of 
delays shall be the sole responsibility of the Customer. 

 
o Cisco shall not be liable for any damages resulting from 

any errors in the Network design specifications or any 
damages caused by the Customer’s implementation of 
Cisco’s recommendations. 
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o Cisco shall assume no ownership of the Customer’s 
Network, the Network design specifications, and/or their 
failure to result in a successful implementation. 

 
o In the event that Hardware is required for the proper 

operation of the Software, Customer will purchase the 
Hardware, via a separate agreement, in order to obtain 
the Software release. 

 
o Customer may, at its discretion, decline to accept a 

Software release unless the release is required for safety 
or regulatory compliance. 

 
o Optional features contained in new Software releases 

may be chargeable if not currently installed on 
Customer’s system.  

 
o Services for Network Infrastructure and network 

applications other than MeetingPlace conferencing 
solution (for example, IP Telephony, Content Networking, 
Contact Center, Wireless LAN technologies) is provided 
under a separate agreement.  

 
o MeetingPlace Updates are not provided under this 

Service. Any Updates Customer elects to receive will be 
provided under a separate service contract.  

 
 
 
 


