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eDelivery  
Frequently Asked Questions 
General 

Q1. What is eDelivery? 

A1. eDelivery is Cisco's process for electronic fulfillment and subsequent asset management of 
customer orders for software license entitlement documentation. A select group of partners and 
distributors will participate in the pilot program. These participants will be registered and granted access 
to the eDelivery application.   

Q2. Does eDelivery support electronic fulfillment of all Cisco software entitlement license 
documentation? 

A2. Not currently.  The pilot phase supports electronic fulfillment for a selected set of license 
documents of stand alone software.  

Q3. What is Cisco software entitlement license documentation? 

A3. Software licenses can be an End User License Agreement (EULA), Right To Use (RTU), or a Claim 
Certificate. The Claim Certificate contains a Product Authorization Key (PAK) number which the 
customer can use to retrieve the PAK online.  

Q4. Can I download software images through eDelivery? 

A4. Software downloads are not currently supported by eDelivery.  
 

 

Ordering Tool  

Q5. I have logged into the Status Tool and see holds on my order. Is there anything wrong with 
my order? What does the hold mean? 

A5. Holds are standard means of processing orders. Holds on your order are necessary to ensure 
proper checks and balances. If any additional information is needed from you as a customer, customer 
service will contact you directly with a separate email.  

Q6. Why is an ‘incomplete’ link displayed when I place my order through the Ordering Tool? 

A6. An email address is required for eDelivery orders. Please click on ‘incomplete’ link and provide and 
email address (only one email address is allowed). This will allow your order to proceed to the next step 
of ordering. Below is the screen shot of what you will see:  
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Once the order is entered on the Cisco Ordering Tool, you need to add an email address in the 
“Electronic Delivery Details” field. Email is needed so that you can receive order confirmation. 

 

eDelivery Application Access & Accounts 

Q7. What are the requirements to access the eDelivery application? 

A7. You must be a pilot participant and have a valid Cisco.com profile with user ID and password to 
access the eDelivery application.  

Q8. What are the different types of eDelivery application roles? 

A8. The eDelivery application roles are customer, distributor and Cisco. Refer to the user and 
administrator guides for a more detailed explanation of responsibilities associated with these roles.   

Q9. What is the difference between a distributor account and a customer account? 

A9.  A distributor administrator can manage users and orders as well as transaction details and 
settings.  A customer user can receive orders and download license documents.  
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Q10. How can an account be created on the eDelivery application? 

A10. Customer and distributor accounts for pilot participants will be created by Cisco.  
eDelivery administrator users can create additional new user accounts.  For account setup instructions 
refer to the user and administrator guides.  

Q11. How can a new user account be added to the eDelivery application? 

A11. Customer and distributor accounts can be created by Cisco eDelivery application administrators. 
In addition, customer administrators can add users to their specific customer accounts.  Refer to the 
administrator guide for more details.  Note: All users added to the eDelivery application must already 
have a valid Cisco.com user account.  

Q12. My screen now shows “Technical Error. Please consult your Administrator”. What should I 
do? 

A12. You are experiencing a browser session error. Please try the following-Click on the eDelivery link 
on top LEFT side of the application. This should reset the browser session. If that does not work please 
close ALL existing browser windows and then log back in to http://edelivery.cisco.com .  

Q13. The eDelivery confirmation mail did not get sent to the users of my account who are 
signed up for eDelivery. It only went to the person whose email address was entered into the 
order. How do I get the email sent to all users it should have gone to? 

A13. Please ensure that those users are setup within the eDelivery account as administrator or users 
and their email notification is set to yes. 

Q14. I need to print a software entitlement license document i.e. claim certificate including 
license key (PAK) for my customer/company and send it to another country. What are the rules 
regarding doing this? 

A14. If the document(s) are printed and shipped internationally, responsibility for country of origin marking 
belongs to the party printing this document. Cisco will not bear any customs responsibility for these 
documents, as the eDelivery system is intended for electronic license generation and delivery only. 

Q15. Why was I not able to login and download my license entitlement documentation?  

A15. Confirm with your account administrator that you are setup as a user for that account with 
download capability.  

Q16. I have more than one email address. Which one should I use for my eDelivery account? 

A16. The email address you used to setup with your eDelivery address must match the email address 
in your Cisco.com profile (CCO).  
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Q17. I successfully ordered my software license entitlement documentation on Cisco.com. Why 
have I not received an email notification? 

A17. Email notification may be delayed for many reasons.  To determine why your email notification 
has not yet arrived, check the following:  

1. eDelivery supports only electronic fulfillment of license documentation.  Email notification is 
available only for orders fulfilled electronically. Verify that your order will be fulfilled 
electronically and not physically.   Electronically fulfilled PIDs will be prefaced with L-. 

2. Login to the eDelivery application and check if your order is listed.  
3. Your order may still be in processing. Check the cycle status within Status Tool to make sure 

that the eDelivery line item/order is Booked and is not On hold.  There must also be a Ship 
Confirm date.  In addition, select the Software License Details tab and verify that the eDelivery 
line displays line number, product, PAK, transaction date and email address.  If any of the 
above information needs to be changed or is not accurate, contact the Cisco Customer 
Interaction Network.  U.S. based customers can call 1-800-553-2447.  Additionally, if you are 
an internal Cisco customer you can go to the Cisco Internal Customer Interaction Network.  If 
you are an external customer you can go to the Cisco Worldwide Customer Interaction 
Network.  

4. Check the spam folder in your email client. If the email is located in your spam folder then 
configure your email client to accept these emails.  

5. Check your eDelivery application settings and make sure you have email notification turned 
on for future email receipt.  

6. If your order has completed processing and you have not received the email notification, 
contact the Cisco Customer Interaction Network.  If any of the above information needs to be 
changed or is not accurate, contact the Cisco Customer Interaction Network.  U.S. based 
customers can call 1-800-553-2447.  Additionally, if you are an internal Cisco customer you 
can go to the Cisco Internal Customer Interaction Network.  If you are an external customer 
you can go to the Cisco Worldwide Customer Interaction Network.  Mention you are on 
Cisco.com and are having an issue with your Product Authorization Key (PAK). 

Q18. I received my email notification and tried to access the eDelivery application. Why am I 
unable to log into the eDelivery application? 

A18. You may be unable to login for many reasons including the following:  

1. You do not have a valid Cisco user account. You may register for a new account at 
http://www.cisco.com.  

2. Your Cisco password may have been reset. To receive your new password, follow the 
instructions at the password reset website: http://tools.cisco.com/RPF/passwordreset.do  

3. You have forgotten or misplaced your password.  To reset your password, follow the 
instructions at http://tools.cisco.com/RPF/passwordreset.do. An automatic check will verify 
that your e-mail address is registered with Cisco.com.  If successful, you will receive your 
account details with a new random password via e-mail.  

4. You have not logged into your Cisco.com account within the last 12 months.  If this is the 
case, you may need to reactivate your account.  To reactivate your account, log into 
http://tools.cisco.com/RPF/passwordreset.do and follow instructions. 

5. If you still have an issue after following these steps, contact web-help@cisco.com.  

http://tools.cisco.com/qtc/status/tool/action/LoadLandingScreen
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
http://tools.cisco.com/RPF/register/register.do
http://www.cisco.com/
http://tools.cisco.com/RPF/passwordreset.do
http://tools.cisco.com/RPF/passwordreset.do
http://tools.cisco.com/RPF/passwordreset.do
mailto:web-help@cisco.com
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Q19. I successfully logged into the eDelivery application. Why am I unable to see my order(s) 
available for download? 

A19. One or more of the following may be true:  

1. eDelivery supports only electronic fulfillment of license documentation.  Email notification is 
available only for orders fulfilled electronically. Verify that your order will be fulfilled 
electronically and not physically.   Electronically fulfilled PIDs will be prefaced with L-. 

2. Your order may still be in processing. Check the cycle status within Status Tool to make sure 
that the eDelivery line item/order is Booked and is not On hold.  There must also be a Ship 
Confirm date.  In addition, select the Software License Details tab and verify that the eDelivery 
line displays the correct line number, product, PAK, transaction date and email address.  
If any of the above information needs to be changed or is not accurate, contact the Cisco 
Customer Interaction Network.  If any of the above information needs to be changed or is not 
accurate, contact the Cisco Customer Interaction Network.  U.S. based customers can call 1-
800-553-2447.  Additionally, if you are an internal Cisco customer you can go to the Cisco 
Internal Customer Interaction Network.  If you are an external customer you can go to the 
Cisco Worldwide Customer Interaction Network. 

3. If your order has completed processing and you have not received the email notification, 
contact the Cisco Customer Interaction Network.  If any of the above information needs to be 
changed or is not accurate, contact the Cisco Customer Interaction Network.  U.S. based 
customers can call 1-800-553-2447.  Additionally, if you are an internal Cisco customer you 
can go to the Cisco Internal Customer Interaction Network.  If you are an external customer 
you can go to the Cisco Worldwide Customer Interaction Network.  Mention you are on 
Cisco.com and are having an issue with your Product Authorization Key (PAK). 

Q20. I successfully logged into the eDelivery application and see my orders. Why am I unable to 
download the orders? 

A20. Contact the Cisco Customer Interaction Network.  If any of the above information needs to be 
changed or is not accurate, contact the Cisco Customer Interaction Network.  U.S. based customers 
can call 1-800-553-2447.  Additionally, if you are an internal Cisco customer you can go to the Cisco 
Internal Customer Interaction Network.  If you are an external customer you can go to the Cisco 
Worldwide Customer Interaction Network. 

Q21. I successfully logged into the eDelivery application and see my orders. I see an error 
message indicating my IP address has been blacklisted. How do I resolve this? 

A21. Your error message will contain a specific error code & transaction number.  It will also provide 
the appropriate contact information based on the error type.  You may be asked to contact Cisco 
through one of the following addresses: 

1. export@cisco.com  
2. swbc-ec@cisco.com 

 
 

 

http://tools.cisco.com/qtc/status/tool/action/LoadLandingScreen
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://wwwin.cisco.com/CustAdv/ts/tso/gbsg/cin/about/delivery.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
http://www.cisco.com/warp/public/687/Directory/DirTAC.shtml
mailto:export@cisco.com
mailto:swbc-ec@cisco.com@cisco.com
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License Registration & Management 

Q22. I have a general license related question. Who do I contact? 

A22. You may open a support case through the TAC Service Request Tool.  Provide a Cisco 
Connection Online (CCO) user id and password. Complete the service request form. Hit submit to 
create the actual service request/case. Make sure to choose Licensing in the Specify Product section to 
route the request to the Global Licensing Operations Group.  

Q23. I successfully logged into the eDelivery application and downloaded my order. I need 
assistance in the registration of the claim certificate with PAK. How do I resolve this? 

A23. You may open a support case through the TAC Service Request Tool.  Provide a Cisco 
Connection Online (CCO) user id and password. Complete the service request form. Hit submit to 
create the actual service request/case. Make sure to choose Licensing in the Specify Product section to 
route the request to the Global Licensing Operations Group.  

Q24. I successfully registered my PAK but I believe I did not receive the correct/complete 
license (i.e. incorrect number of seats, etc). How do I resolve this? 

A24. You may open a support case through the TAC Service Request Tool.  Provide a Cisco 
Connection Online (CCO) user id and password. Complete the service request form. Hit submit to 
create the actual service request/case. Make sure to choose Licensing in the Specify Product section to 
route the request to the Global Licensing Operations Group.   
 

 

General Support Questions 

Q25.How do I contact Cisco for assistance on understanding my order status, making changes 
to my orders and questions about returns or Internet Commerce? 

A25. You may open a case using the Customer Case Management Tool or alternatively contact Cisco 
Customer Service.  

Q26. How do I open a support case? 

A26. You may open a support case through the TAC Service Request Tool.  

Q27. How are eDelivery (electronic license delivery) RMAs processed? 

A27. They are handled in the same manner as physical product RMA. For more information go to  
Returns Tool, select the “Launch the Returns Tool” link.  Click on Returns (RMA) Process tab on the 
Returns Tool screen. 

 

 

http://tools.cisco.com/ServiceRequestTool/create/
http://tools.cisco.com/ServiceRequestTool/create/
http://tools.cisco.com/ServiceRequestTool/create/
http://www.cisco.com/cgi-bin/front.x/cscmt/caseTracking.cgi
http://www.cisco.com/en/US/ordering/or3/o31/ordering_customer_support_contacts_list.html
http://www.cisco.com/en/US/ordering/or3/o31/ordering_customer_support_contacts_list.html
http://tools.cisco.com/ServiceRequestTool/create/
http://tools.cisco.com/qtc/returns/RMA?AppName=RMA_Agent
http://tools.cisco.com/qtc/returns/RMA?AppName=RMA_Agent

