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Introduction

This document describes the procedure for obtaining Technical Support through your newly adopted case
management system through the Cisco® Technical Assistance Center (TAC). This document covers the Cisco.com
user ID registration process, how to contact technical support, as well as how to manage your support case online.

We want you to know that this is only a change in the process through which you receive technical support. We at
Cisco are committed to delivering the same high level of quality service that you are accustomed to receiving.

The Cisco TAC will allow you to:

e Open support cases by web or email
+ Download software updates (maintenance and minor releases) for your covered software

e Access Cisco’s online support, including database of product and service information, support case
tracking, and a robust set of tools that help facilitate knowledge transfer to your staff and help answer
questions more quickly
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Registration for a Cisco.com User ID

To contact Cisco Technical Support for questions or issues with your Cisco Stealthwatch Cloud products, you first

need to register for a Cisco.com user ID. If you already have a Cisco.com user ID, go to step 5, as you do not need
to reregister.

1. Navigate to www.cisco.com and click “Register.”
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http://www.cisco.com/

2. Fill out the information on the Cisco.com Registration form.

Worldeds [changs)  Log W | Accsund | Megisees My Cmea
),

Products & Seevices Support How 1o Bu Training & Events Pattners _
C'sco ! . = « ALY Y ] v " ]

Waolcoma 1o Cisco

Cisco.com Registration

Language [T

User 1D Customers

*  Must have purchased products or solutions
directly or through a partner

+ Require a contract number and/or bill-to 1D
to complete registration

Buniness Email
First Name
Last Name
User i

Fassword Partners

Rotype Password +  Must be contracted with Cisco to resell

Contact Information davelop, or distribute products, sarvices,
goftware, and solutions

Company/Organization « Wil need to associate with existing partners

Jab Role (cptional) [salect one v or creale a new partner company to
complets registration

lob Lavel (optianul) [select one v|

Whist are the banefits of registenng?
Phone Number

Country [seect one vl
Address

Address (optional)

City

StateMrovinee/Roglon

Zip Code / Postal Code

Ch would e 10 tocaive communioations about products and offenngs from Ciaco ond A famsly of compenies | understand et |
wan unmubncribe uf any Hme

1 weasdet b 461 rmesmive from Ciaco-spp! blsawan pErtnurs about thair products snd oftweings

Security

Type the chamclens below.

FM'— | 0 e coce |

Securtty Question 1 [ésle((‘o‘ﬂé VJ'
Securtty Question 2 Lse‘ecl one v]
Bubmit. |
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3. Upon clicking “Submit” on the first page, you will receive an email sent from Cisco. From the link provided in
this email, you will be directed to this Cisco.com Registration confirmation page. This step is to verify, confirm,
and activate your Cisco.com registration.

Note: This step in the registration process for a Cisco.com user ID is critical.

Worldwide [change]  Account | Log Out My Cisco

alialn
Products & Services How to Buy Training & Events Partners m
cisco

Welcome to Cisco

Cisco.com Registration

Please Confirm Your Email Address

An email has been sent to
Please click on the link in the email to complete your registration.

If you do not see the email in your inbox, it may have been moved fo a Junk folder.
If you need help or have any questions, please send us an email.

Please Activate your Cisco.com Account Inbox  x

Admin Support@@cisco.com
to me |«

Hello
ou recently registered for an account on Cisco.com.

Plea=e click here to activate your account.
This step is required to verify the email address you provided.

If thiz link does not work for you, cut and paste this URL into your browser.
hitp:/Mools. cisco.com/RPFiregister/activate do7id=viW%2F CREKs SDeaSQARKW=HOBnegRWE2 TRV &locale=en US

PLEASE DO NOT REPLY TO THIS MESSAGE.
If you have any questions or comments, please send us an email.

Thanks for visiting Cizco.com
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4. You will need to select “Associate your user ID” to update your Cisco Account Profile.

Worddwide [change]  Login | Accownt | Register My Cisco

Products & Services How to Buy Training & Events Pariners m
cisco

Register

Your Cisco Account has been created.

Welcome
Visit Cisco Account Profile

* Update account information

* Add ceriifications

* Request permission to download software
* Select your preferred language

Need customer or partner access?

Customers

Associate your user |D \fith a contract number or bill-to ID. If you do not have a contract number, order

S g Y mrougn our global network of certified pariners

Partners

Associate your user |D with a partner company or register your company as a partner.

Return to the page you siarted from
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5. You will be directed to the Cisco Account Profile. Click the “Add Access” button, then select the “TAC and

RMA case creation, Software Download, support tools, and entitled content on Cisco.com” radio button on the
pop-up screen, and then click “Go” to manage your Service Contract online.

Wescome i Ciscn

Cisco Account Profile

Checoe Language - English =
Contact Comgany | Organzabon Access Freferences Seanrmy
Services & Sspport  Ovteong COE Paman  PICA Usens
Full Support and D loads Only A Far Access iszuet
B e

VWNGE woudd oM S8 T 3CCRET ASS00808 pour C ACLOUNT WIl) YOO CRMPETY BAVICS COMacE. B33 Ds. v pradus

| 3505 DUmers B SiMer TUE SUDDOT Or JOWWOEES only JCCeES

Full w Access Hint shose. Caneacs Wi STWRAIISS oYy 2CIRSS
SN act Mumder « UL RRY Conmact Adswnrlyslors
gy — Cobw {88 ] iNageme
‘ew and marage tomracts
o Data Acwiatie Cisco Seence Contract Canter [CSCT

Raguest Aczess

ATanistar acce32 to sogeot
Senace AcCers Narogement Teal (5

AMT

Add Accass

¥What ype of access are yau requesting?

Dt s |

d RMA case oeatun, Sofesite Dowmicad sugpost mals and entfied cement on

Your snttisment 10 senicas (3 dednod Dy your contracts covmrage tama

1 you are an end cuslomes who gurdissed 8 Parines-Esnded Servoe supped oontradt, you s
only anitisd jo Sutwar: Doanicad, support toois. and enttied content on Cisco com, and rmust
Contact your Regelar i the ewnt that TAC support of RMA I8 nasded
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6. Enter your Service contract number(s) as provided in the Welcome to Cisco Services letter or contact your
Cisco authorized partner or distributor for your contract number(s). Partners can access their new contract
numbers in Cisco Commerce Workspace-Renewals (CCW-R) or Cisco Service Contract Center (CSCC). If you

have multiple service contract numbers, please separate them by commas.

Whridwide fchange]  Weloome. Melanis Ctianceior | Acoount | LogOut | My Cisco

alaln
Products & Services Support Training & Events Partners [ Q]
cisco iy <

Request Full Support Access

For full technical support access covered by your service contracts, we wall send your company contract sdministrator your
request For contract numbers we will either forward the request to your contract sdministrator, or sutomatically approve your
request if we can

Enter up to 10 bill-to 1Ds or contract numbers to associate with your Cisco Account.

O Bilkto ID(s)

() Contract Number(s)

Submit

the te: f any I = Cisco Service Descriptions

Need help?

= You can check your current access from your Cisco Account Profile.

= To purchase a contract, contact your Cisco Pariner or Reselier, Cisco Account Team, or see Order Services.
= For access issues or help with contract association, chat with an agent.

If you have any problems with this web registration process, you may send an email to Cisco at web-
help@cisco.com. If you are located in North America, you may call 1-800-553-2447 for assistance to reach
Cisco’s TAC support organization. For the rest of the world, it is recommended you consult the worldwide toll-
free number list at www.cisco.com/en/US/support/tsd_cisco_worldwide contacts.html, and one of the support

agents will assist you in completing the registration process.

Service Access Management Tool

The Service Access Management Tool is an application that enables Partners or Customer Administrators to
determine which of their service contract numbers are present in Cisco.com user profiles. It is ideal for
organizations that want to manage and associate multiple Cisco.com profiles.

By using the Service Access Management Tool, Cisco partners and customers can manage access to the
services provided by their contracts (e.g., TAC support, hardware replacement). This management can be
done either using Bill to ID or contract number. To manage access by Bill to ID, the Bill to ID must be in an
individual's Cisco.com profile and selected (enabled) for support access. This will ensure that all the contracts
under the Bill to ID can be utilized for service. To manage access by contract number, a contract number must
be in an individual's Cisco.com profile in order for that individual to be able to obtain service.

Access the Service Access Management Tool, training, and related content for more information.
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Opening a Support Case by Email

Open new support cases by email using the Cisco support email address:_tac@cisco.com. If you are opening a
new support case, include the product type as the subject line of your email; for example, “Cisco Stealthwatch

Cloud.” This will help the agent processing the incoming email to determine the correct support case queue to

route your support request.
Include the following information in your email:

e Company nhame

« Contact name

e Contact phone number

¢ Cisco.com User ID

¢ Contact email address

¢ Contract number

e Product type (e.g. Cisco Stealthwatch Cloud, etc.)
e Business effect (support case severity — as defined above)
o Brief problem description

e Equipment location (e.g., address)

« Alternate contact name

e Alternate contact phone number

Providing this information will help expedite the processing of the support case through the Cisco TAC agent.

Once the agent has processed the email, he/she will open a support case and you will receive a support case

number by email. A support engineer will contact you shortly regarding your support case.
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Opening a Support Case by Web

The online support case management tool, called Support Case Manager (SCM), allows users to open a support
case, assign a severity (level 3 or 4), receive information through the web or email, maintain and track support
cases online, and upload files.

SCM allows you to create Cisco TAC support cases for issues covered under the terms of your Cisco support
contract(s). At this time, SCM can assist you only with products currently covered by a Cisco service contract. If
you would like assistance with a product that is not covered by a contract or is covered under warranty, contact the
Cisco TAC by phone.

Before you use SCM, you must be logged in with your Cisco.com user ID and password, and your Cisco.com 1D
must contain all of your appropriate Cisco support contracts in order for you to access the services covered by
those contracts. You can use the Cisco Profile Manager to associate all of your Cisco service contracts to your

profile.

Note: If you have a Service Access Management Administrator, you can ask them to make sure that all of your
service contracts are associated with your Cisco.com user ID. If you are unsure of your contract number(s), your
Cisco Partner, Reseller, or Service Account Manager can provide you with a complete list of your service contracts.

The main steps for opening a support case using SCM include:

1. Check Entitlement — verify the product is covered by a service contract
2. Describe the Problem — enter details about the product

3. Submit Your Support Case — confirm information and edit accordingly

You can access the online support case tool using this link:
mycase.cloudapps.cisco.com/case

You will be required to log in with your Cisco.com ID and Password. Please make sure that you have your service
contract number available with your Cisco.com ID.
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To open a new support case, click on Open New Case and then follow the instructions below.

Support Case Manager Woridwide - Englesh

} ook Help

Cpen Nuw Cass

Check Entitlement

Identify the type of support case.

Support Case Manager
. Chat Ve

New Support Case

Fing Product by Senal Numbe

Complete these steps in order to open a support case:
1. Choose one of the Request Type options:

e Diagnose and Fix
e Request RMA
e Answer my Question

2. For hardware products enter the Product Serial Number and click on “Search.” For software products enter
the Service Contract number or other information to search for the product requiring support.

Note: At any time during the process, you can click the Save draft and exit link in order to save a draft of your
support case. See the Save a Draft section in this document for the steps required to delete or continue submitting
a saved support case.
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Describe Problem

Identify the severity of the problem, loss of service (if applicable), case details and whether you would like the
engineer to contact you. In addition, you can review and change your contact information.

Support Case Manager
M} » Mawng routiie amg a0 . Chel Nve

New f‘”l"-"“‘ Case

A folds are requered unless marted as opoonal

Saversy ‘ Natwark imparod (53}
Loas of Sernce Eaunos &5 Of 15 Saconcis or moig ‘

Case Details

Title
0/ 80 characters

MesCrgiion

1. The Severity is automatically populated based on the type of support case:

e Diagnose and Fix = Severity 3 — Network Impaired
e Request RMA = Severity 3 — Network Impaired
e Answer my Question = Severity 4 — Normal Response Time

2. Check the box if users are experiencing a loss of service for more than 15 seconds.
3. Enter a Case Title and Description.

Keep these guidelines in mind when describing your problem:

¢ Include a meaningful case title that states the problem accurately. A meaningful title permits assignment
of the case to the appropriate technical resources.

e Describe the problem and symptoms (only one per support case).

¢ Include a history of the problem and any troubleshooting steps you completed.

e Describe your network topology.

¢ Include any recent changes to your network or data center environment.

e Include output from the show tech command (if applicable) and all other relevant output.

¢ Include software versions and types of equipment.
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Probler: Avea

Contact Preference

Type Moble  Dusiness Phore

Mobdu -
Use lormat & g 999906990

Busingss - Ext

Uné format ¢ g 999099900

Emsit
[¥] Sened ma un amad contemanon
CC Recpern:
(opmonal) o
0/ 255 chamcers
Enter comma separmod emal addresses
Bast nme 1o ®) Az =oon == pommible Within 8 speciic timelframe

COMtact Customar

ty Csco Account @

Lipdate contact pre

Select Technology

stesithwarch choud Q

~ S writy - Network Frowats and lnsruson Prsvertan Sysiema

Cace Suabtvatch Coud (Obzenvabic)

4. Click on “Browse” and select the Technology from the pop up menu.

e For Cisco Stealthwatch Cloud products choose the following technology and sub-technology categories:
o Security - Network Firewalls and Intrusion Prevention Systems » Cisco Stealthwatch Cloud

(Observable)
5. Select the Problem Area.
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6. Review your contact information in the Contact Preference section. Your contact information is automatically
provided based on the Cisco.com username you used to log in to the tool.

7. Click Review to review your case before you submit.

Review & Submit

Review your information and submit your support case.

Support Case Manager

St

1. Review the summary of your support case. If you need to update a section, click the Edit link.
2. Click Submit in order to submit your support case.

Your support case number will appear at the top of the page.

Save as Draft

During your process to open a support case, you can click the Save Draft and Exit link located at the bottom of the
page in order to complete the process at a later time. When you click the Save Draft and Exit link, all information
you entered is saved, and you are redirected to your open support cases page. Each saved draft has an expiration
date, after which it will be automatically deleted.

To continue submitting a saved draft, click the title of the support case.

To delete a saved draft, click the checkbox located next to the support case, and click the Delete button.
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Managing Your Support Case

After you have created your support case, you can view the status, update the notes, upload files, turn automatic
updates on or off, and request case closure.

Navigate to the Support & Downloads webpage and then select “View Open Cases” from the “My Support” menu.

Support & Downloads . ,

Product Support Downloads
Salect & Froduct m
Products by Category My Support
= Routers i Swilches ) Aow Opany Cases

mad Buaness gl & midyrl, Nexus, Ggabn Eade. Sna

Jowrsoad History

Al Wireless 8 Security Uavco
mess AN Azress Poris Notee & VI ASA Frewats. niruson

oty Breventnn Accwas Contron Recantly Viewed Products
o) Networking Software 1% Codlaboration Endpaints
C— 3, MXOF XE s 100 XF N P Ptioned. Tees e
ey Unified Communications +  More Categories
| cmtanager, Gl Control Jatbey, Yot Irtertazes & Moduis Conlersnong

T AR Weo WntEx) Geryer

Or you may go directly to: mycase.cloudapps.cisco.com/case
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On your Support Case Manager home page, you can filter your support cases.

Support Case Manager Worldwids - Enghsh
Heip
o Nt & 1
My Cases All Cases Favoraes Shoveng cases for Edt mwpornt ca
Show My | Open v D soaned ly odutad In » All Danos
Lazes Lamed !
ng wi Openy, Dvady
Case Nurmbee Tine Stanrns Severnry Dt Updared
Not Sutmins i " a
& B8BTS4 Tost Case Scna Punding 3 422017

Here are the available options:

e Open Cases

e Draft Cases

e Closed Cases
e Advanced Filter
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If you click Show Advanced Filter link, additional fields appear.

Support Case Manager
‘Qpots T Cane
) Favom
F Y Suns . Severity
:
Agxdly Fiees

Weridwide - Engliah

Open, Draft

Date Uodated

Select an option from the Filter menu, and enter additional information in the remaining fields in order to further

filter your support cases. Here are the Advanced Filter menu options:

e Status

New

Customer Pending
Cisco Pending

o

Bug/Defect Required

Closure Pending

Customer Requested Closure
Customer Updated

Release Pending

Restoration of Service

o O O O O O O O o

Service Order Pending
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e  Severity
o Severity 1
o Severity 2
o Severity 3
o Severity 4

e Linked Bugs

e RMAs

e  Contract Number

e PICAID

e  Serial Number
e Node Name
e  From Date
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