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SMB University: Selling Cisco SMB Foundation Solutions

Cisco Technical Support Services
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Why Sell Services

Cisco Services Portfolio

SMARTNnNet

SMB SA

Tools Available

How to Position the Value of Services
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Why Sell Services
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What We Hear from Partners

How Can We...
- Grow our business?
- Differentiate our services offering?

« Succeed with Cisco advanced
technologies?

- Create ongoing opportunities for
profitability?

- Lower our cost of doing business?

- Better support our end customers and be
viewed as their “trusted advisor”?
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What are We Hearing From Our Resellers?

Resellers need services to sell solutions and keep
business healthy

Service
Margins

Margins

Product Resale
Margins
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Benefits of Selling Services

* Increase Customer
Loyalty

- Expand your
relationship with the
Customer

« Enhance Cash Flow
and Margins
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Benefits of Selling Services (Cont.)

 Lower Sales Administration Costs

 Increase Revenue Opportunity

 Help to Penetrate New Markets
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Cisco Services

Portfolio
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Cisco Technical Support Services

Integrated Solutions for End-to-End Support

Innovative system and
application software
and IT-related support
that helps maximize
your technology
investment

Software
Support

Flexible and responsive
hardware replacement
support that helps
maximize your
operational reliability

Advance
Hardware
Replacement

Cisco.com

Increases your self-
sufficiency and
productivity with
registered access to
online tools and
resources

Supplements your in-
house staff with access
to highly-trained
network and application
software engineers, and
R&D engineers
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Differences between Services and Warranty

LIMITED LIFETIME SMB SUPPORT
HARDWARE SMARTnet ASSISTANT

90-Days/1 Year
LIMIT HW

Warranty for

Lifetime (some

90 Days internal parts Anual Contracts Anual Contracts
ARl limited to 5 years)
Software Warranty 90 Days 90 Days Anual Contracts Anual Contracts
Technical Support No No Yes Yes
SW Updates
Maintenance Rel. .
and Bug Fixes Cisco I0S & OS
_ J No No Yes Bug Fixes
Minor Releases
Major Releases
Application SW
Updates No No Yes No
i Portal with
Eegliztceorecccl)rﬁccess No No Yes Management Tools
' Designed for SMB
Standard: Next
Business Day Open cases 24x7;
‘I:gglaanc?r:\jent ARS (10 days) ARS (10 Days) Delivery Replacement Next
Options: 2-Hr, 4-Hr, Business Day
Onsite
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Where are the Issues

Problems in the IT World

_
- Hardware

« Environment Issues
 Natural Disasters

Failure

- Software Issues

* Inconsistencies due to
Managers Chang

]
® dCNA U JLC -

Source: GartnerGroup
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Warranty vs. Services

Warranty is :
« Only hardware replacement if the part is broken
No commitment of SLA
No TAC support from Cisco
No access to knowledge transfer resources
No software updated or upgrades

Warranty is not support!
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SMARTnNet
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SMARTnet Components

Cisco® TAC Complements customer’s in-
ﬂ house staff with highly-trained

engineers, CCIE® engineers,
access to R&D engineers

Cisco.com Increases customer’s self-
Q sufficiency and productivity
with registered access to online
tools and resources

ﬁ Cisco OS Extends the life of equipment

u( Software and maximizes application
technology investments
. Hardware Minimizes the risk of potential

Replacement network downtime with fast
access to replacement of
hardware parts
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Cisco Software Support

Helps Maximize Your Technology Investment

* Increases performance of current features

- Adds new functionality, often without additional hardware
investment

- Enhances network and/or application availability, reliability,
and stability

Extends the useful life of Cisco
devices with software updates
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Cisco.com: Award-Winning Website

Empowers you with “knowledge on demand” to increase
self-sufficiency and productivity

Extensive technology resources
Interactive consulting tools
Robust set of technical tools and products




Resolving Technical Issues

79% of all customer technical support
issues are solved online

« Over 204,000 Service Requests (SRs)
solved online every month

- Over 6 million page views per month

(2005):
— 2+ million unique visitors
per month

- 600,000+ software downloads per
month (2005)
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Cisco Technical Assistance Center

Highest Quality Support Team Available

+ Highly-trained Technical Assistant Center
(TAC) Network and Application Software
Engineers Worldwide

« Computer science/electrical engineering
degrees

+ Each engineer averages 5 year of industry
experience

* 450+ CCIE® professionals

Rapid Issue Resolution

« Continuous internal technical training &
rotations averaging 27 hours/quarter

Broad Expertise in Cisco
Technologies

« Expertise in a broad array

of technologies Ownership of Complex Issues

Rapid Fault Isolation in a Complex
Environment Leading to Quick
Resolution

* Trained in Kepner-Tregoe troubleshootin
methodology

41
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Cisco Advance Hardware Replacement

Helps Maximize Operational Reliability

Cisco and its ecosystem of partners and vendors:

- Deliver globally consistent and timely remote and onsite
support through superior diagnostic and part sparing
programs

- Expedite delivery of replacement
hardware

* Help maintain your network
operations

- Support your risk mitigation
plans
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Cisco Core Support Structure

SMARTnet / SMB SA

24x7x4, 8x5x4, SDS/NBD

Advanced

Advance In two flavors, parts only and Replacement

Replacement SDS/NBD Only OnSite

TAC NBD Callback from specialized Immediate support from the TAC TAC
engineers durlngurresgular business engineers
+ 10S Upgrades, Updates, Bug
Fixes, (24x7)
I0S
10S I0S Bug Fixes Access to the Software Center
g
Cisco.com
On Line PORTAL FULL Access
Support
Coverage

Coverage Low end products ONLY. ALL products
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Cisco SMB Support Assistant: For Routing,
Switching, Wireless, VPN/Security, and Voice

SOHO
Routers

Firewall Wireless

Switches Products Products

Cisco Call
PIX 501 Manager
Express

C2900 XL 800BB

C2940
C2950

C2960
C2970
C3500XL
C3550 AIR1100
C3560 AIR1200
C3750 AIR1300
CE500 AIR1400

800TRAD
SB100

PIX 506
PIX 515 AIRCA

AIROLD
AIR340

[
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Portal Home Page: Authentication

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

a Cisco SMB Support Assistant Login - Microsoft Internet Explorer provided by Cisco Systems, Inc. = |5’ |5|

File Edit ‘jew Fawvorites Tools  Help ﬁ
&Bak - = - B i | ‘Ehsearch [EFavorites  ElfMedia ®| - S = Tl
Address WAL CisCO, Com,goy smbsa j @Go | Links @

Contacts & Feedback |

Cisco SYSTEMS

CISCO SMB SUPPORT ASSISTANT PORTAL

» THIS SITE PROVIDES CISCO SMB SUPPORT ASSISTANT CUSTOMERS WITH ACCESS TO
TOOLS DESIGHED SPECIFICALLY FOR SMALL AHD MEDIUM BUSINESSES: START-UP
AHD INSTALLATION, HEALTH CHECKS AND TROUBLESHOOTING, AHD INWEHTORY AHD
COHTRACT MAHAGEMENT.

Cisco.com UserlD

Log in Assistance
Have a cortract, but not vet registered?

% To learn more about this Portal, view a short
video on demand. I

Password
I Redistered, but forgot your Password?

» Tolearn more about the Cisco SMB Support

Assistant Program, click here.
Logn |
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Portal Home Page

Cizco | Profie | Contacts & Feedback |

Logged in &= embsauserd

Help
Cisco SYSTEMS

Cisco SMB Support Assistant Portal

Welcome, smbsa user | o the Cisco SWB Support Assistant Portall

Device-Specific
Work With My Devices ice & ! And

Click a picture to set up, manage, and troubleshoot your device

R manNetwork-Specific
1) E e Content

e 0
_ - T = < retrieve software.
Routers Switches Wireless PIX Firewalls Support a d

Technical Support Services

Hetwork Configurations Program echnical Support Services
»Find the confiquration which most closely resembles your netwark Inf rm ti n Portfolio
o atio »SMB Support Assistant

Dwerview
My SMB Support Assistant Service Contracts

Search far | Cortract |

Contract ™= Product ID ™=+ Serial Humber ™ Request Service Location ™= Expire Date ™=

Products Supported

»Products supported by SMB
Support Assistant

1734567 WS-CIa50T-24 ABC123456D01 Request o SA0 PALLG 5P, BRAZIL 19-Mar-2005

1234567 WS-C2a50T-24 ABC12345601 Request o SAO PALLG , SP, BRAZIL 19-Mar-2005 Feedback

1234567 WS-CIA50SK-74 ABC123456D1 Reguest o OSASCO | 5P BRAZIL 19-Mar-2005 S e e

1734867 WS-CII505K-24 ABC123456D1 Reguest o OSASCO | 5P BRAIIL 18-Mar-2005

1234567 WS-C2I505%-24 ABC12345601 Request o OSASCO | 5P, BRAIIL 19-Mar-2005

1234567 WE-CII50SK-24 ABC123456D1 Reguest o OSASCO | SP, BRAZIL 19-Mar-2005 Contract
1734867 WS-CII508K-24 ABC123456D1 Reguest o OSASCO | 5P, BRE

1234567 WE-C29505H-24 ARBC12345601 Regquest OF QSASCO | 5P BH Status

1234567 MWE-C2A50EK-43-5] ABC12345601 Reguest OF CEAZCO | SP | BA
1234567 WE-CZA50-24 ABC12345601 Beguest OF RIC DE JANEIRD |

If Cisco may contact you far more
detailz or for future feedback
opportunities, please enter your
contact info:

Full Mame: I
Email: I
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Cisco SMB Support Assistant
Delivers Simplicity

Work With My Devices Service & Support

*»Download the Client

*»0pen a service request oF
»lpdate a service request OF
*Uze the Special File Access tor
vou hawve been given a code to
retrieve softvware.

Click a picture to set up, manage, and troubleshoot your device

Routers Switches o ‘Wireless PIX Firewalls
Technical Support Services
Hetwork Configurations »Technical Support Services
»Find the configuration which most closely resembles your networlk Paortfolio
*SMB Support Assistant
= = Dy eryie i
My SMB Support Assistant Service Contracts
Search for | |cortract =] Rt Rhnponed
»Products supported by SMB
Contract ™ Product ID ™* Serial Humber ¥* Request Service Location ™* Expire Date ™= Support Assistant
1234567 WE-C2A50T-24 ABC12345601 Reguest CF SACPAILD SP BRAZIL 19-Mar-2005
1234567 W S-C2O50T-24 ABC1Z345601 Reguest o SACPALLD | SP BRAZIL 19-Mar-2005 Feedback
1234567 WE-C29505X-24 ABC123456D1  Reguest of OSASCO |, SP, BRAZIL 19-War-2005 PlEssa rete thisiate
1234567 WE-CFA505K-2d ABC12345601 Reguest oF OSASCO | 5P BRAZIL 19-har-2005 WO e e e e
1234567 WE-C2A505K -2 ARC12345601 Reguest & OSASCO 5P BRAZIL 19-Mar-2005
1234567 WE-C2A505K-24 ABC12345601 Reguest O OSASCO  SP | BRAFIL 19-Mar-2005 Suggestions for improvement:
1234567 WS-CF9505RK-24 ABC12345601 Reguest of OSASCO | 5P BRAZIL 19-har-2005 ;I
1234567 WE-CFA505K-2d ABC12345601 Reguest oF OSASCO | 5P BRAZIL 19-har-2005
1234567 WE-CFA505K-458-51 ABC12345601 Reguest Of OSASCO 5P BREAZIL 19-har-2005 LI
1234567 WE-C2A50-24 ARBC12345601 Reguest CF RIC DE JAMEIRD | RJ | BRAZIL 05-Apr-2005
: : : If Cizco may contact you for more
= > Click # f it
Dizplaying 1-10 products &ll SMBSA Products = oF components e
Go to All Cisco Contracts oppartunities, please enter your

contact infa:
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Tools Available
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What Is The Service Contract Center?

* The Service Contract
Center (SCC) is a Web- i iapesssgs g

based application that :
w:nmmus OUOTHOORDERWD | PRICHASAMLGLTY | PACKageD SERCES

helps you prospect, quote, [ e

manage, and renew

Cisco's Service Contract Center (3CC) is a proactive management tool for Cisco pariners, resellers and customers. SCC makes it easy to review your service contracts and

perform all contract related husiness tasks in ane convenient location

-
a c a e e rV I ce s The Service Contract Center User Interface was developed to improve our user's experience, specifically with better navigation as well as a more intuitive means of accessing
tasks that you perform o manage your service sales husiness oryour senvice installed base.

- It offers fast, accurate T S
information about your
service contracts
anywhere, anytime. el aum S s m s

Pleass keep in mind, that this iz not  fest enviran ment and that any transactions you do within the new User Interace will go ints affect

T T e
”lj epEudor...| Freet...| Elvire... | Bjous... | Bicico . |[FEnetse.. | WRE( L% 10:11 &AM
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How Does SCC Help Manage

the Service Contract Life-Cycle?

 Immediate online
visibility to Service
Contract Base

+ Online quote generation
with email forwarding

PROSPECTING capabilities

- Easy follow-up on
outstanding quotes

- Demonstrate contract
value through usage

queries
» Global service availability

+ Identify renewal verification

opportunities

+ Identify uncovered

equipment .
quip Demonstrate value of service

through usage queries

RENEWAL
* Prepare quotes with
consolidated coverage periods

* Advance visibility to expiring (co-t inus)
co-terminus

contracts
MANAGING ) . .
- “On-the fly” renewal quote . Onll_ne service order submitted
generation with email forward to Cisco
capabilities - Online entitlement verification
* Easy visibility to pending - Update service contracts (Move,

renewal quotes Adds, Changes)

© 2006 Cisco Systems, Inc. All rights reserved. SMBUF-29




Example of Benefits: Managing Quotes

Generate a Suote | Cuote SI585 to CBR | QOuote Manager | Cuote Wizard | Eeseller Orders

Quick Search Contract Humber

Quote Manager

Quote Filtering Guidelines: Use any or all ofthe three filter options below to display your quotes or narrow a list of previously displayved gquotes.

Mote: Quotes alder than 60 days may he archived and unavailahle forf

You can sort the quotes by clicking on the
From Date: [22-MaRc0ns  TeDat 20-JUN2005 B column headers. You can also route,

Filter Criteria: Status [Open =l cusomer: [Reseid sUbMIL, OF delete any selected quote in

Set Defaults for Filter and Search Critetia the QUOte Manager.

OR

Search for | @Quote Mumber =l Eearchl

Currently Displaying
Colar Codes for Date Guuoted | More than 45 days old More than 20 days old  Curren
Customize Wiew for Cluote Header Display

Guote
End Date Reseller
Guote GQuote Eeseller Customer i[Days Service Guote  Guote Distributor  Reseller Reseller PO
Select Mumber Amount Status  Price Harme oldy Level Contract Motes Type  Quote Complete Inwaice Account®  Mame Mumber

Qrder Selected Quotes I

| Select One ~|  Submit |
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How to Position the

Value of Services
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Common Objections

“The Price is too high and
| do not need Services”

- Evaluate with your
Customer the cost of
downtime and ask how he
would handle it

- Explain that buying
Services is cheaper than

incurring the cost of

having their network down
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Common Objections (Cont.)

- “l have paid extra for Cisco quality. Why should | pay even
more?”

- Explain that Services can increase their Return on
Investment.

- Example: By getting access to software upgrades and
updates with a Services Contract, they can take full
advantage of Cisco’s investments on innovation and keep
their infrastructure current with the leading edge of
networking technology.
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Common Objections (Cont.)

* “There is no budget for Services”

- Ask your customer about the business reasons for
investment

- Show how including services can help to reduce total cost of
ownership by protecting the investment

- Position Services as an essential part of the total solution
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Key to Success

Building your Annuity Business:
- Attach at Point of Sale

Sell Multiyear Agreements

Renew Service Contracts

Quote Services on every Deal

Pay on Margins (Sales Comissions)
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CISCO
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