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Importance of Services Importance of Services 
to the Networkto the Network

• The network has become a business essential

• Business success and profitability is more 
reliant on the network 

• The network must always be functioning at full 
capacity

• When the network does go down, it needs to be 
resolved quickly  

• Service offerings empower partners and 
customers to successfully address networking 
issues, getting the most from their hardware 
investment
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ChallengesChallenges

• Keeping your network up-to-date with new 
features and protocol support

• Staying abreast of emerging technologies

• Accessing knowledgeable resources and 
tools for rapid issue resolution

• Accessing and delivering replacement 
hardware

• Locating field resources for installing 
replacement hardware
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Cisco Packaged ServicesCisco Packaged Services

• Cisco “Service in a box” programs for 
Distributors to resell through the 
distribution channel

• Offer Cisco support expertise to Small and 
Medium Business (SMB) customers

• Enable Cisco resellers, purchasing 
through distribution, to offer access to 
Cisco’s support to their customer base
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Benefits to ResellersBenefits to Resellers

• Combine Cisco’s service with resellers’
own service to deliver support tailored to 
end customers’ needs

• Opportunity to increase service revenues

• Provide access to Cisco’s extensive 
investment and expertise in supporting 
networks

• Minimizes internal support infrastructure

• Renewal revenue
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Benefits to CustomersBenefits to Customers

• Improve the services your company delivers to its 
customers by maximizing network availability, 
reliability, and stability

– Competitive Advantage = Ability to service customers better

• Control of their network and improved efficiency in 
their IT operations

– Ability to address networking challenges
– Ability to recover when things go wrong

• Reduce the cost of network ownership by leveraging 
Cisco expertise, knowledge, and availability

• Increase your Return On Investment (ROI) with 
operating systems software enhancements

Increase Customer Satisfaction
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Increased Customer SatisfactionIncreased Customer Satisfaction
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Cisco Packaged Service ProductsCisco Packaged Service Products

• Packaged Advance Replacement
– HW at 8x5xNBD

• Packaged Software Application Support + 
Upgrades (SASU)

– Application SW upgrades, CCO, TAC

• Packaged SMARTnet (3 Options)
– IOS, CCO, TAC, HW at 8x5xNBD or 8x5x4 or 

24x7x4

• Packaged SMARTnet Onsite (3 Options)
– IOS, CCO, TAC, OS Engineer + HW at 8x5xNBD or 

8x5x4 or 24x7x4
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IOS On Demand: Unlimited updates (fixes) and upgrades 
(revisions and feature enhancements), via CCO or from TAC

CCO: 24x7 registered user access including 
support tools such as Bug Toolkit II and IOS 
planner

TAC: 24x7 access to global network 
of technical assistance centers

Advance 
Replacement:
Variable levels of 
hardware replacement

• 8x5xNBD
• 8x5x4
• 24x7x4

2211 33 44

Cisco Support ComponentsCisco Support Components
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Technology RefreshTechnology Refresh

At the heart of the Cisco network is the
Cisco IOS operating system software  

Cisco IOS software  provides:
• Integration
• Scalability

• Availability
• Security

Cisco
IOS 

Software

Cisco
IOS 

Software

ScalabilityScalability

SecuritySecurity AvailabilityAvailability

IntegrationIntegration

75%of all customers update Cisco 
internetworking operating system (IOS) 
software annually
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Technology RefreshTechnology Refresh
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• Remote updates on existing 
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• No logistics challenges

• Minimal business interruption

• No forklift upgrades

• 75% of customer update 
annually

• More than 300,000 downloads 
per month
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Enhance Internal Staff Skills

• Cisco IOS planner

• Order status

• Electronic ordering

• Configuration 
assistance

• Case open/query

• Bug Toolkit

• Software download

• Troubleshooting 
engine

• 1,790,000+ uses 
per month

• “Instant”
solutions (80%)

• 4.21 customer 
satisfaction 
rating

Fast Answers Through CCO

Cisco Connection Online (CCO)Cisco Connection Online (CCO)
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Augment Internal StaffAugment Internal Staff
Cisco Technical Assistance Center (TAC)Cisco Technical Assistance Center (TAC)

Providing Best In Class Technical Expertise

•• Contact via phone, Contact via phone, 
email, or case email, or case 
submission site submission site --
www.cisco.com/tac       www.cisco.com/tac       
24 x 7 Worldwide24 x 7 Worldwide

•• Multiple Awards forMultiple Awards for
Top Support WebsiteTop Support Website

•• 80+% of Questions 80+% of Questions 
Solved OnlineSolved Online

•• Web Content Created   Web Content Created   
by TAC Engineersby TAC Engineers

•• Comprehensive Comprehensive 
knowledge baseknowledge base

•• Fast, Efficient, AccurateFast, Efficient, Accurate

•• Follow the Sun global Follow the Sun global 
availability Model: availability Model: 
Sydney, San Jose, Sydney, San Jose, 
Raleigh, BrusselsRaleigh, Brussels

•• WorldWorld’’s Tops Top
Engineers, 15 Years     Engineers, 15 Years     
of Troubleshooting of Troubleshooting 
ExperienceExperience

•• 1000+ CEngineers 1000+ CEngineers 
(400+ CCIE(400+ CCIE’’s)         s)         
3000+ DEngineers3000+ DEngineers

•• 4.5+ Customer4.5+ Customer
Satisfaction (1Satisfaction (1--5 scale)5 scale)

•• Test lab at each TACTest lab at each TAC
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Automatic Problem EscalationAutomatic Problem EscalationAutomatic Problem Escalation
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Prioritizing TAC ResponsivenessPrioritizing TAC Responsiveness
““Customer Determines PriorityCustomer Determines Priority””

• Priority 1 (one day resolution*)
– Network down, critical impact to business operations
– Customer and Cisco commit substantial, “round-the-clock”

resources towards resolving the situation
• Priority 2 (two days resolution)

– Network severely degraded, significant impact to business 
operations

– Customer and Cisco commit resources towards resolving the 
situation during business hours

• Priority 3 (five days resolution)
– Network functionality degraded, business operations noticeable 

impaired
– Cisco and Customer work together toward resolution during 

business hours to restore service to satisfactory level
• Priority 4 (ten days resolution)

– General assistance and product imformation
– Cisco and Customer work together to provide information or 

assistance as requested * Resolution = circumvention or fix
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SMARTnetSMARTnet or SMARTnet Onsite?or SMARTnet Onsite?

Staffing? SMARTnet

SMARTnet
Onsite

Coverage
Needs

Parts/
Redundancy 8x5xNBD

24x7x4 8x5x4

Yes

No

8 Yes

No24
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SMARTnetSMARTnet Onsite Support Onsite Support 
ProcessProcess
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Package ServicesPackage Services

Ordering and RegistrationOrdering and Registration
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22--Tier Purchase and Tier Purchase and 
Support CycleSupport Cycle

DistributorDistributor

ResellerReseller

CiscoCisco

Reseller sells 
Package(s) to Customer

Purchase Cycle

CustomerCustomer

Distributor sells 
Package(s) to Reseller

Cisco sells Package(s) 
to Distributor

Use token number to register for service
Upon registration, a contract # is generated
Service is now activated for 1 year

Customer calls 
Reseller for 

SupportCustomer calls 
Cisco TAC for 

support

Reseller calls 
Cisco TAC to 

resolve problem

Support Cycle

CustomerCustomer

ResellerReseller

CiscoCisco

Contract # must be quoted for service
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22--Tier ProgramTier Program

• Packages are sold to distributors

• Distributors then sell the service 
packages to resellers

• Reseller resells these service packages 
to end users

• Reseller or end user must register their 
equipment to receive service 
entitlement

• Register Online
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Service CategoriesService Categories

•Cisco assigns its products to 1 of 18 
categories.

•To determine the category go to SCC:
– http://www.cisco.com/public/scc

– Select “Check Packaged Service Categories”

•Example: Cisco 2650 router = category 5

Cisco 7010 router = category 15
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Ordering InformationOrdering Information

•Part Numbers
– All Cisco packaged services products follow a similar part 

numbering scheme.
– To determine the Cisco service part number, select a 

service type and a category
– CON-service type-PKG category

•Service Types
– SMARTnet: SNT, SNTE, SNTP
– SMARTnet Onsite: OS, OSE, OSP
– Advanced Replacement: AR

•Example:
– CON-SNT-PKG5 = SMARTnet NBD for a Cisco 2650
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22--Tier Ordering GuideTier Ordering Guide
Reseller determines 
service 
requirements

• Places orders through distributorSTEP 1

Distributor checks 
Service Availability

• http://www.cisco.com/public/scc
• Select “View Service Availability

STEP 2
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Check Service AvailabilityCheck Service Availability

• Use the Service Contract 
Center located at 
http://www.cisco.com/public/
scc

• Go to “Before You Order”
section, “View Service 
Availability”

• Enter the name of the city in 
the search box

• Check service availability in 
the desired location

26F0_7625_c1 © 2000, Cisco Systems, Inc. 

22--Tier Ordering GuideTier Ordering Guide
Reseller determines 
service 
requirements

• Places orders through distributorSTEP 1

Distributor checks 
Service Availability

• http://www.cisco.com/public/scc
• Select “View Service Availability

STEP 2

Use Cisco Packaged 
Services Part 
Numbers

• Determine correct Service Categories at 
http://www.cisco.com/public/scc

• Select “Check Package Service Category”
• Package Service Part Number: CON-Svc Type-PKG xx
• Use “Wholesale Asia-Pac Price List in US Dollars, 2-tier only”

STEP 3

Distributor submits 
Service Order to 
Cisco

• Uses IPC to place service orders
• Indicate “Service Only Order”
• Order processing notes: “token orders, special processing by 

CSS”
• Include email address of distributor, service orders with be 

processed within 2 days

STEP 4

Resellers received 
token registration 
number from 
Distributor

• Reseller/customer needs to register with Cisco to activate 
service contractSTEP 5

SERVICE REGISTRATION!
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Where do you register online?Where do you register online?

Option 1

• Registrations can be done at: 
www.cisco.com/public/packaged

Option 2

• From www.cisco.com
– Click on register

– Then select “Packaged Service Registration”

– You will be taken to the above URL
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Packaged Service RegistrationPackaged Service Registration

Log on to Packaged 
Services 
Registration

• http://www.cisco.com
• Select “Register”
• Select “Packaged Services Registration”

STEP 1

Select city and 
Service Level

STEP 2
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Packaged Service RegistrationPackaged Service Registration

Log on to Packaged 
Services 
Registration

• http://www.cisco.com
• Select “Register”
• Select “Packaged Services Registration”

STEP 1

Select city and 
Service Level

STEP 2 Get ready the following information before you begin:
• General Customer Information

• Company name and address
• Contact name
• Contact telephone number, fax number and email address

• Reseller Information
• Reseller name and address
• Contact name
• Contact telephone number, fax number and email address

• Product Location/Install Site
• Equipment address
• Company name and address
• Contact name
• Contact telephone number, fax number and email address

• Product Information
• Product part number/ model number
• Serial number for each product and or module
• Product configuration - types

Follow step-by-step 
registration process

STEP 3
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Packaged Service RegistrationPackaged Service Registration

• Quote contract ID when access TAC and CCO
• Service Contract is valid for 1 year based on T&C outlined 

in service product and between Cisco and customer
• For help, write to  pkg-help@cisco.com

Service Contract 
ActivatedSTEP 5

Log on to Packaged 
Services 
Registration

• http://www.cisco.com
• Select “Register”
• Select “Packaged Services Registration”

STEP 1

Select city and 
Service Level

STEP 2 Get ready the following information before you begin:
• General Customer Information

• Company name and address
• Contact name
• Contact telephone number, fax number and email address

• Reseller Information
• Reseller name and address
• Contact name
• Contact telephone number, fax number and email address

• Product Location/Install Site
• Equipment address
• Company name and address
• Contact name
• Contact telephone number, fax number and email address

• Product Information
• Product part number/ model number
• Serial number for each product and or module
• Product configuration - types

Follow step-by-step 
registration process

STEP 3

Generation of 
Contract IDSTEP 4



Copyright © 1999, Cisco Systems, Inc. All rights reserved. Printed in USA.
F0_7625_c1.scr

39© 2000, Cisco Systems, Inc. F0_7625_c1

Available ToolsAvailable Tools
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Sales ToolsSales Tools

• Cisco Packaged Services Web Page
http://www.cisco.com/warp/public/779/smbiz /service/smartnet/index.html

• Service Contract Center (SCC)
http://www.cisco.com/public/scc

• Partner and Reseller Helpline
– China 10-800-120-5444 
– Hong Kong 800-903793

– Singapore 800-1203239
– South Korea 00798-14-800-3789

– International Toll No. +1-408-526-7208 (English)
– E-mail reseller-help@cisco.com 
– Reseller Support Tools http://www.cisco.com/go/tools
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Packaged Service Web PagePackaged Service Web Page

http://www.cisco.com/warp/public/779/smbiz/service/smartnet/index.html

42F0_7625_c1 © 2000, Cisco Systems, Inc. 

Service Contract Centre (SCC)Service Contract Centre (SCC)

• A set of web tool designed to assist Cisco Partners, 
Resellers, and customers with their service contract.

• A unique set of tools that will allow you to view, 
modify, create, order, and renew service contracts 
online.

• Features:
– Determine Cisco service capabilities in specific locations

– Lookup contracts based on serial number or customer 
number

– View and manage customer quotes

– View Service Programs and Pricing

– View and follow-up on Technical Assistance Center (TAC) 
requests
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Service Contract Service Contract CentreCentre

http://www.cisco.com/public/scc/
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Who Do You Contact?Who Do You Contact?

• For assistance with registration
pkg-help@cisco.com

• Renewing Package Services
pkg-renew@cisco.com

• Duplicate, bad or lost token registration 
number

pkg-token-request@cisco.com

• CCO User ID issues
cco-team@cisco.com

Service and Support Solutions Website
http://www.cisco.com/public/support_solutions.shtm
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Packaged SMARTnet PropositionPackaged SMARTnet Proposition

•• Improve the services your company Improve the services your company 
delivers its customers by maximizingdelivers its customers by maximizing

–– Network availabilityNetwork availability

–– ReliabilityReliability

–– StabilityStability

•• Reduce the cost of network ownership by Reduce the cost of network ownership by 
leveraging expertise, knowledge, and leveraging expertise, knowledge, and 
availabilityavailability

•• Increase your return on investment (ROI) Increase your return on investment (ROI) 
with operating systems software with operating systems software 
enhancementsenhancements

•• Expedite timeExpedite time--toto--repairrepair

Unique Business Value . . .
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Products + Services = SolutionsProducts + Services = Solutions

Cisco Service
& Support

Increase Customer Satisfaction

Repeat Business
(product absorption)

It Helps all of us
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Building Customer Relationships Building Customer Relationships 
that Last!that Last!


