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Cisco TAC
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Cisco JI= A& ANHIA
A& RAS
i Cisco.com

Cisco TAC

Cisco IOS® or Application
Software Support Software updates

Cisco TAC Web

Hardware Replacement

Cisco.com
Cisco TAC Web
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Cisco JI= A& HH|IA
Cisco TAC A& =

e s Cisco.com

Above and beyond break/fix support

3.6%
3.9% Hardware Information
= Direct Support from Vendor Uncoded 2.0%
= More than 50 percent of '?hz'cﬁ Cisco.com
i ir
cases deal with complex network Party SW

operation and management issues
Advanced software configuration

Interoperability and upgrade 11.5% »
SW Information

questions

Third-party software configuration
and interoperability

Hardware and software information
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Cisco TAC

Module 2: Cisco TAC 29 I
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MK TAC =9 & &

s s s Cisco.com
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Cisco TAC 28 &
Korea TAC X &

* Total: 11 Engineers / 9 CCIEs (over 80%)
* Engineers with average of 6.7 of years industry experience

e Support in Korean and English
» Specialized 4 Teams based on Routing & Switching (Core)

TAC Manager

Technical/ Lead

Team Lead \

Multi- Security/
Service VPN/MPLS

(2) ©)
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Cisco TAC 298 &

Korea TAC 2 &
e Cisco.COMm

= Local Language Support (Korean & English)

= Highly Experienced / Specialized Engineers

= Localized Culture (Focusing on Korean Customers Only)
= Systematic Problem Resolution (Kepner-Tregoe Method)
= Rapid Case Resolution (TRIP & DRIP Initiatives)

= Machine Language Translation for All TAC documents

= Local Depots in Seoul and Busan

= Local TAC Lab for case resolution and HW/SW Testing

= Based in Seoul

© 2003, Cisco Systems, Inc. All rights reserved. 10



Cisco TAC &2

Korea TAC A &

S
Al

) R=
2

e Cisco.com

= The time of call placement due to follow the SUN TAC
procedures (Euro-TAC will follow)

= Korea TAC operates from 9am to 5pm (Mon ~ Fri)
from 10am to 4pm (Sat).

In other hours, customer can get TAC support from Global TAC.

= Cases opened after Korea TAC shift hours can be requeued
back to Korea TAC later.

© 20083, Cisco Systems, Inc. All rights reserved.

11



Cisco TAC 29 iR

Opening a Case

= ET

Emai.I: Center
korea-tac@cisco.com
Live Handoff

Case Handling

Service Level
Phon__e Phone Q

00798-611-0712 Pricfi
(B1=201/90) QO BDERIGLI  E-mail Reply

Or Call-back

Contact Details

www.cisco.com/tac

TAC Advanced sesrch Jjf EmpTom—r—

Direct

© 20083, Cisco Systems, Inc. All rights reserved.
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Cisco TAC 298 MK
Case ol £ UIE (SMARTnNet)

Find problem & Open a TAC case
Making a decision (closing)
CUSTOMER
Contact GCC by phone(P1/P2), email or Web(P3/P4)
Contract and serial #
Are valid ?
GCC
v Yes (Create a new case)

Resolving a case

Identify customer

Escalate internally

TAC engineer Opening a bug
Request RMA
Critical case report I
weekly &
TAC Manager TAC Escalation Team
TAC Technical Lead Other Global TAC team
GPS Team
v v
Development Engineer FA & Manufacturing
BU (Product Manager) engineer
13
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Cisco TAC 298 I}
Case &8 =%

Network down

Severely degraded

Priority 2

Impact to
Network

Network functionality

degraded Priority 3

General assistance

Priority 4

Low

Impact to Business

© 20083, Cisco Systems, Inc. All rights reserved.

Priority 1

Cisco.com
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Cisco TAC 298 WK
Case Escalation

Prioritysi PHOKILYAZ PHONITLYS
Network Severe iImpaired
Down iImpact Operations

TAC Manager
_ i
TAC Director TAC Manager
_ i
VP Cust. Adv. TAC Director
] ]
President VP Cust. Adv.
i ]

TAC Manager

President TAC Director

© 2003, Cisco Systems, Inc. All rights reserved.

Cisco.com

Hrlogly 4
General
Assistance

TAC Manager
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Cisco TAC & i
Duty Manager — 1| = &4

(L P

TAC Duty Manager
Responsibilities

Assess the problem

Assign additional resources if
necessary

How to contact the
Duty Manager

Call the TAC: 00798-611-0712

16



Cisco TAC 29 IR

TAC Labs
P R S R R S P R o R R S S i S Cisco.com

= $650M+ Worldwide TAC
laboratories

= Recreate and resolve
customer issues

= Contains all Cisco
products

= Access to all versions
of Cisco software

= Utilize traffic generator
to simulate traffic flows
& synchronize virtual
routers

© 20083, Cisco Systems, Inc. All rights reserved.



Cisco TAC

Module 3: Cisco TAC & AIOIE
(www.cisco.com/tac)

© 2003, Cisco Systems, Inc. All rights reserved. 18



Cisco TAC & AIQO|E
TAC Web= =¢t Case off Z

TSP T Cisco.com

(MLT Project)

240,000 cases solved online
every month

1 million unique users per
month Customer

135,000 registered users Self-SuffiCienCy

per month
872,000 guest users per month

12 million hits/page
presentations per month
700% increase since July 1999

500,000+ software
downloads per month

© 2003, Cisco Systems, Inc. All rights reserved. 19



Cisco TAC & ALOIE
Machine Language Translation

ey Elscﬂ com
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Cisco TAC & AIOIE
Case 22| — Open/Status/Close

i Cisco.com

Case Query Tool

Check the status of cases

Cisco SysTENS Contacts & Feedback | Site Help

Search:

Update cases with notes

Technical Assistance Center (TAC)

% Turnto Cisco networking | Esssword Recovery Procedure:

Att a c h f i I e S t o c a se s experts. m for Catalyst 4000, S000, snd 6000 Series Switch Configuration and

Find out about Cizco Technical

Assistarce Center's (TAC'S) Using obal, static, conduit, and access-list Co s Pori Redirection an PI
suite of toals and d == Mare Wou are currenthy logged inbo
- camprehensive technical . Cisco.com. We suggest that you
View closed cases s s+ oyt e ot o o
and oplimizing networks. ing Software for the Cisco Secure Pl Firew wihen you complete your session
How to Choose a Cisco 105 Software Release on 0is00.con
- Update My Profile

Cigco 105 SMMP Traps Supported and How to Confiqure Them
=3 More Related Tools
Service Contract Cenber (SCC)

{112: Technolugy Support Metworking Professionals
— | FPsecurity Troublesho - Unicter incy &nid LIsir Cormands Connection

M;inagg Wour TAC Cazses Troubleshooting Spanning-Tree Protocol and Relsted Desian Considerations
: Related Links
Security Advisory: Malformed SHMP Message-Handing ‘ulner abilties

Manage your TAC Cases

Products & Services

Technical Support Services
Introduction

== More

30 Jan 2003 Learning & Events
TAC Trai
Qutiot Interpreter Cisoo Security Advisory: Microsoft SQL "_““L:;:IWEI; a o
Software Advisor o Server 2000 Yulnerapilities in Cisco Products
22 VT
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Configuration

Software Bug Toolkit
Installation

Product Alert Tool
Troubleshooting

TAC Case Collection

Output Interpreter
Software

Software Advisor

Cisco I10S Upgrade Planner
Calculators

IP Subnet Calculator

Memory Calculator
Case Management

Case Open, Case Query

Cisco Live

And many more

© 20083, Cisco Systems, Inc. All rights reserved.

JOLS & U]
Intraduction

Confiquration Tools

Cominandd Lookup Tool
IP Zubnet Calculstor
Software Sdvizor CF

== More

Installation Tools

Cizco 105 Upgrade Planner
Product Alert Toal
Software Center

== More

Troubleshooting Tools

Cutput Irterpreter
Softvware Bug Toolki

TAC Case Collection (Troubleshooting
Azzistart)

== Mare

Software Download WHilities

BPHAGH Firmavare Compatibility Tool
ZMMP Ohject Mavigator
Software Search Engine

== More

TAC Advanced Search Examples

Lookup a software bug 1D
Configuration AND 2600 MOT 3600
Decode error messages

== Goto TAC Advanced Search

TAC Case Management Tools
TAC Caze Open

TAC Case Query

== More

Calculators

2600/3600/3700 Memory Calculstar
IP Subnet Calculatar

Wioice Codec Bandwicdth Calculator

== More

Communities

Cizoo-centric Open ource Initistive (COSN

Zoogle Groups comp.dcom.sys cisco

Metworking Professionals Connection

Cisco.com

22



Cisco TAC & AIO|E

NP

—.W*H.‘-""-HJ‘W*H*"*HJ‘“’*"‘- T

TAC Advanced Search

= Use TAC Advanced
Search to search
TAC documents and
databases

= Search exclusively
on technical support
information (no
sales or marketing
information)

© 20083, Cisco Systems, Inc. All rights reserved.

DOLS & UTILI]

TAC Advanced Search

— Look in:

& TAC Technical Documentation

' TAC Data Collections

0 all of wwww.cisco.corm
T MetPro search

— Find:

with all of the words

with the exact phrase

with atleast one of the words
without the words

e ar more of these fields)

— — — —
[=
o)
o
=

— Type of File:

% all TAC Docurnent Types
" Case Studies

" Configuration Examples
T Field Motices

" Metworking Solutions

7 Password Recovery
' Qandss

7 Security Advisories
" Tach Matas

7 White Papers

— Results per page:
LGN

25

100

Search |

Cisco.com

23



Cisco TAC &

- ALOI E

Cisco.com

Cisco SysTeEms

. . recmicaisupart ][0
Consolidated technical

content organized by:

Hardware Information

HMICA PPOH

Technical Assistance Center (TAC)
Hardware Support

::- Troubleshooting Router Crashes
= Turn to Cisco networking Password Recovery Procedures
SOftWa re I n Sta I Iat I o n S Using nat, alobal, static, conduit, and access-ist Commands and Port Redirection on PLX
Find out about Cizco Technical
= = Bzsistance Center's (TAC) suite
SOftwa re CO nfl g U rat I O n aof taols and comprehenzive
technical documents for
- troubleshodting and optimizing 5
T200 Series Routers

TrOUbleShOOtlng nietywvarks.

L ROUTER

. Can't Find Your Answers? = Ef0=ctieslouieis Choose a subject category to view relevant documents
DOcumentatlon R Hardware Infa —+ ) yory
4 1€ | i
" software InSta!lat'Dn, + Hardware Info {43 articles)
P - Software Configuration + Product Specifications
el - Troubleshooting aF Wodules
- sec _Documentation *  Hardware Installation and Configuration
 Life Cycle +  Software Installation (17 aricles)
4

Dowenload Information
Software Features and Wersions
Software Mermary

Software Configquration (14 aricles)
Software Samples and Tips
Software Confiquration Tools

Troubleshooting {50 articlas)
Knownh Problems
Troubleshooting Resources
Escalation Process

Documentation {10 articles)
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Cisco TAC

Module 4: Cisco 2% 29 R
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CiscoTAC =& 29 R
MA =& dEH &
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Raleigh

-
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CiscoTAC =5 29 &

Cisco TAC =& Al &
| Cisco.com

Geographic coverage into 120 countries
650 parts depots
98 percent material availability

$4B investment ( )

Access to 10,000 onsite engineers (SMARTnet
onsite required)

24 hour operation

Six hardware replacement options from 2 hour
to Next Business Day (NBD) delivery, based on
service availability

Korea also 8x5xNBD / 8x5x4 / 24x7x4 based on
service contract

© 2003, Cisco Systems , Inc. All rights reserved . 27



CiscoTAC =& 29 K

RMA I 2 Al A (SMARTnet)
I T T T ATTaTT

RMA/SVO case open

SMARTnNet
Customer

- Replacement part
- Onsite engieer (SMANRTnet onsite)

- Within 4/ NBD based on contract
from Seoul / Busan

© 20083, Cisco Systems, Inc. All rights reserved.

==

GPS

Cisco.com
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Cisco TAC

Module 5: TAC Tips
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- — — | Cisco.com

/.

Have the following information on
hand:

= Contract number, name, and contact details for
client site

* Problem description

= Brief history of the problem and what has been
done

= Priority of the case

= Network topology (soft copy of up-to-date
diagrams)

= Output of relevant “show” and “debug”
commands

= Qutput of log messages

= Remote access for faster problem resolution

© 20083, Cisco Systems, Inc. All rights reserved.
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Present name consistently
Provide e-mail address

Provide onsite contact
telephone number

Seek assistance earlier,
not later

Communication is
Everything !!!
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