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Cisco Technical Support Services
And Certifications

CCIE - now available in CABLE!
CCCS – Cisco Cable 
Communication Specialist
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Cisco Technical Assistance Center (TAC)

Industry’s Largest, Most Sophisticated 
Networking Support Team

• Fast access to the  
technical resources 
created by Cisco 
TAC engineers

• Online at 
www.cisco.com/tac              

• Online technical 
services available 
24x7

• Multiple awards for 
best and most 
comprehensive 
support Web site

• “Follow the sun model”: 
Australia, San Jose, 
RTP, Belgium

• World’s top
engineers, 15 years of 
troubleshooting 
experience

• 1500+ Cisco TAC 
engineers 
(500+ CCIEs)  3000+ 
development engineers

• 4.5+ customer
satisfaction rating 1 to 5
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TAC Mission Statement

Remove all barriers to 
customers’successful 

operation of Cisco
networks by understanding
their needs and exceeding

their expectations.
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HH
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RaleighSan Jose

Brussels

London

Sydney

TokyoSeoul
Beijing

TAC Global Backbone Support Centers
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Escalation Process

Technology Team Technical Lead –
Senior engineer with expertise across the teams core
technologies including DOCSIS, RF, IP, SNMP.
Works closely with the Cable BU.

Rapid Response Team –
Escalation engineers in the Cable BU with years of 
experience in the Cable industry and knowledge 
depth across multiple related technologies.

Development Engineer –
Expert at source code and responsible for fixing
defects that affect hardware, firmware and software.
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Priority Description

Production  network or major software application is down
Critical impact to business operations
24 hour Cisco and customer commitment
No work-around available

Network or major software application is severely degraded

Cisco and customer committed during business hours
No work-around available

Significant impact to business  operations

•Priority 1

•Priority 2

•Priority 3

•Priority 4

Network functionality degraded
Business operations noticeably impaired
Cisco and customer in frequent contact

Installation, upgrade or configuration assistance
General assistance

General product information

Customer Set Prioritization
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Automatic Problem Escalation

1 Hour

4 Hours

24 Hours

48 Hours

72 Hours

96 Hours

Priority 1
(Network Down))

Priority 2
(Severe Impact)

TAC
Manager

TAC
Director

VP, 
Cust.  Advocacy

President

Elapsed
Time

TAC
Manager

TAC
Manager

TAC
Director

TAC
Manager

VP, 
Cust. Advocacy

President

TAC
Director

Priority 4
(General 

Assistance)

Priority 3
(Impaired Ops.)
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Optical

TAC Case Handling Process
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The Cisco TAC Web Site

Major Sections:
• Cable Top  Issues

• Cable Product Pages

• Technology Pages

• Cable Solution Pages

• Tools

• Documentation

• Software Center

• Escalate / Case Management

• and on line Training
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Cable Top Issues

• Today’s  
Solutions to the 
most common 
Cable issues 
based on current 
Cisco TAC cases.
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Tools - Open Forum

• A Database of 
Cable FAQs and 
Answers

• Ability to Submit 
a Question to the 
Open Forum of 
CCIE’s
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TAC Documentation

•Critical technical 
information at your 
fingertips

Tech Tips

Sample Configurations

Configuration Cookbooks

Security Advisories

•TAC Certification
Certified Documents are written, 
reviewed,  tested in the lab and 
used internally  by Cisco TAC 
Engineers
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Software Center

• Tools that evaluate hardware 
and software compatibility

• Software Feature Selection 
Tools

• Software Downloads

• Bug Updates and 
Troubleshooting

• The Tools:

Bug Toolkit

IOS Upgrade Planner

Hardware/ Software 
Compatibility Matrix

Compatibility Advisor

Feature Navigator
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Case Query / Case Update

• Query your case to 
monitor its progress

• View the TAC 
engineers updates 
to your case

• Update your case 
with new information
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Online TAC Case Management

• Open a TAC Case 
Online 

(For P3 and P4 Cases)

• Securely attach and 
upload Documents to 
your case

• Case Open Tool
Verify contact info 

Recommended URL’s 

that might solve problem.

Attention Banner alerts 
you to critical issues

NEW
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Case Open Tool, Screen 1:
Problem Description

Select Cable as the Technology 
and  Problem Summary pull-
downs allows Cisco to 
correctly identify possible 
solutions and to route to the 
Cable TAC team.

Select Cable as the Technology 
and  Problem Summary pull-
downs allows Cisco to 
correctly identify possible 
solutions and to route to the 
Cable TAC team.

Add more detail here, 
including show commands or 
debug output from CMTS or 
cable modem.

Add more detail here, 
including show commands or 
debug output from CMTS or 
cable modem.
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Case Open Tool, Screen 2:
Solutions and Selections

Selecting one of these 
Solutions will launch 
a new browser 
window for viewing.  
Please return to this 
screen to select from 
the buttons below.

Selecting one of these 
Solutions will launch 
a new browser 
window for viewing.  
Please return to this 
screen to select from 
the buttons below.

Please select one 
of these actions 
before closing 
browser.

Please select one 
of these actions 
before closing 
browser.
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Cisco Live

• Browser 
synchronization 
technology

• Chat

• Whiteboard

• Telnet

• Application 
Sharing

• Clipboard

• www.cisco.com/ 
tac/case open
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Transactional Survey

CISCO ENGINEER :
CASE A12345   OPENED 03-SEP-2001 SURVEY SENT 04-SEP-
2001
REPLY 05-SEP-2001
CUSTOMER :
EMAIL :
SITE :
PROBLEM DESCRIPTION :

(Q1) Overall handling of case..............(1-5)
(Q2) Ease of Access to help................(1-5) 
(Q3) Timeliness of Problem Resolution......(1-5) 
(Q4) Communication of Problem Status.......(1-5) 
(Q5) Effectiveness of Solution/Information.(1-5) 
(Q6) Technical Expertise of Engineer.......(1-5) 
(Q7) Courteous Service.....................(1-5) 
(Q8) Part Replacement - Delivery Timeliness(1-5)
(Q9) Part Replacement - Accuracy of Part...(1-5)
(Q10)OVERALL satisfaction of Cisco Support.(1-5)

Customer comments stored with the case:



232323© 2001, Cisco Systems, Inc. All rights reserved.Presentation_ID

TAC Newsletter

• Get the latest Technical 
Information and Tool 
Updates from the TAC

• Personalize the content 
you want to receive!

• Subscribe now:

www.cisco.com/tac/newsletter
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Cisco Advanced Services
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Cisco Advanced Services

• Engineering support 
of Cisco networking 
solutions

• Optimization support 
to achieve highest 
levels of availability, 
quality of service 
(QoS), and security

Comprehensive Suite 
of Support Offerings
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Cisco Advanced Services

Focused Focused 
Technical Technical 
SupportSupport

Technology Technology 
Application  Application  
SupportSupport

Network Network 
Optimization Optimization 
SupportSupport

Device 
Level 
Support

Network 
Level 
Support

Application
Level 
Support
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QoS and Performance:
• Ensures compatibility of your network infrastructure 

design with existing technology, products, and services 
and, avoids network disruptions

Net Impact—
High Network Performance

Availability:
• Migrates your support organization from core to context
• Bridges the gap from implementation to optimization
• Provides a road map for increased availability 

management

Security:
• Supplies your organization with security best 

practices including:
Intrusion detection
Policy management



282828© 2001, Cisco Systems, Inc. All rights reserved.Presentation_ID

Customer
Impact

Customer
Impact

Business
Benefit

Business
Benefit

Service Component 
Descriptions

Service Component 
Descriptions

• Operations 
management

• Focused, dedicated 
engineering support

• Dedicated 800 #

• High-touch upgrade

• Operations 
management

• Focused, dedicated 
engineering support

• Dedicated 800 #

• High-touch upgrade

Cisco Focused Technical Support—
Operational Efficiency

• Ability to apply 
technical resources 
to more critical 
functions

• Improved network 
stability

• Personalized 
attention

• Ability to apply 
technical resources 
to more critical 
functions

• Improved network 
stability

• Personalized 
attention

• Improved network 
availability 
and customer 
satisfaction

• Reduced operating 
expenses

• Improved network 
availability 
and customer 
satisfaction

• Reduced operating 
expenses
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Customer
Impact

Customer
Impact

Business
Benefit

Business
Benefit

Service Component 
Descriptions

Service Component 
Descriptions

• Avoids costly 
redesigns and 
deployment delays

• Controlled software 
migration

• Minimizes network 
performance 
problems 

• Enhances skills and 
builds knowledge 
base

• Avoids costly 
redesigns and 
deployment delays

• Controlled software 
migration

• Minimizes network 
performance 
problems 

• Enhances skills and 
builds knowledge 
base

Cisco Network Optimization Support—
Performance and Availability

• Reduces operating 
expense to 
positively affect 
ROI

• Improves staff 
productivity and 
retention

• Reduces operating 
expense to 
positively affect 
ROI

• Improves staff 
productivity and 
retention

• Network infrastructure 
design and 
implementation 
assistance

• Software migration

• Performance 
engineering and 
optimization

• Knowledge transfer 
and mentoring

• Network infrastructure 
design and 
implementation 
assistance

• Software migration

• Performance 
engineering and 
optimization

• Knowledge transfer 
and mentoring
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Customer
Impact

Customer
Impact

• Faster application 
adoption with 
minimum risk for 
rework and delays

• Improved 
application 
performance

• Enhances skills 
and builds 
knowledge base

• Faster application 
adoption with 
minimum risk for 
rework and delays

• Improved 
application 
performance

• Enhances skills 
and builds 
knowledge base

Cisco Technology Application Support—
Speed to Migration

Business
Benefit

Business
Benefit

Service Component 
Descriptions

Service Component 
Descriptions

• Improves ability 
to meet business 
goals with 
less risk

• Increases staff 
productivity and 
retention

• Improves ability 
to meet business 
goals with 
less risk

• Increases staff 
productivity and 
retention

• Network application 
design and 
implementation 
assistance

• Network application 
performance 
engineering and 
optimization

• Knowledge transfer

• Network application 
design and 
implementation 
assistance

• Network application 
performance 
engineering and 
optimization

• Knowledge transfer
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Over 63% of Cisco Advanced Services 
Engineers Hold CCIE® Certifications

IP TelephonyIP Telephony
SP Packet 
Telephony
SP Packet 
Telephony

Content 
Networking

Content 
Networking SecuritySecurityEnhanced IPEnhanced IP

• Voice 
technologies 
support 
including VoIP, 
VoATM, and 
VoFR

• Industry 
experience 
with SS7

• IP signaling 
protocols 
MGCP, H.323, 
and SIP

•• Voice Voice 
technologies technologies 
support support 
including VoIP, including VoIP, 
VoATM, and VoATM, and 
VoFRVoFR

•• Industry Industry 
experience experience 
with SS7with SS7

•• IP signaling IP signaling 
protocols protocols 
MGCP, H.323, MGCP, H.323, 
and SIPand SIP

• Developed 
standards for 
high 
availability in 
IP telephony

• E911 system 
architect for 
major city

• 4 patents 
pending

• Author IP 
telephony 
solutions guide

•• Developed Developed 
standards for standards for 
high high 
availability in availability in 
IP telephonyIP telephony

•• E911 system E911 system 
architect for architect for 
major citymajor city

•• 4 patents 4 patents 
pendingpending

•• Author IP Author IP 
telephony telephony 
solutions guidesolutions guide

• 2 patents

• Layer 4–7 
switching  
software 
engineering 
experience

• White papers on 
CDN and 
security

•• 2 2 patentspatents

•• Layer 4Layer 4––7 7 
switching  switching  
software software 
engineering engineering 
experienceexperience

•• White papers on White papers on 
CDN and CDN and 
securitysecurity

• Showcased in 
Fortune 
magazine and 
Network 
Computing

• Briefed National 
Security 
Council

• Holds top 
secret 
clearance

• Co author 
CSEC Security 
Encyclopedia

•• Showcased in Showcased in 
Fortune Fortune 
magazine and magazine and 
Network Network 
ComputingComputing

•• Briefed National Briefed National 
Security Security 
CouncilCouncil

•• Holds top Holds top 
secret secret 
clearanceclearance

•• Co author Co author 
CSEC Security CSEC Security 
EncyclopediaEncyclopedia

• Chief architect 
for first MPLS/ 
VoIP network

• 2 patents 
pending

• 6 books

• Key 
contributor 
to RFC 
standards

•• Chief architect Chief architect 
for first MPLS/ for first MPLS/ 
VoIP networkVoIP network

•• 2 patents 2 patents 
pendingpending

•• 6 books6 books

•• Key Key 
contributor contributor 
to RFC to RFC 
standardsstandards
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ROI Example— A Large Cable Service 
Provider Deploying IP Services

Cisco Technology Application Support for Broadband Cable

$2,270,900
(Cost Savings)
$2,270,900

(Cost Savings)

$842,500
(Revenue Benefit)

$842,500
(Revenue Benefit)

$2,241,900$2,241,900

$871,500
Price of

Cisco Services

$871,500
Price of

Cisco Services

$3,484,959
(Total Value)
$3,484,959

(Total Value) Value SurplusValue Surplus

Service Benefits ROI of 257%

ValueValueDeliverables Value SummaryDeliverables Value Summary

$400,000$400,000Multiservice
verification support
Multiservice
verification support

$10,000$10,000Core network
design reviews
Core network
design reviews

$852,900$852,900Multiservice design review 
and assistance
Multiservice design review 
and assistance

$1,023,200$1,023,200Problem escalation supportProblem escalation support

$120,000$120,000NOC staff mentoringNOC staff mentoring

$518,525$518,525Cisco network problem 
resolution
Cisco network problem 
resolution

$189,000$189,000Cisco IOS® Software 
recommendation
Cisco IOS® Software 
recommendation

TotalTotal $3,113,400$3,113,400
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Cisco Consulting Services
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Why Cisco Consulting?

• Solutions are more than just network 
components – they also require:

People

Best Practices

Know-How
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Solutions Aren’t Solutions Without 
Cisco Solutions Consulting

• You Can Build It Yourself, But At Your 
Own Risk:

Interoperability Issues

Service Rollout Delays

Design Inconsistencies

Home-Grown Processes
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Solution Consulting Is Key To Success

• Cisco consultants uniquely qualified to create 
mission-critical networks yielding the highest:

Performance

Availability

Reliability

Security

• Cisco expertise and best practices are delivered 
at the front end to smooth deployment and 
accelerate time to value
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Cable Solution Consulting From Cisco

• Key element of Cisco Cable Solutions
• Top industry experts with real-world experience
• Dedicated on-site for pre-deployment planning

• Customer chooses mix of services:
–Business Planning/Business Case Reviews w/ ROI Modeling

–Solution Knowledge Transfer/Briefings

–Solution Readiness Reviews (incl RF Plant Review)

–Pre-Deployment Planning & Intellectual Property Transfer

•Service Rollout, Project Plan, Network Staging/Pilots, 
Implementation, Operations
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Benefits of Solutions Consulting

• Reduced Costs
Experienced Advisors Lower 
Planning Risk

• Rapid Service Enablement
Proven Documentation Shortens 
Deployment

• Operational Excellence
Proven Best Practices 
Streamline Operations
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Strategic planning of service rollout 
Define resource requirements
Determine readiness of current infrastructure
Develop processes for capacity planning & traffic engineering
Plan VoIP circuit to packet migration
Plan Technology Transfer program
Plan customer lab and providing access to Cisco SMEs
Plan QoS implementation and management across network
Plan service management and customer care/support 
Plan automated flow-through provisioning
Define OSS/BSS requirements and develop OAM&P plan

Solution Consulting Examples
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