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Cisco’s Services—
Accelerating Time to Value
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Cisco Technical Support Services
And Certifications

CCIE - now available in CABLE! [
CCCS - Cisco Cable U
Communication Specialist
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Cisco Technical Assistance Center (TAC)
il Cisco.com

» Fast access to the o FoIIovv_ the sun model”:
technical resources Australia, San Jose,
created by Cisco RTP, Belgium
TAC engineers

« World’s top

engineers, 15 years of

* Online at :
. troubleshooting
WWW.CiSco.com/tac experience
* Online technical * 1500+ Cisco TAC
services available engineers
24x7 (500+ CCIEs) 3000+

development engineers

* Multiple awards for
best and most * 4.5+ customer

comprehensive satisfaction rating 1to 5

support Web site Industry’s Largest, Most Sophisticated
Networking Support Team

Presentation_ID © 2001, Cisco Systems , Inc. All rights reserve d. 4



TAC Mission Statement

I TTTTTTTTTT T T T T Cisco.com

Remove all barriersto
customers’ successful
oper ation of Cisco
networ ks by under standing
their needs and exceeding
their expectations.
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TAC Global Backbone Support Centers
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London

‘ " Bﬁs‘sels

o

Raleigh

N~
San Jose g *
“a

Support Backbone

Main TACs
Q Satellite TACs
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Customer Advocacy
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Escalation Process

I TTTTTTTTTTT T T T Cisco.com

+ 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.

Presen tation_ID 8
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Priority Description
e i e Cisco.com

Customer Set Prioritization

*Priority 1

* Priority 2

* Priority 3

* Priority 4

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

Production network or major software application is down
Critical impact to business operations

24 hour Cisco and customer commitment

No wor k-around available

Network or major software application is severely degraded
Significant impact to business oper ations

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

Networ k functionality degraded
Business oper ations noticeably impair ed
Cisco and customer in frequent contact

General assistance

I nstallation, upgrade or configuration assistance
General product information




Automatic Problem Escalation

I TTTTTTTTTT T T T T Cisco.com

Priority 1 Priority 2 Priority 3 Priority 4

_ (General
(Network Down) (Severe I mpact) (Impaired Ops.) Assistance)

TAC
M anager

TAC TAC
Director M anager

VP, TAC
24 Hours

Cust. Advocacy Director

VP,

48 Hours President Cust. Advocacy

TAC
72Hours M anager

96 Hours President _TAC
Dir ector

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved.
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TAC Case Handling Process
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Web:
WWW.CI SCO.COM
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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

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

Cisco.com

Corporate

Cisco » Betvice & Support = Technical Assistance Center

Logged in: julscott

} TAC Home

TAC Owerview

Personalize this Page |

Mihats Mew

Subscribe to Newslettar |

Nemsletter Archive

Training

Give Us Feedbad

Become aBeta Tester |

TALC Aryards

Senrice Contract Center

Buy Cisco Products

Manage Service Orders |

Technical Assistance Center Guide
The TAC Guit- ~Fmrmr mmMemm mmd bomed o e oo e oo

- (]|

logations an Solutions

N Products Ordering Partners Training Corparate
uide.
E I]I Gisco Srsreus
ZopTsss LADIE
Solegtater Home | What's New| HowtoBuy | Login | Register | Feedback | Search | Map/Help |
commaon gu
See Top ls%eog » Service & Support + Technical & ssistance Center > Technologies > Cable
Seatch b Overview (£)
GDl Standards & Specifications
10 results 'l Fettures
Product:
Products T | P Network Design (16)
High'Baw o besion | General Information
WAN S

S

[1sco

TAG

CERTIFIED

) Implementation and Configuration (35)

System Requirements
Features & Versions

Apceas I Verify & Troubleshoot I

Weh Hes Operating & Maintaining l
M’K [ ocumentation

Hetwork Satmples & Tips
Optical T
AVVIDE . . .
) Verification and Trouhleshooting (21}
Enown Problems
M Troubleshooting Steps
Terhninh Troubleshooting Tools
) Operating and Maintaining (2
Pedformance Tuning

p Documentation (4}

Mlatals
Buggested Reading

s T v s msnd
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Cable Top Issues

Solutions Products Partners Corparate

LLETLT T

Ordering
Technical Assistance Center

Top Issues

Cisco Srsrems

|  Home |Whats Mew| HowtoBuy | login | Profile | Feedback | Search | Map/Help |

Techtical Assistance Cetiter > Top Issues

U #« A B =2 m I & B #H
Fiiud Hw-_i-.ll:h Hin:q- Pll'l m ‘:rw Samr
d Hm-h j Lmimjw.'.rmm o phouriorss H (FLdap_ix u._rnu-.'cm_w cimz i
-_.st LM L0 quum.s_.mnums_‘lm_‘imjw Do £ MW O e CRALE (Y Pl
¥ 1] A 7 =

FLE]
=
|

ficdaiing
Tn:mlcllkmnmnrllr
Tog fegaas

Cable

Frms | Whata Arw| Hew el

e Brarens

al, ] Pesihoch | Sesck |

[ m—y —

Lﬂl HeIYBRONALANS@HED AT
Presentation_ID
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Cisco.com

 Today’s
Solutions to the
most common
Cable issues
based on current
Cisco TAC cases.
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Tools - Open Forum
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Solutions Products : Partners Training Corparate

Technical Assistance Center

Open Forum

[ Home |What'sNew|HowtoBuy | Login | Profile | Feedback | Search | Map/Help |

Cisco Systems

Welcome to the Cpen Forum, where you can tap the knowledge of Cizco's team

of techrical experts. Before using thus interactive tool, please read the Open Forum
Guidelines.

« Enter a Question in the Open Forum
EBegin with a search of our extensive technical database.

* View New Q& A Pairs

Eewiew questions recently answered in the Open Fonum,

+« (Open Forumm Technical Tips
Browse the categonzed collection of Open Forum Q& Az

s Search the Open Forun
mearch the Open Forum using CCO's powerful search engine

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

A Database of
Cable FAQs and
Answers

« Ability to Submit
a Question to the

Open Forum of
CCIE’s

14



TAC Documentation

Products

Cisco.com

Solutions Ordering Carparate

Technical Assistas

| What's New |

Hame | Map/Help

*Critical technical

Cizco > Jervice & Support = Technical A ssistance Center > Documents  Logged in: julscott

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

Presentation_ID
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TALC Home
TALL Cherwien
Fersonalize thiz Page
hat's Mew
Subscribe to Newsletter
Mewslettar Archive
Give Us Feedbadk
Become a Beta Tester

TALC Auwards

Senvice Contract Center

Buy Cisco Products

S

LISCO

TAG

CERTIFIED

Documents
e

Back |  Edit I

Documentationn Home Page

Security A dvisories

Field Motices

Product Bulletins

Mew Product Eeleases

Cisco Product Do cuthentation

Cisco Product Catalog

Hatdware Techtical Tips

Goftwate Technical Tips

Data Sheets: 5 lanouages

WView an index of uzer guides,
ingtallation, configuratiorn, and
tnote

Internet security issues and
tesponse procedures

Receive notification of critical
igzues tegarding Cisco
products

Firnd out about upgrades,
options and revisions, as well
ag aletts to potential problems
and wotkarounds

Complete information on the
wety latest Cisco product
launches

Study vser guides, installation,
configuration, and more
Froduct overiews, techtical
specifications, and ordering
information

Study technical information
telated to specific hardwrare
platforms

& collection of tips for arange
of Cisco software products
Froduct specifications in

English. Gettmat. Soanish 15



Solutions

e
———

Home | What's N

Products

Technical Assistaf

Software Center

Cisco > Jervice & Support = Technical & ssistance Center > Sofbware

Loggzed in: jjewell

TAC Home
TAL Owervigw

Personalize this Page

hat's New

Subscribe to Mensletter

Mewszletter Archive

Give Uz Feedbadk

Become 3 Beta Tester

TALC Auvards

Semvice Contract Center |

Buy Cizeo Products

RS

LIScO

Software Back | Edit |
Cisco [08 Softwrare Upgrade planners and softurare

Intern

:

Tiwed TT

for end-to-end network

Partners Training
ﬁcceJ Cisco SrsTems

Presentation_ID

Corparate

[ Home | WharsMew| HowtoBuy | Login | Profile | Feedback | Search | MapiHelp |

Cizco > Serwice & Support » Cisco [03 Feature Navigator

F FHN Horne

Software Center

Logged in: julscott

Nawvigate Cisco 105 releases by searching on:
Feature or Release
(IP, BGP, etc...) & (12.1.1, etc...)

Quickly find which Quickly find which
features are in your

Cisco |05 releases E:
support your featuras

bdodularity Cafe
HuwSw Campatibility Matrix:,‘
Buy Ciseo 105 |
e < Cisco |05 Release
Cigco 105 Bug Toolkit |

FAQ
Give Us Feedback |

Feature Navigator currently supports the following
Cisco IOS releases:
11.2,11.2P, 113, 11.3T, 12.0, 12.0T, 12.1, 12.1T

By using this tool, you agree to all of Cisco System's terms
and conditions for this toel.

| Home | What's Mew | How to Buy | Louin

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

Cisco.com

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

16



Solutions Produtts

Case Query / Case Update

Ordering Partners Training Corparate

Technical Assistance Center

Case Query

Cisco SysTeEms

|- Home | What's New | How to Buy | Login | Profile | Feedback | Search | Map/Help |

Ciseo = Service & Support

Caze Open

P Caze Query
Caze Update
“worldwide Contacts
ljpen Forurn
. Troubleshooting Engine
Caze Open ‘Guidelines
| FICA Caze Query
S.er.’\ric.:.e. -D-r.der- Status

Ernail CCO Team

Talk To Us Now

;Eliva.

with using our weh
site, please click the
irnage aborve.

To euery a Technical
Support case regarding

wour cisco product,

nlasna nea tha fhmm ta

Presentation_ID

For interactrve help

Logged in: acstwo

| Welcome to Cisco's Case Query tool. If you have an open Case with Cisco's Technical

Assistance Center (TAC), sitice Jamaary 1, 1997, wou may query the history and status of
the Case here. To begin, simply select a Contract Number and chooge Open, Closed, or
Open and Closed Cases to bring back a listing of cases that meet your criteria. ¥ou may
alzo type it an individual Case Number to bring back that Case's details. Once vou've
chosen the options that suit your needs, click the Submit Query button,

Helect a Contract or a series of Contracts from the listing. ¥Your default contract is already
highlighted.

QUERY OPTIONS

Cisco Case Mumber I

Select Coniract(s)
1045130

Case Status [ Open Cases
[T Closed Cases

Queryhy Create Date From: |1 j—IJAN j—IEDDDj
C¥es &Moo g, [1 =] -[FEE =]-[e000 =]

Comact's Last Name (Optional) |

Phone (Optional) |

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

Query your case to
monitor its progress

View the TAC
engineers updates
to your case

Update your case
with new information

Cisco.com

17



Online TAC Case Management

TAC Case Open

| Home | What's New | How to Buy Profile | Feedback |

Senrce and Support . INTERNAL CISCO USER
Technical Assistance

e Step 1: Contact Information and Problem Description

Contact TAC / Status |

S oo
TAC Caze Open
ATTENTION

Forinformation on the Cisco SNMP Security Adwisory, pleaze wisit the following
dlert meszage before you open 3 caze with the TAC:
Cisco SNMP Security Adwisony

Thee fumctionality of this tool has changad
Please follow each step of the case opening process carefully before proceeding
to the next step.

Prewvent duplicate cases
Please ensure that all fields are entered with the comrect data. A duplicate caze
will be created if you come 'bad to this page at any time aftenwards.

Atertion: Priority 1 or 2 [P or P2]netwiork down emergencies
If you have a netwod down emergency, open your case by telephone.

Contact Information

Is your contact information correct?

= Farthe purposes ofthis case, you may tempararily change vour phone number and email address below,
* To permanently change yaur phane number ar email address, access your anling contact profile.

= Ta change the contract data or the company in your online contact profile, please contact Yeb-help.

CCalb: shanbrow
First Wame: Shannon
Last Marne: Brown

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

Cisco.com

* 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

18



Case Open Tool, Screen 1:

Problem Descri

ption

Select Cable asthe Technology
and Problem Summary pull-
downs allows Cisco to
correctly identify possible
solutions and to routeto the

Cable TAC team.

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

Cisco.com
# Cisco Case Open - Metscape Y o |
File Edit Wiew &0 Communicator Help
j @&' Bookmarks \g& Ll:ucaticun:Ihttp:.f'.v'www.cisca.c0m.v'kDhayashi.-‘suppart.v'case_apen.shtml j m
LE cririsriszans P oianae
| =
Describe your problem  (+ denotes mandatory field)
|F'Iease specify j
Technology*
|F'Iease select a technology frorm above first j
‘ Prohlem O |F'Iease select a sub-Technology from above j
4 ¥ DF
o |
]
Sofpwar | (e 121, 50)
Version
e
Prohlem :'
Description*
] _I
Upload File Would you like to upload afile, such as a "dump", "trace" or "config" file? Fou

cable modem.

will be given an oppottunity to upload the file(s) in a later stage of the case
ORENIng Process.

 Yes & No

I ==

[Document: Done

F

Sl %S 2R B 2| 4

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved.
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Case Open Tool, Screen 2:
Solutions and Selections

I TTTTTTTTTT T T T T Cisco.com

Solutions Products Ordering Partners Training

Technical Assistance Center

Selecting one of these TAC Case Open

Solutionswill launch Home | What's New | How to Buy [ n | ol | Feodback | Sean
anew br owser Senice and Suppot | Next Step: Review Useful Links
0 a 1 Technical Assistan e
window for viewin Q. Center T
PI ea.% r q u r n to t h I S Contact TAC f Status Yfou are not done, Yqur c:aze hasnot yet been sentto tlhe Technical Assistance
IW Center. Select an action below to prewent the automatic closure of your caze.
screen to select from o

[ h e b uttons bel OW. \ Before completing your case, please review these links - customers with similar issues have found them helpful

anfiquring and Troubleshoating the Cisco Secure PIK Firewall vith bio (or morg
® Using nat global static conduitand aceess-list Cammands and Fod Redirection an P
» Understandingfl)sing the alias Command for Plx

» Configuting and Troubleshodting the Cisco Securs Pl Firewall with & Sindla Intarnal hetiork
m Pl Top lssues

Please select one
Of t h ese aCt I On S Select an action! You must choose one of the following options to prevent the automatic closure of your case
: CO72256,
beforeclosing
\ + | still need help - Send my case o an engineer

browser.

" need more time to try the solutions - Hold my case

" The links above have provided a solution to my issue- Close this case

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved. 20



Cisco Live

Solutions

Products Ordering Support

echnical Assistance Center

TAC Case Open

Corporate

Gisco SvsTems

‘ TAC Case Open

ATTENTION
Forinformation an the Cizco SHMP Security Advisory, plaaze visit the follawing
alert message before you open a case with the TAC:

Cigzo SHMP Security Advisory

The functionality of this tool has changad
P'leaze follow each step of the case opening process carefully before proceeding
to the nexd step.

Prevert duplicate cases
Please enzure that all fields are enterad with the corect data. A duplicate case
will be created if you come 'back' to this page at any time aftenvards.

Atertion: Priority 1 or 2 (P4 or P2) network down emergencies
[f you hawe 8 netwank down emergency, open your case by felephone.

Home | What's New | How to Buy | login | Profile. | Search | Map/Help |

Senice and Suppot | INTERNAL CISCO USER

. : Feedbadk
Technical Assistance ; iy —_——

Carter Step 1: Contact Information and Problem Description Help

Whats Changed
Cantact TAC / Status
t oo

Talk To Us Now

Relzted Tool=

Caze Querny

Case Update
Semice Order Tools
Sofhware Center

Relzted Links

Partners & Reseallers
FPICA TAC Help Guide

Presentation_ID
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Cisco.com

Browser
synchronization
technology

Chat
Whiteboard
Telnet

Application
Sharing

Clipboard

WWW.cisco.com/
tac/case open
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Transactional Survey

I TTTTTTTTTT T T T T Cisco.com

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 Accessto help................ (1-5)

(Q3) Timeliness of Problem Resolution......(1-5)
(Q4) Communication of Problem Status.......(1-5)
(Q5) Effectiveness of Solution/I nfor mation.(1-5)
(Q6) Technical Expertise of Engineer....... (1-5)

(Q7) Courteous Service.........ccc........ (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:

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved. 22



TAC Newsletter

I TTTTTTTTTT T T T T Cisco.com

| Be: Bl View Favorlles Toos Help

Cisco - DSPF - Microsaeft lnternet Explorer

L, % . @ 3 A |la@ = I | B A

Back EnisArd Stop Refresh  Home | Seasch Favodites History | Mal Frint
| .Pddrea-aiu Inttp: v cisco.comwarpcustonen 104 Andex.shtml j__i;’Gn |
H

F

i

artmay | lralmn

T
Tex-haical Tips

Cisco SysTeEmS

Cisco Technical Assistance Center [TAC) @
kisca

Newsletter TAC
[eaETiFiEs]
Waol, 2, Mo, 2, February, 2000 Unmatched Onfine Tachrical Support www cizco,cormftac

In This Issue:
What's Hot
Tool Spotlight

Technologies
Hardware Products

Software Products (non
Cisco 105® Software)
Cisco 108 Software
Readers' Comments
Note

Cizco TAC users autarnatically
receive the TACZ Mewsletter as
part of the benefit of being 2
Cizco custorner, If vou are a new
custorner and would like to
subscribe to the newsletter, click
here, To unsubszcribe, please
reply to thiz rmessage with the
word "REMOVE" in the subject
line.

Click here if you would to receive
future newsletters in plain text

What's Hot

Announcing the Cisco Technology Pages!

| The Most Comprehensive, Authoritative Technology Resource

The Cisco Technology Pages provide access to comprehensive technical
infnrmatinn and nnline tnnls that wno need tn confinnre vanfy tronhleshont and

&

[ ' Intermet

e

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

Get the latest Technical
Information and Tool
Updates from the TAC

Personalize the content
you want to receive!

Subscribe now:

WWW.cCISco.comftac/newsletter
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Cisco Advanced Services

Cisco.com

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved.
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Cisco Advanced Services

e e Cisco.com
Comprehensive Suite
of Support Offerings

* Engineering support
of Cisco networking
solutions

¢ Optimization support
to achieve highest
levels of availability,
guality of service
(Q0S), and security

Presen tation_ID © 2001, Cisco Systems , Inc. Al rights reserved . 25



Cisco Advanced Services
I T T TTTTTTTTTTTTTTTT T

Presentation_ID

Performance 2%

T
Speed to Ma®

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

Focused
lechnical
SUpRoTt

INetwerk
Optimizatoen
SUppRot

llechnoelegy
Application
SUpRot

Cisco.com

Device
Level
Support

Network
Level
Support

Application

Level
Support
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Net Impact—
High Network Performance

I T TTT T T T T T T TTT T TT T Cisco.com

QoS and Performance:

« Ensures compatibility of your network infrastructure
design with existing technology, products, and services
and, avoids network disruptions

Availability:
 Migrates your support organization from core to context
 Bridges the gap from implementation to optimization

* Provides aroad map for increased availability
management

Security:

 Supplies your organization with security best
practices including:

Intrusion detection

Policy management

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved.
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Cisco Focused Technical Support—

Operational Efficiency

Service Component Customer Business
Descriptions Impact Benefit

OpEratien's o Aty terapply, s mprovedinenverk
manaegenment technical reseurces a2y,
16y more crtical el custemer

Foclge, deodicziise funections Satisfaction

ENgINEENG SUpPRGN
Dedicaied 800
High=touchrupgrade

s mpreved nenwork o Reduiced operaimng
Sjiz10)] 115 EXPENSES

o Personalized
attention

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




Cisco Network Optimization Support—
Performance and Availability

I TTTTTTT T T T T T T T T T T Cisco.com

Service Component Customer Business
Descriptions Impact Benefit

s Network infrastructure: | = AVeldsi cosily. s RedUCES Operang
designrand redesigns and EXPENSE 10
IMplenenaon depleymentdelays PESIHVEIN/ ailifiect

R o Contrelledrsortware 20

o SEfitWwaremigranen migratien N IMRIGVES Siali
productivity and

Perormance ViRimiizes network retention

ENgInEesing and PErerMance
epUmIZatien preklems

s Knewiledge transier s Enhances skills and
and menterng pullds knewledge
PASE

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved. 29



Cisco Technology Application Support—
Speed to Migration

I TTTTTTTT T T TTT T TT T T TT T Cisco.com

Service Component Customer Business
Descriptions Impact Benefit

ssNenwork applhicanen s =Fasterapplicanen s mpreves: almity,
designrand adoepeRIWIHI 10, MIEET DUSINESS
IMpIenmenanon mirmum Askaelr goealiswilth
aSSIStance rewekiand delays less risk

s Newworks applicanen s Impreved s ncreases) sialii
PErferMance applicaten productivity and
eneineenng anae PErfermance rferenuen

optimization » Enhances;skills

s Knoewledeeriransier anaduids
Knewledgeehase

Presentation_ID © 2001, Cisco Systems, Inc. All rights reserved. 30



Over 63% of Cisco Advanced Services

Engineers Hold CCIE® Certifications

Enhanced [P

Content
Networking

P Telephony

Security

SP Packet
Telephony

o Ehiefranchitect
TermrstMELES/
Vol network

s Z patents
pPENAING

s GIOOKS

(e
ContrULeY;

torREG
Standards

Presentation_ID

2 palents

o Cayerd=—v

SWitehing
soitware
eneIneEerng
EXPENENCE

White'paperson
CPONand
SEcUurLy,
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Standardsiioy
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[EQAISYSTEm
architect o
MGGy,
Aspatents
pPENAING
AutherlP
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selibensiguide

Shoewecasedin
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magazneand
Network
Compuung

Briered National
Security
council

Holds iep
Secret
clearance

Corauthor
CSEEC SecuriLy,
Encyclepedia

s \elce

technelegies
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Includimar\VelPs
VeATIMand
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Industny
EXPENENCE
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Protecols
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ROI Example—A Large Cable Service
Provider Deploying IP Services

i i U Cisco.com
Cisco Technology Application Support for Broadband Cable

$3,484,959

Deliverables Value Summary (Total Value) Val S |
alue surpius
Core network 510).0)0)0) I -

dEesIgn reviews

Cisco I0SeSoftware
recommendanon

$2,270,900
(Cost Savings)

$189,000

‘ $2,241,900 )

CIscornewerk prenlem

reselution $518,525

Viblusenice desianreview,

and assistance $852,900

Multsenvice
Venihcaon suppot

NOE stalffimentoring 1120)10)0)0)

<17210)0)10)0)0)

$842,500
(Revenue Bengefit)

$871,500
Price of
Cisco Services

Preklemrescalaon support 022200
otal $3,14:3;400

Service Benefits ROI of 257%
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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

Presentation_ID
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34



Solutions Aren’t Solutions Without
Cisco Solutions Consulting

I TTTTTTTTTTT T T T Cisco.com

* 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
e Dedicated on-site for pre-deployment planning

« Customer chooses mix of services:
—Business Planning/Business Case Reviews w/ ROl 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

I T TTT T T T T T T TTT T TT T Cisco.com

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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Solution Consulting Examples

Strategic planning of service rollout

Define resource requirements

Determine readiness of current infrastructure

Develop processes for capacity planning & traffic engineering
Plan VolIP 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
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