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Warranty – záruka

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

http://www.cisco.com/go/warranty
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Warranty

Equipment covered Duration Hardware replacement
Cisco

OS updates

Cisco TAC

configuration and
troubleshooting 

support

Cisco.com

access and
benefits

Cisco standard 
hardware warranty

All hardware1 90 days1 Advance replacement
(10 business days)2 No No3 No

1. All Cisco hardware has 90 or more days coverage, depending on Product family.
2. This table refers to Cisco's standard 90 Day hardware warranty.
3. Hardware fault identification/Return Materials Authorization (RMA) validation only.

Nároky vyplývající z warranty řeší zákazník vždy se svým dodavatelem.
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Cisco Services Portfolio

Cisco Support Cisco Professional Services

Available a la carte or via Enterprise Agreement

Personalized. Proactive. Predictive.

AI and Expertise powered by Cisco IQ

Together with our Partners across the lifecycle

Resiliency. Simplicity. Time to Value.
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Radically simplified Cisco Support portfolio

Cisco Support

• Basic

• Standard 

• Signature

Smart Net Total Care®

Software Support

Solution Support

Expert Care

Asset Management

Accelerates access to AI-powered 
support features

Simplifies and streamlines buying 
decisions

Enables clear, consistent 
understanding of support 
entitlements and expectations

• Make better

ksouckov
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AI and human 
expertise for 
greater uptime, 
performance, and 
resilience

Simple three tiers to meet every support need

Includes Cisco IQ

Cisco Support Basic

Essential product 

support coverage + 

AI-driven asset and 

risk insights

Signature

Everything in Standard 

and Standard ++

High touch, and

top priority support

Restoration SLA

Proactive remediation 

recommendations

Cert prep and practice 

labs for personalized 

learning

Standard

Everything In Basic +

Centralized support coordination for 

Cisco and Cisco Solution Alliance 

Partner products 

Personalized asset intelligence and 

assessments

Troubleshooting

Personalized learning

Priority case routing

ksouckov
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Cisco Confidential

Capabilities and Features Basic Standard Signature

Trusted Support Hardware and software support: Access to Cisco Technical Assistance Center (TAC) with 24x7 product support, software updates, hardware RMA, and 

support communities.

Sev 1 and 2: 60 min Sev 1 and 2: 30 min
+Sev 1 and 2: 15/30 min 

SLA

Sev 3 and 4: NBD Sev 3 and 4: 60 min‡ Sev 3 and 4: 60 min

Prioritized case routing: Enhanced cases are prioritized over Standard cases  ● ●

Solution level support: Centralized support coordination across Cisco and Cisco Solution Alliance Partner products and access to premium support 

communities for recommendations aligned to specific use cases and lifecycle stages.
● ●

Software adoption: Software technical onboarding and adoption (security and collaboration only). ● ●

Automated RMA: Detect hardware failures on supported and connected devices to automate replacement process ● ●

Software designated service management: Assigned expert guidance for software deployment (security and collaboration only). ●

Incident management, problem management, problem resolution, and restoration SLA. +Controlled availability

Contextual Learning
Curated e-Learning - Powered by Cisco U. Cisco U free library ● ●

Certification practice exams and prep training, and remote practice labs. ●

Insights and analytics

Assets and license view, case management, field notices, and security advisories. ● ● ●

Adoption view, priority bugs, and rapid problem resolution. ● ●

Automated fault management, case management KPIs, optimal software versions, regulatory compliance checks, and risk mitigation checks. ●

Asset management.  +Controlled availability

Cisco IQ features 

Examples include…

Predictive asset 

insights

Dynamic asset inventory and AI insights for risk trends ● ● ●

Personalized assets view with optimization recommendations, LDoS predictive risk evaluation, and intelligent device criticality analysis. ● ●

Adaptive 

infrastructure 
assessments

Intelligent, curated security advisories. ● ● ●

Device hardening assessments, configuration best practices assessments, and risk exposure peer benchmarking. ● ●

Configuration best practices recommendations. ●

AI-powered 

troubleshooting

Simplified case opening and summarization. ● ● ●

AI-powered case creation and intelligent case management and escalation. ● ●

Advanced automated misconfiguration analysis and intelligent health checks. ●

Cisco Support capabilities and features snapshot
+Controlled 

availability

ksouckov

ksouckov
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Cisco Confidential

More value and coverage than warranty
Cisco Support

Equipment covered Duration Hardware replacement
Cisco

OS updates

Cisco TAC

configuration and
troubleshooting 

support

Cisco.com

access and
benefits

Cisco Support
All hardware and 

software1 Renewable contracts

Advance hardware replacement:
-24x7x2 hours
-24x7x4 hours
-8x7xNext Calendar Day (NCD)
-8x5xNext Business Day (NBD)
-8x5xShip Next Business Day (SNBD)2

Yes; updates
within licensed

feature set3

Yes Yes4

Cisco standard 
hardware warranty

All hardware1 90 days1 Advance replacement
(10 business days)5 No No6 No

1. All Cisco hardware has 90 or more days coverage, depending on Product family.
2. Where NBD is not available, Ship Next Business Day ships by the next Business Day for best effort delivery.
3. Cisco Unified Computing System  (Cisco UCS®) also includes ongoing downloads of BIOS, drivers, firmware, and Cisco UCS Manager.
4. Includes access to Cisco IQ, with new AI-powered support capabilities when available.
5. This table refers to Cisco's standard 90 Day hardware warranty.
6. Hardware fault identification/Return Materials Authorization (RMA) validation only.

ksouckov
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Cisco Confidential

Cisco RMA Options

See Service Description for additional details. 
*Where NBD is not available, Ship Next Business Day ships by the next Business Day for best effort delivery.

RMA Service Levels
Delivered

24x7x2

Delivered

24x7x4

Delivered

8x5x4

Delivered

8x7xNext 
Calendar Day

Delivered

8x5xNext 
Business Day

Shipped

8x5xShip Next 
Business Day*

RMA Service Level 2HR 4HR 4HR NCD NBD SNBD

RMA Installation Self
Onsite 
option

Self
Onsite
option

Self
Onsite
option

Self
Onsite
option

Self
Onsite
option

Self

Service Availability
7 days a week

24 hours per day
Business days

Business hours
7 days a week
Business hours

Business days
Business hours

Business days
Business hours

Includes Local
Observed Holidays

Yes No Yes No No

https://www.cisco.com/c/dam/en_us/about/doing_business/legal/service_descriptions/docs/cisco-success-tracks.pdf
ksouckov
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11Please keep all information related to Cisco IQ and its features and capabilities confidential. © 2025 Cisco and/or its affiliates. All rights reserved.

CX Cloud & 
Cisco IQ

Introducing Cisco IQ

Cisco IQ is a single, unified, AI-powered digital interface that revolutionizes the entire customer 
journey—from planning and design to implementation, onboarding, ongoing optimization, and 
transformation. 

Cisco IQ is a suite of applications and services that deliver the outcomes defined in the Cisco 
Support and Cisco Professional Service offers to our customers and partners.

Cisco IQ brings AI-powered services and insights in a revolutionary interactive and industry forward 
setting. It provides new apps, tools, data, and insights to where customers need it - SaaS, on-
premises, APIs, etc. 

By integrating a comprehensive suite of features into one interface, we are empowering customers 
to seamlessly deploy, manage, secure, and optimize their technology investments to accelerate time 
to value and deliver enhanced resiliency and simplicity.  

ksouckov



Cisco IQ

Introducing

Spreadsheets

Compliance Checks

Advisories

Optimization Guides

Troubleshooting Guides

Regulatory Checks

Best Practices Guides

Device Hardening Guides

PSIRTs
Documents

Security Advisories

Field Notices

Predictive Asset Insights

Personalized Learning

Adaptive Infrastructure Assessments

Al-powered Troubleshooting

Benefits

Understand your Cisco IT landscape

Prevent outages and disruptions

Resolve incidents faster with less effort

Boost your innovation

Stay on top of transformation initiatives

A single, unified, AI-powered digital interface for Support and Professional Services



How to… ?



CCO ID užívatelský účet: http://www.cisco.com/

Začíname s Cisco services

Manage CCO profile. Výber vaší společnosti je důležitý

Něco nefunguje jak má?

https://web-help.cisco.com/



Servisní kontrakt pro zařízení

• Serial number / Instance number

• Servisné SKU (typ supportu, RMA service level, Onsite option)

• Start date

• End date

• Install site 

Contract number

Správcem servisního kontraktu je Cisco partner, který daný kontrakt 

prodal (informace, přístupy, změna install site, major/minor položky). Něco nefunguje jak má?

https://web-help.cisco.com/
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Costa Rica

Amman

Bangalore

San Jose
RTP

Richardson

Boxborough
Brussels Tokyo

New Delhi Beijing

Seoul

Mexico City

Rio De 

Janeiro

Moscow

Istanbul

Global

Regional/Local Language

Sydney

About Cisco’s Technical Assistance Center (TAC)

Krakow

Oslo

London
Munich

Houston

San Bruno
Kortrijk

• TAC Support Capabilities: 180+ countries, 24 TAC facilities, 
17+ languages

• 2600 professionals averaging 5+ years industry experience

• 250,000 service requests handled quarterly

ksouckov



How to TAC

https://www.cisco.com/c/en/us/support/index.html

• Web: case manager 
https://mycase.cloudapps.cisco.com/case

• Mail: tac@cisco.com

• Tel. Czech Republic 800 900227

• CX Cloud portal

• Cisco IQ portal

• Návod otevření TAC casu: https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html

• Webex možnost využití: AI Assistant for Support

Severity 1 a 2 TAC case jenom telefonicky

https://www.cisco.com/ -> ”Support”

https://mycase.cloudapps.cisco.com/case
mailto:tac@cisco.com
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/c/en/us/support/docs/instructions-guides/220312-open-a-tac-support-case-for-fast-dedica.html
https://www.cisco.com/


© 2025 Cisco and/or its affiliates. All rights reserved.

Service Request Definition
Case Severity

Severity 2 (S2) Severity 4 (S4)Severity 1 (S1)
Severity 3 (S3)

▪ Your network or 

environment is down 

or there is a critical 

impact to your business 

operations. You and 

Cisco will commit full-

time resources to 

resolve the situation

▪ Operation of an 

existing network or 

environment is 

severely degraded, or 

significant aspects of 

your business operations 

are negatively impacted 

by unacceptable network 

or environment 

performance. You and 

Cisco will commit full-

time resources during 

standard business hours 

to resolve the situation

▪ Operational 

performance of your 

network or 

environment is 

impaired, although 

most business 

operations remain 

functional. You and 

Cisco both are willing to 

commit resources 

during standard 

business hours to 

restore service to 

satisfactory levels

▪ Information is required 

on Cisco product 

capabilities, installation, 

or configuration. There is 

little or no impact on 

your business 

operations. You and 

Cisco both are willing to 

provide resources during 

standard business hours 

to provide information or 

assistance as requested

ksouckov

ksouckov



Escalations – Don’t hesitate if you are not getting the service/resolution you want -  

Cisco is about customer satisfaction

Nedostávate očekávanou podporu?
…Escalate…

Customer Driven SR Escalation
TAC Duty Manager

• Responsibilities 

➢ Assess the problem 

➢ Assign additional resources if necessary 

• How to contact the Duty Manager

➢ Europe: +32 2 704 5555 / Czech republic 800 900227 

Ask for the Duty Manager



Summary

CCO ID účet
Cisco Support zdaleka není jen RMA
Cisco TAC je komplexný post sales support pro Vás
Využívejte Cisco Support naplno (CX Cloud/Cisco IQ)

Neváhejte se obrátit na Vášho Cisco partnera se žádosti o 
pomoc nebo na web-help@cisco.com



Q&A



Děkujeme za Vaši pozornost

Následující Tech Club webinář:

26.5.2026 Firewall back to basic

Přednášející: Jiří Tesař

Registrovat se můžete na oficiálním webu Cisco Tech Club webináře

  

Následující webinář Tech Club portál
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