
Life at Cisco is full of amazing stories stashed away in the humdrum of business as usual. But a 

closer look reveals employee journey insights that showcase those game-changing moments 

which de�ne the very essence of Cisco. A recent interaction with Abhishek Chandra is one such 

case in point and an inspiration to many early-in careers folks. Cisco Ideathon Newsletter (CIN) 

takes this opportunity to share Abhishek's journey and experiences with us.

The Game Changer
In conversation with Abhishek Chandra, 

Leader Customer Delivery, Cisco APJC

CIN: Hi Abhishek, so you joined Cisco straight out of Engineering college over a 
decade back. Tell us about your early days and journey at Cisco.

Abhishek: Hi, thanks for having me here. My �rst role was at the Technical Assistance Centre (TAC), now called 

Support Services. It was within the Enterprise vertical, focused on the Catalyst series of products. I was very excited 

to be a part of the team and wanted to give it my best. In TAC, it was like being put into the deep end of a pool - with a 

lot of help around, of course. The learning curve was very steep and the volume of work coming in was very high as 

well. I believe that TAC is a fantastic place to start a career. What really intrigued me was the day-to-day interactions 

we directly had with our customers and the sheer magnitude of impact that role had. I was part of the team for 5 years 

and transitioned from a G4 engineer to an escalation engineer and then into a team lead role. In the last 2-3 years of 

that tenure, I started getting myself involved in a lot of initiatives that I was either leading or was a part of the 

respective core teams. During this time, I also took the opportunity to complete a Cisco Sponsored Executive MBA to 

enhance my leadership and business acumen skills. I recall it was a very hectic 20-22 months; but in hindsight, it was 

a good decision. It led to many opportunities to hone my leadership skills.

I then moved into an Incident Manager role, taking on technology-agnostic escalations from across the APJC region. 

This was an exciting phase and I remember handling one such incident very early in the role that went right up to our 

CEOs - John and Chuck - while they were transitioning their roles. A lot of great learnings there. I was keen on 

transitioning to a people leader role, and it was in mid-2016 that I �rst transitioned to a leadership role with the Data 

Centre TAC team. Then in early 2020, I moved to the Professional Services (PS) team within the Customer 

Experience (CX) org.

In my current role in PS, I lead a brilliant team of Solution Architects and Network Consulting Engineers, we plan, 

design, and implement all Data Center & Cloud solutions for Cisco’s customers and partners.

Abhishek: One of the things that happened very early on was that I felt I was in a fail-safe environment. There were a 

lot of tasks I would take on without being sure of the outcome (most of the time) or sometimes even about how I 

would execute the tasks I took on. I recall within my �rst year or so in the TAC, I raised my hand for a global Facebook 

forum conversation that Cisco was hosting. The topic was ‘All about LAN Switching’, and it was an event meant to 

generate interest in college students or new joiners about networking. I went through the shortlisting criteria that 

were laid out, and to my surprise, was selected as the expert panel for this discussion! It was a very exciting and 

nerve-wracking moment - and I am certain of a few errors I made - but it was one that I learned a lot from.

There are quite a few such projects/tasks which became noteworthy due to the risks we took. One such was a cost 

optimization endeavor. We typically had 12-13% of the support cases coming in turning out to be hardware failures - 

which obviously meant cost: cost of the replacement part, plus the shipping. We investigated this and realized that a 

lot of the parts being replaced were actually bugs/software-related issues, with symptoms of hardware failure.

That’s what started a domino-e�ect journey of training and awareness about a lot of such topics. We faced 

challenges with bandwidth, resources, and budget as we rolled this out because we could not foresee the exact 

scale or the results we expected to gain. We took big risks and gambled on the potential bene�ts. This ultimately 

resulted in million-dollar savings once we took the project global. I traveled to Mexico to train the technical 

consulting engineers there. None of it would have been possible without trust, risks, and focus.

CIN: If you were to look back - what are you most proud of, and what has been a 
de�ning moment for you?

CIN: Why do you think Cisco is a good career platform for the upcoming workforce.
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Abhishek: At Cisco, we use a tagline - One Cisco, Many Careers. 

This cannot be closer to the truth because every Cisco employee 

gets the opportunity to experience a variety of roles. I have been 

in pretty much all the roles within Support Services and have now 

also explored the Professional Services side. 

1.   Thanked my stars and counted my blessings.2020:

2.   NecessaryInnovation:

3.   ‘Think Again’ by Adam GrantBook:

4.   Thirteen months of sunshine.Ethiopia:

5.   PompeiiVolcano:

6.   Freeze Brain:

7.   Too low, make it 95% 80%:

8.   The further one can stay from it, the better real life one can expect to haveSocial Media:

9.   Michael JordanNike:

10.  Kaley Cuoco The Big Bang Theory: 

11. Fun �lled no matter what I am doing A day in your life: 

12.   #LoveWhereYouWork  Cisco:

CIN: Thank you Abhishek, that’s a brilliant career trajectory! We love your honesty, and the details shared each step 

of the way. This is truly a motivational and inspiring journey for our young readers to understand and learn from!

Do look out for another game-changer Cisco employee journey, in our next issue. Till then, it's adieu.

What started with 4-5 of us sitting along with a Sr. Director in a 

room and outlining if this a problem that needs to be solved, 

ended up as a huge cost optimization e�ort spanning multiple 

regions, 18 months, and a core team of about 30 people. I 

remember the appreciation calls, emails, and 1-1 discussions 

with our then SVP in CX. I still have his note and he mentioned, “I 

can’t tell you how much I appreciate all that you and the team have 

done. The savings ultimately ended up allowing us to invest in 

much-needed engineers”. Soon after this, we saw a hiring spree, 

and a lot of the dollars saved were spent in hiring and easing the 

workload on the engineers already in the team.

The journey continues and I am currently working on a few initiatives that I am very excited about and look forward to 

rolling out.

The breadth of technologies and di�erent functions we have, the 

varied services we o�er - they provide for very long-term career 

growth without doing the same thing for too long. This is one of the 

key bene�ts of being part of the Cisco family, the other being that 

ours is a people-centric culture. Cisco is undoubtedly top of mind, 

especially when compared with other global organizations. Everyone talks about how crucial Customer Experience 

is these days - well, our customer experience and employee experience are both world-class. 

CIN: With this, we come to the rapid-�re trivia questions. Please share the �rst

thought that comes to mind when you hear:

“ That’s what started a domino-e�ect journey of training and awareness ... We faced challenges with 
bandwidth, resources, and budget ... We could not foresee the exact results ... we expected to gain... We took 
big risks and gambled on the potential bene�ts. This ultimately resulted in million-dollar savings once we took 
the project global. ““ What started with 4-5 of us outlining if this is a problem that needs to be solved ... ended up as a huge cost 
optimization e�ort spanning multiple regions, 18 months, and a core team of 30 people.

“
I can’t tell you how much I appreciate all that you and the team have done. The savings ended up as much- needed 
investments into hiring quality talent to ease the workload on already existing talent in the team.

SVP in CX (2016)

“ “

CIN: There are questions that are often asked, around work-life balance, what are 

your thoughts on that?

Abhishek: Yeah, hybrid workplaces are here to stay. The past two years have enabled us to structure our working 

pattern while living with family. Both are intertwined and it's up to us how we choose to build that harmony. There are 

industries out there where one may have a 6-hour workday and, potentially, be o� the radar for the next 18 hours. But 

obviously, in our industry, it is di�erent given the nature of the roles, the fast-paced and ever-changing landscape. 

When we hire, we look for talent who are / will be passionate about their role. When you are passionate about 

something; you always �nd the time for it.

There will be times when during work hours one may need to take care of personal things or spend time with family, 

and that is absolutely �ne. Everyone goes through that, and everyone understands.

I block an hour and a half either early morning or late evening and I am out for tennis or badminton. Tennis has been a 

favorite since childhood (I’ve been playing since I was 7 yrs old!). Playing sports, spending time with family and 

traveling are some of the things that help me with the life-work harmony I need. Travel has been restricted over the 

last year and more, but I will be traveling to Goa soon, so, just counting down the days for that time o� now.
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