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CARRIER CLASS SUPPORT 

Edwin P a a l v a s t
S e nio r  D ir e c t o r  S P  S e r v ic e s  Eu r o p e  a nd Em e r g ing
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Ci s c o  Ca r r i e r -Cl a s s  M i s s i o n

To lead the industry in the areas of Reliability, 
A v ailability, and S erv ic eability of today’s and 
tom orrow ’s I P  netw ork s and serv ic es in order 
to m eet or ex c eed c ustom ers’ ex p ec tations.

“S e r v i c e  p r o v i d e r s  a r e  o n e  o f  o u r  t h r e e  k e y  f o c u s  
a r e a s  a n d  a n  i m p o r t a n t  m a r k e t  f o r  C i s c o  n o w  a n d  
i n  t h e  f u t u r e .   In  a d d i t i o n ,  q u a l i t y  h a s  b e c o m e  a  t o p  
p r i o r i t y  f o r  u s  a n d  w i l l  c o n t i n u e  t o  b e  a  t o p  p r i o r i t y  
f o r  t h e  l o n g  t e r m .  T h e  q u a l i t y  o f  o u r  p e o p l e ,  
p r o d u c t s ,  s y s t e m s ,  a n d  p r o c e s s e s  h a s  a  d i r e c t  
c o r r e l a t i o n  t o  o u r  l e a d e r s h i p  p o s i t i o n  i n  a l l  p r o d u c t  
a r e a s  a n d  w i t h  c u s t o m e r s . ” J o h n  C h a m b e r s

JOHN CHAMBERS, PRESIDENT AND CEO
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C o n s u m e r /S o H o C o m m e r c i a l E n t e r p r i s e

L i f e c y c l e  
S e r v i c e s
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Design

I m p l em ent

P r ep a r e

P P l a n

D
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O p t im iz eO

O Op e r a t e

A dv is o r y  
S e r v ic e s

A dv a nc e d 
S e r v ic e s

T e c h nic a l  
S u p p o r t

I nc r e a s ing  R e l e v a nc y  O f  S e r v ic e s  B y  S e g m e ntI nc r e a s ing  R e l e v a nc y  O f  S e r v ic e s  B y  S e g m e ntU niq u e  B u s ine s s  M o de l s  T o  Ena b l e  P r o du c t iv it yU niq u e  B u s ine s s  M o de l s  T o  Ena b l e  P r o du c t iv it y

Remote/
W eb  E n a b l ed

O n s i te/
Remote/
W eb  E n a b l ed

S e r v i c ePr o v i d e r

O n s i te/
C on s u l ti n g / 
W eb  E n a b l ed

Ci s c o ’s  Ev o l v i n g  Se r v i c e s  M o d e l
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Th e  M i n i m u m  Se t  o f  Ac t i v i t i e s  N e e d e d …

Business 
R eq uir em ent s 
D ev el o p m ent
T ec h no l o g y  
S t r a t eg y  
D ev el o p m ent
O p er a t io ns 
T ec h no l o g y  
S t r a t eg y  
D ev el o p m ent
H ig h  L ev el  D esig n 
D ev el o p m ent
Business C a se 
D ev el o p m ent
P r o o f  o f  C o nc ep t

D ep l o y m ent  P r o j ec t  
M a na g em ent
S y st em s R ea d iness 
A ssessm ent
S it e R ea d iness 
A ssessm ent
O p er a t io ns 
A ssessm ent
S ec ur it y  
V ul ner a b il it y  
A ssessm ent

A p p l ic a t io ns 
D ev el o p m ent
D et a il ed  D esig n 
D ev el o p m ent
O p er a t io ns D esig n 
D ev el o p m ent
S t a g ing  P l a n 
D ev el o p m ent
I m p l em ent a t io n P l a n 
D ev el o p m ent
O p er a t io ns 
I m p l em ent a t io n P l a n 
D ev el o p m ent
S y st em s A c c ep t a nc e 
T est  P l a n 
D ev el o p m ent
M ig r a t io n P l a n 
D ev el o p m ent
Business R ea d iness 
T est  P l a n 
D ev el o p m ent
S t a f f  P l a n 
D ev el o p m ent

S t a g ing
I m p l em ent a t io n
O p er a t io ns 
I m p l em ent a t io n
M ig r a t io n
S y st em s A c c ep t a nc e 
T est ing
Business R ea d iness 
T est ing
S t a f f  T r a ining

S y st em  M o nit o r ing
I nc id ent  
M a na g em ent
P r o b l em  
M a na g em ent
C h a ng e M a na g em ent
C o nf ig ur a t io n 
M a na g em ent
S up p l ier  
M a na g em ent
S ec ur it y  
A d m inist r a t io n

Business C a se 
A l ig nm ent
T ec h no l o g y  
A ssessm ent
O p er a t io ns 
A ssessm ent
S ec ur it y  A ssessm ent

The C isc o® L ifec yc le S erv ic es ap p roac h defines the
m inim um  set of ac tiv ities needed, by tec hnolog y 
and by netw ork  c om p lex ity, to help  you 
suc c essfully dep loy and op erate C isc o 
tec hnolog ies and op tim iz e their p erform anc e 
throug hout the netw ork  lifec yc le.

The C isc o® L ifec yc le S erv ic es ap p roac h defines the
m inim um  set of ac tiv ities needed, by tec hnolog y 
and by netw ork  c om p lex ity, to help  you 
suc c essfully dep loy and op erate C isc o 
tec hnolog ies and op tim iz e their p erform anc e 
throug hout the netw ork  lifec yc le.

Pr e p a r e Pl a n De s i g n Im p l e m e n t Op e r a t e Op t i m i z e
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P a r t ne r  P a r t ne r  
C a p a b il it ie sC a p a b il it ie s

J o int  J o int  
C is c o / P a r t ne r  C is c o / P a r t ne r  

O f f e r ingO f f e r ing
C is c o  D e l iv e r e dC is c o  D e l iv e r e d

G o -To -M a r k e t  Pr o c e s s

+ =
Pa r t n e r  De l i v e r e d
Pa r t n e r  /  C i s c o  De l i v e r e d
C i s c o  De l i v e r e d

S e r v ic e s  S t a c k s  +S e r v ic e s  S t a c k s  +
C o v e r a g e  M o de lC o v e r a g e  M o de l

+ =
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Op e r a t i o n s  Ch a l l e n g e

• F ree up  resourc es to dep loy new  serv ic es
• P ressure on O P E X  reduc tion c urv e for ex isting  
serv ic es

• I nc reased dem ands for netw ork  stability and q uality 
( L atenc y, J itter, etc )  



777© 2 0 0 5  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d .W I N D  J u n e  20 th 20 0 6

0

2 0

4 0

6 0

8 0

1 00

Voice B B / S M S

% 
Ad

op
tio

n

S erv ic e Typ es
S er v ice 1 S er v ice 2 S er v ice 3 S er v ice 4 S er v ice 5 S er v ice 6

The SP Challenge: Creating a Service Factory

N ew  serv ic es m ay 
not hav e the sam e 
adop tion rate

B r ea k ev en P o int

S erv ic e p rofitability not 
ac hiev ed by c om p lex  
p roc ess/ netw ork
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The SP Challenge: Creating a Service Factory

B r ea k ev en P o int

I nc rem ental netw ork  &  p roc ess 
im p rov em ents only addresses 
subset of new  serv ic es
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The SP Challenge: Creating a Service Factory

B r ea k ev en 
P o int

N eed:  c utting -edg e p roc esses and 
netw ork s to sc ale, rap idly dep loy 
as w ell as m aintain and sup p ort 
nearly all c ustom er serv ic es
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En d -t o -e n d  Se r v i c e  Ap p r o a c h   

M A R K ET  &  S EL L  
T H E S ER V I C E

B U I L D  T H E 
S ER V I C E

EN V I S I O N  
T H E S ER V I C E

S E R V IC E  
PR OV IDE R S
S E R V IC E  

PR OV IDE R S
B U S IN E S S  

C U S T OM E R S
B U S IN E S S  

C U S T OM E R S

STRATEG ICSTRATEG IC CONCEPTCONCEPT DESIG N AND 
PL AN

DESIG N AND 
PL AN DEV EL OPDEV EL OP TEST 

AND TRIAL
TEST 

AND TRIAL
L AU NCH, 

MARK ET AND 
SEL L

L AU NCH, 
MARK ET AND 

SEL L
PORTF OL IO 

MANAG EMENT
PORTF OL IO 

MANAG EMENT
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M E TH O D O L O G I E S A N D  P RA C TI C E S TH A T S U P P O RT TH E  
E V O L U TI O N  O F  N E TW O RK S  TO B U S I N E S S  S Y S TE M S

LIFECYCLE SERVICES

I ntelligent Sys tem s  R eq u ire a N ew  A p p roach

Pr e p a r e

Pl a n

De s i g n

Im p l e m e n t

Op e r a t e

Op t i m i z e
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Today, a Coordinated Sequence of Activities Is Needed for 
Success In D ep l oying  and O p erating  Tech nol og ies and 
O p tim iz ing  th eir P erform ance
P oint Ap p roach es to Service and Sup p ort in th e D esig n, 
Im p l em ent, and O p erate P h ases W ere O nce E noug h  

Pr e p a r e  a n d  Pl a n  
E f f e c t i v e l y  t o  S e t  t h e  
S t a g e  f o r  S o u n d  De s i g n  

C o n t i n u a l l y  
A d a p t  t o  
C h a n g i n g  
B u s i n e s s  
R e q u i r e m e n t s

Pr o g r e s s  S m o o t h l y  
i n t o  Op e r a t i o n s

Trad itional A p p roaches  to Service 
and  Su p p ort—B as ic and  L im iting

De s i g n Im p l e m e n t Op e r a t ePl a nPr e p a r e Op t i m i z e
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De s i g n Im p l e m e n t Op e r a t ePl a nPr e p a r e Op t i m i z e

Su p p o r t i n g  SP Cu s t o m e r s

Pe o p l e  +  Pe o p l e  +  
Pr o c e s s  Pr o c e s s  

As s e s s m e n t  As s e s s m e n t  

Mi g r a t i o n  Pl a n  Mi g r a t i o n  Pl a n  

Pr o j e c t  Pl a n  &  Pr o j e c t  Pl a n  &  
G o v e r n a n c e  G o v e r n a n c e  Cu s t o m e r  F i e l d  Cu s t o m e r  F i e l d  

Tr i a l s  Tr i a l s  Im p l e m e n t a t i o n  

L a u n c h  
Su p p o r t

On g o i n g  Op e r a t i o n s  &  
Op t i m i z a t i o n

As s u r a n c e  &  SL As

Se
rv
ic
e 
Fo

cu
s
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Services  to m eet B u s ines s  m etrics : A vailab ility/ Cos t

9 9 . 9 %

$$ $$$ $$$$ $$$$$$

G e t t i n g  t o  5  9 s  
r e q u i r e s  a  w e l l -
c o n c e i v e d  p l a n

9 9 %

H igh  T o u c h  T ec h nic a l  S u p p o r t
N et w o r k  O p t im iz a t io n S er v ic e

N et w o r k  A v a il a b il it y  I m p r o v em ent  S er v ic e

C isc o  R em o t e O p er a t io ns S er v ic es
N T S  o r  N I  / S S I

T ec h no l o gy  A r c h it ec t u r e O p er a t io ns S er v ic es

CU STOMER INV ESTMENT REQ U IRED

NE
TW

O
RK

 A
VA

IL
AB

IL
IT
Y

9 9 . 9 9 9 %
9 9 . 9 9 %

S M A R T N E T
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U nm atched  E x p erience
Cisco &  Scientific-Atl anta

• T h e  W o r l d’s  l a r g e s t  V ide o / I P T V  ne t wo r k s  
r u n o n t h e  c o m b ine d c o m p a ny ’s  
inf r a s t r u c t u r e .

• O v e r  2 2  M il l io n Ex p l o r e r  D ig it a l  S T B s
• O v er  3 . 7  M i l l i on  D V R u n i ts  s h i p p ed
• O v er  2 . 6  M i l l i on  H D  S T B s s h i p p ed

• O v e r  5 0  M il l io n H o m e s  P a s s e d wit h  O v e r  
2 4 0  V ide o  H e a de nds de p l o y e d g l o b a l l y

• i n c l u d i n g  s ome th e w or l d ’s  l a r g es t
• O v e r  1 0 M  dig it a l  v ide o  s u b s  g e t  t h e ir  
v ide o  s t r e a m s  o v e r  C is c o  ne t wo r k s
• O v er  1  B i l l i on  I P T V  V O D  s tr ea ms  w i l l  b e 
c a r r i ed  on  C i s c o n etw or k s

. . .



161616© 2 0 0 5  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d .W I N D  J u n e  20 th 20 0 6

Ci s c o  IP N G N  V i d e o  Ar c h i t e c t u r e
V ide o  

H e a d End
V ide o  

S e r v ing  O f f ic e H o m eS u p e r
H e a d End

NE
TW
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RK
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Ci s c o  CRS-
1

Ci s c o  X R 
12 0 0 0

Ci s c o  ONS
15 4 5 4  

MSTP/MSPP
Ci s c o  ONS
15 6 0 0  MSPP

Ci s c o  7 6 0 0

Ca t  4 K / 3 K

L i n k s y s

Ci s c o  
u BR
CMTS

SE
RV

IC
E

LA
YE

R
SE

RV
IC
E

LA
YE

R Co n t e n t
Di s t r i b u t i o n
Ne t w o r kCBPM

Se r v i c e  Co n t r o l  
En g i n e

Ci s c o  CRS-1

P a r t ne r s P a r t ne r s P a r t ne r s

Ci s c o  7 6 0 0

CSCP

DNCS
En c o d e r s

Po w e r V u
Re c e i v e r s

Bc a s t
Mu x

C o nt inuum
E d g e Q A M s

CAS/ DRM

SDB
Se r v e r

DCM
G r o o m i n g
&  Ad  In s e r tSDB

Ma n a g e r

Ex p l o r e r  STB

W e b St a r
MTA

W e b St a r
CM

G a i n Ma k e r

Pr i s m a II 
Op t i c s
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Ci s c o  Su p p o r t  
G l o b a l  Av a i l a b i l i t y

W o r l d w id e L o c a t io ns
S a t el l it e L o c a t io ns
M a j o r  S u p p l y  P o int s

T e c h nic a l  A s s is t a nc e  C e nt e r s
• 7 x  2 4  x  3 6 5  l oc a l i z ed  s u p p or t 

s tr u c tu r e 
• 4  ma i n  c en ter s :  S y d n ey ,  S a n  

J os e,  Ra l ei g h ,  a n d  B r u s s el s
• F i el d  en g i n eer s  i n  1 2 0 c ou n tr i es
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Ci s c o  Ea r n s  Pr e s t i g i o u s  J . D .  Po w e r  a n d  
As s o c i a t e s  Ce r t i f i c a t i o n  

• A w arded for tec hnolog y serv ic e 
and sup p ort ex c ellenc e

• F irst g lobal netw ork ing  
c om p any rec og niz ed

• A  tribute to C isc o’s and its 
p artners’ c ontinued 
c om m itm ent to c ustom er 
satisfac tion 

“A n O u t st a nd ing C u st o m er  S er v ic e E x p er ienc e”

J . D .  P o w er  a nd  A sso c ia t es C er t if ied  T ec h no l o g y  a nd  S er v ic e S up p o r t  
P r o g r a m SM ,  d ev el o p ed  in c o nj unc t io n w it h  t h e S er v ic e &  S up p o r t  
P r o f essio na l s A sso c ia t io n ( S S P A ) . F o r  m o r e inf o r m a t io n,  v isit  
w w w . j d p o w er . c o m o r  w w w . t h essp a . c o m .  
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Heavy Reading study recog niz es Cisco as th e m ark et 
l eader… Second year in a row

Results of Heavy Reading’s sec ond w orld-w ide 
surv ey of telec om  surv ey p rov iders rev eals:
• “C i s c o s ti l l  d omi n a tes th e ov er a l l  w i r el i n e tel ec om eq u i p men t ma r k et 
i n  th e ey es  of  c a r r i er  c u s tomer s . ”

• “Rep ea ti n g  th e r es u l ts  f r om th e F a l l  2 003  ma r k et p er c ep ti on  s tu d y ,  
C i s c o s ta n d s  a l on e a s  th e i n d u s tr y  l ea d er i n  th e ey es  of  s er v i c e 
p r ov i d er s . ”

• “C i s c o’s  oth er  b i g  a d v a n ta g e ov er  th e c omp eti ti on  i s  i n  i ts  r ep u ta ti on  
f or  s er v i c e a n d  s u p p or t.  I ts  a v er a g e s c or e f or  s er v i c e a n d  s u p p or t 
l ea d er s h i p a c r os s  a l l  p r od u c t c a teg or i es  i s  mor e th a n  1 7  p oi n ts  
h i g h er  th a n  r u n n er -u p  J u n i p er . ”

• “C i s c o b ea ts  a l l  c omer s  a c r os s  th e b oa r d .  I n  a d d i ti on  to h a v i n g  th e 
mos t w i d el y  r ec og n i z ed  b r a n d  n a me a c r os s  a l l  p r od u c t c a teg or i es ,
C i s c o' s  ma r k et l ea d er s h i p  i s  s tr on g es t i n  th e q u a l i ty  a n d  r el i a b i l i ty  
a n d  th e s er v i c e a n d  s u p p or t c a teg or i es -- a r g u a b l y  th e mos t 
i mp or ta n t metr i c s  i n  ter ms  of  ma r k et p er c ep ti on . ”
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1 .  Cis co Carrier Clas s  Su p p ort Q u ality:
V iew  of  Service Provid ers  W orld w id e

S o u r c e:  H ea v y  R ea d ing,  T el ec o m  E q u ip m ent  M a r k et  
P er c ep t io n S t u d y ,  F eb r u a r y  2 0 0 5
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In d u s t r y  Re c o g n i t i o n

Top worldwide
lea ders h ip s c ore f or
s erv ic e a n d s u pport .

C is c o Tec h n ic a l S u pport  
W eb s it e - A S P ’s  Y ea r' s  Ten  
B es t  W eb  S u pport  S it es  of  
2 0 0 5 ; W eb  S u pport  “H a ll
of  F a m e. ”

C is c o Tec h n ic a l 
S u pport  W eb s it e -
2 0 0 5  S TA R  A wa rd
f or B es t  P ra c t ic es  in  
S elf -S erv ic e.

A s ia  P a c if ic
Tec h n ic a l S u pport

- K epn er Treg oe P roc es s  
A c h iev em en t  A wa rd

“H ot t es t  C ert if ic a t ion
f or 2 0 0 5 ” a n d

“M os t  R es pec t ed
H ig h -L ev el

C ert if ic a t ion . ”

C C I E
- Top Ten

“M os t  I m port a n t  
C ert if ic a t ion s . ”
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