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Cisco Shared Support - L atam
K ey  prog ram  characteristics

• Full entitlement – 1st y ea r
• S elec tiv e r enew a l – 2 n d y ea r  &  o ng o ing

C is c o ® S h a r ed  S up p o r t

P er f o r ma nc e M etr ic s :  

D is c o unt is  d r iv en b y  p a r tner  p er f o r ma nc e 

P r ic ed  o f f  th e ‘G lo b a l P r ic e L is t – L a tin A mer ic a ’

• P a r ts  D eliv er y  to  p a r tner  o r  c us to mer
• M ultip le s er v ic e o p tio ns  ( w h er e a v a ila b le) :

S D S ,  8 x 5 x N B D ,  8 x 5 x 4 ,  24 x 7 x 4

• A nnuity -b a s ed  c o ntr a c ts

• Conversion Rate
• Renew al  Rate

• S ervic e Req u est V ol u m e
• RM A  V ol u m e
• P ost-S al es S u p p ort Cu stom er S atisf ac tion



222© 2 0 0 4  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 .Cisco Shared Support L atam – F or in tern al  use on l y  – 8 / 2 0 0 4

Framework Deliverables

Cisco provides to customer***P a rtn er provides to customer**Onsite hardware replacement*

Cisco provides to customer
Cisco provides to pa rtn er or 
customer a s in dica ted b y  pa rtn er a t 
time of  purch a se

P arts deliv ery  o ptio ns:
•S tandard o f f ering :  S ame D ay  S hip,  N ex t B u siness 
D ay  where av ailab le
•H ig her-V alu e Optio ns:  8 x 5 x 4 ,  2 4 x 7 x 4 ,  2 4 x 7 x 2  
where av ailab le

Cisco provides to customerCisco provides to pa rtn er,  pa rtn er 
a dmin isters to customer

S o f tware A pplicatio n S u ppo rt ( two  o ptio ns) :
•S tandard o f f ering :  S o f tware A pplicatio n 
S u ppo rt— maintenance and mino r releases
•H ig her v alu e o ptio n:  S o f tware A pplicatio n 
S u ppo rt plu s U pg rades— maintenance,  mino r,  and 
maj o r releases

Cisco provides to customerCisco provides to pa rtn er,  pa rtn er 
a dmin isters to customer

C isco  I OS ® S o f tware maintenance,  mino r,  and maj o r 
releases

Cisco provides to customerCisco provides to pa rtn er,  pa rtn er 
a dmin isters to customerC isco . co m

Cisco provides to customerCisco provides to pa rtn erT A C  L ev el I I I  su ppo rt
Cisco provides to customerP a rtn er provides to customerT A C  L ev el I  and I I  su ppo rt
P a rtn er provides to customerP a rtn er provides to customerC o ntract renewals and u pg rades
P a rtn er provides to customerP a rtn er provides to customerC o ntract administratio n
P a rtn er provides to customerP a rtn er provides to customerS erv ice sales
Cisco Brand ResaleCisco S h ared S u p p ortD eliv erab le

* P a r t s  s h i p m e n t  i s  e i t h e r  d e l i v e r e d  b y  C i s c o  t o  t h e  p a r t n e r ’s  d e p o t  o r  b y  C i s c o  t o  t h e  c u s t o m e r  d i r e c t l y .
* * P a r t n e r  c a n  o u t s o u r c e  O n s i t e  S e r v i c e s  a n d  u s e  C i s c o  O n s i t e  S e r v i c e s  ( w h e r e  a v a i l a b l e )  i n  c a s e  e m e r g e n c y  o c c u r s .  P a r t n e r  w o u l d  h a v e  t o  p a y  T i m e  a n d  M a t e r i a l s  i f  
p a r t n e r  l e v e r a g e s  C i s c o  O n s i t e  S e r v i c e s .
* * * W h e r e  a v a i l a b l e .
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C isc o S h ared  S u p p ort  Deliverables
P art ner deliv ers t o cu st om er
Cisco deliv ers t o p art ner

*Partner determines service delivery level for shipment to customer ( same day ship;  
hig her level options w here availab le)

TAC Level 1 and 2
t o  Cu s t o m er

Ci s c o  I O S ® S o f t w ar e 
t o  Cu s t o m er

Hardware 
O f f eri n g

O ns i t e t o  Cu s t o m er

Co nt r ac t  Adm i ni s t r at i o n

Ci s c o . c o m  t o  Cu s t o m erPI
CA

PI
CA

A p p l i c at i o n  S o f t ware 
O f f eri n g

Co nt r ac t  Adm i ni s t r at i o n

Ci s c o . c o m  t o  Cu s t o m er

TAC Level 1 and 2
t o  Cu s t o m er

S o f t w ar e 
Ap p li c at i o n S u p p o r t  f o r  
U p dat es  t o  Cu s t o m er

PICA
PICA

P ar t s  D eli ver y *  t o  
Cu s t o m er  ( o r  P ar t ner )
TAC Level 3  t o  P ar t ner
Ci s c o  I O S  S o f t w ar e       

t o  P ar t ner
Ci s c o . c o m  t o  P ar t ner Ci s c o . c o m  t o  P ar t ner

TAC Level 3  t o  P ar t ner

S o f t w ar e Ap p li c at i o n 
S u p p o r t  f o r  M i no r  

U p g r ades  t o  P ar t ner

S o f t w ar e Ap p li c at i o n 
S u p p o r t  f o r  M aj o r  

U p g r ades  t o  P ar t ner

S D S  P ar t s  D eli ver y

24 x 7 x 4  P ar t s  D eli ver y

8 x 5 x 4  P ar t s  D eli ver y



444© 2 0 0 4  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 .Cisco Shared Support L atam – F or in tern al  use on l y  – 8 / 2 0 0 4

C isc o B ran d  R esale f or T S S  Deliverables 

S M A R T n et ® an d 
S M A R T n et O n s i t e

Cisco I O S ® S of t w are    
t o Cu st om er

*  L ocal L ang u ag e S u p p ort  p ilot  in p rog ress
* * S am e day  or nex t  day ,  w h ere av ailab le
* * * W h ere av ailab le

S M A R T n et an d 
S M A R T n et  O n s i t e
U p s el l  O p t i o n s

S o f t ware A p p l i c at i o n  
S u p p o rt  ( S A S )

S o f t ware A p p l i c at i o n  
S u p p o rt  wi t h  

U p g rades  ( S A S U )

Cont ract  M anag em ent

Cont ract  M anag em ent

L ocal L ang u ag e S u p p ort *

L ocal L ang u ag e S u p p ort *

L ocal L ang u ag e S u p p ort *

P art ner P erf orm ed
Cisco® D eliv ered

P art ner P erf orm ed (Cisco 
B r a n d  R e sa l e  V a l u e  A d d )

T A C L ev el 1 ,  2 ,  3  t o 
Cu st om er

Cisco. com  t o Cu st om er

Cont ract  M anag em ent

P art s D eliv ery * *
O nsit e t o Cu st om er

Cisco. com  t o Cu st om er Cisco. com  t o Cu st om er8 x 5 x 4  P ar t s  D eli ver y * * *
24 x 7 x 4  P ar t s  D eli ver y * * *

S of t w are U p dat es,  
M aint enance and M inor 

Releases

S of t w are A p p licat ion 
U p g rades

T A C L ev el 1 ,  2 ,  3  t o 
Cu st om er

T A C L ev el 1 ,  2 ,  3  t o 
Cu st om er

S of t w are U p dat es,  
M aint enance,  M inor,  
and M aj or Releases


