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Agenda
• R e l e v a n c e  o f  Cisco Services
• I n v e s t m e n t  p r o t e c t i o n  w i t h  T ech n ica l  Services

• D e l i v e r y  C o m p o n e n t s
• S m a r t  S e r v i c e s
• F o c u s e d  T e c h n i c a l  S u p p o r t  S e r v i c e s

• D e f i n i n g ,  e n g i n e e r i n g  a n d  o p t i m i z i n g  s o l u t i o n s  w i t h  
A d va n ced  Services
• A d v a n c e d  S e r v i c e s  C a p a b i l i t i e s
• E x a m p l e s  o f  A S  D e l i v e r a b l e s

• Q & A
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W h at do ou r  
Cu stom er s tel l  u s?
� T al k  m y  l an g u ag e
� B e  t h e re  w h e n  I  n e e d  y o u
� Se l l  m e  a s o l u t io n  n o t  a bo x

� G iv e  m e  t h e  rig h t
E X P E R I E N C E !

� L o w e r T C O
� I n c re as e  N e t w o rk  A v ail abil it y
� I m p ro v e  bu s in e s s  ag il it y
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B u siness Concer ns

I s  m y  n et w o rk  ready  f o r v o i c e?
I s  m y  n et w o rk  ready  f o r v i deo ?

I s  m y  n et w o rk  s ec u re?
I s  t h e t ec h n o l o gy  ready ?

A re m y  p eo p l e ready  f o r t h i s  “n ew  t ec h n o l o gy ”
C an  I  b ri dge t h e gap  b et w een  t ec h n o l o gy  
arc h i t ec t u res  an d m y  b u s i n es s  n eeds ?  
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I n c reas e 
N et w o rk  

A v ai l ab i l i t y
I m p ro v e 
B u s i n es s  
A gi l i t y

Ach ieve th e B est R esu l ts b y  p u tting 
Cisco ex p er tise to w or k  for  y ou

L o w er T o t al  
C o s t  o f  N et w o rk  

O w n ers h i p
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Cisco E x p er tise

P ro f e s s io n al s  
You Can Rely On

K n o w l e d g e  You Can 
U se

I n f o rm at io n  You 
Can T r ust
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P ro f e s s io n al s  
You Can Rely On

P r ofessional s Y ou  Can R el y  O n 

� Cer ti f i ed  ex p er ts w i th  i nd ustr y- lead i ng  
tec h ni c al tr ai ni ng  

� I n-d ep th  ex p er i enc e i n ap p lyi ng  tec h nolog y 
soluti ons to b usi ness p r ob lem s

� S p ec i ali sts to h elp  you p lan,
r un and  op ti m i z e sec ur e v oi c e,  v i d eo and  
d ata netw or k s
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� M i ti g ate r i sk s b y ad h er i ng  to 
b est p r ac ti c es

� G ai n ex p er i enc e-b ased  k now led g e and  
m entor i ng  tools

� L ev er ag e i nd ustr y-p r ov en 
d esi g n,  c onf i g ur ati on and  tr oub lesh ooti ng  
g ui d es

� Rev i ew  c ase stud i es and  
soluti on g ui d es

I n f o rm at io n  You 
Can T r ust

I nfor m ation Y ou  Can T r u st



9

K now l edge Y ou  Can U se

K n o w l e d g e  You Can 
U se

� P ut k now led g e i n th e h and s of  your  staf f
� G i v e th em  tools to ef f i c i ently r un d ay-to-d ay 
op er ati ons

� Of f er  c onti nuous-lear ni ng  op p or tuni ti es
� H elp  str eng th en i n-h ouse ex p er ti se
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W h at Ar e Cisco S er vices

A d v an c e d  Se rv ic e s

A  c o m p r e h e n s i v e  f a m i l y  o f  I T  s e r v i c e s  o f f e r e d  b y  C i s c o  a n d  o u r  
p a r t n e r s  t o  h e l p  y o u  c o n t i n u a l l y  m e e t  t h e  n e e d s  o f  y o u r  b u s i n e s s

R e m o t e
M an ag e m e n t
Se rv ic e s

T e c h n ic al  Se rv ic e s
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Cisco T ech nical  
S er vices
Protect Your Investment
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T ech nical  S er vices

P r ep ar e P lan I m p lem ent Op ti m i z eOp er ateD esi g n

Advanced Services
R em o t e

M anag em ent
Services

N e t w o r k  S u p p o r t  S e r v i c e s  t h a t  o f f e r  t r a d i t i o n a l  
m a i n t e n a n c e  s u p p o r t  p l u s  p r o a c t i v e  d i a g n o s t i c  
c a p a b i l i t i e s  t o  h e l p  y o u  g a i n  great er n et w o rk  
av ai l ab i l i t y ,  l o w er o p erat i o n al  c o s t s  an d redu c e ri s k

T ech nical
Services
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1 . E s s e n c e
2 . G u a r a n t e e  p e r i o d
3 . T h e  r e c i p i e n t
4 . W h o  r e n d e r s
5 . F e a t u r e s  o f  
l o g i s t i c s

� Rep lac em ent of  th e d i sab led  eq ui p m ent ( not ad v anc e)

� 9 0  d ays,  1 year ,  5  year s d ep end i ng  on typ e of  th e 
eq ui p m ent f r om  th e m om ent of  sh i p m ent f r om  Ci sc o

� T h e c ustom er
� Ci sc o
� T h e eq ui p m ent on r ep lac em ent d ep ar ts on a g uar antee 
w ar eh ouse ab r oad  and  i s i m p or ted  f r om  ab r oad

� D uti es,  tax es and  tax  c ollec ti ons ar e p ai d  b y th e 
p ar tner  and -or  th e c li ent

Standard limited warranty Cisco
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1 . E s s e n c e
2 . C o n t r a c t  t e r m
3 . T h e  r e c i p i e n t
4 . W h o  r e n d e r s
5 . F e a t u r e s  o f  
l o g i s t i c s

� A c c ess to th e Center  of  tec h ni c al sup p or t Ci sc o ( T A C)  
+  ad d i ti onal ser v i c es and  r esour c es ( i nc lud i ng  ad v anc e 
r ep lac em ent of  th e eq ui p m ent)

� T o usually m ulti p ly 1 year

� T h e c ustom er
� Ci sc o
� Oth er  ser v i c es and  r esour c es ar e g r anted  Ci sc o ( T A C  
eng i neer )  

� P ossi b i li ty of  a c h oi c e of  lev el of  th e sup p or t f or   
eq ui p m ent

� Rep lac em ent i s m ad e i n Ci sc o S ystem s c ontr ac tual 
ter m s f r om  loc al w ar eh ouse,  w i th out ad d i ti onal 
p aym ent f r om  th e c li ent

T h e client contract on tech nical su p p ort
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C l i ent servi ce contra cts:  structure

Updating Cisco IOS®
and appl ie d sof tw ar e

A cce ss to inf or m ation 
r e sou r ce s and tr aining

T h e  gl ob al  r ou nd-th e -
cl ock  Ce nte r  of  
T e ch nical  Cisco 

Su ppor t

R e pl ace m e nt of  th e  
e q u ipm e nt f r om  a l ocal  
w ar e h ou se

So f t w are  
Su p p o rt

C is c o . c o m

C is c o ® T A C
A d v anc e 

r ep lac em ent of  
th e eq ui p m ent
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Cisco Focused Technical Support Services

C i s c o  F o c u s e d  T e c h n i c a l  S u p p o r t  
S e r v i c e s  e x p e d i t e  i s s u e  r e s o l u t i o n  
a n d  h e l p  i m p r o v e  o p e r a t i o n a l  
e f f i c i e n c y  w i t h  p e r s o n a l i z e d  
p r i o r i t y  n e t w o r k  s u p p o r t  s e r v i c e s

M ai ntai n N etw or k  H ealth
M anag e,  Resolv e,  Rep ai r ,  Rep lac e
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T h r ee L evel s of S er vice

Cisco 
F ocu se d  
T e ch n ica l  
S u p p or t
S e r v ice s

Customer must have valid S M A R T n et or S P  b ased 
c on trac ts on  all of  their n etw ork  eq uip men t.

C isco  H ig h -T o u ch
O p erat io ns M anag em ent Service

( F irst level - stan dard of f erin g )

C isco  H ig h -T o u ch
T ech nical  Su p p o rt  Service
( S ec on d level - op tion al add-on )

C isco  H ig h -T o u ch
E ng ineering  Service

( T hird level - op tion al add-on  to sec on d level)

Resolv i ng  netw or k -lev el i ssues q ui c k ly i s c r i ti c al f or  system  r eli ab i li ty.  
Ci sc o b ui ld s on d ev i c e-lev el tec h ni c al sup p or t ser v i c es b y of f er i ng  th r ee 
lev els of  f oc used  tec h ni c al sup p or t f or  lar g e or  c om p lex  netw or k s

Advisory and Advanced Services focus on strategy, architecture, 
and netw ork  op tim iz ation

C isco F ocused T echnical
Sup p ort Services can 
N O T  b e p urchased w ith 
Shared Sup p ort,
SI S9 8 , or
C ol l ab orative T echnical
Services.

C isco F ocused T echnical
Sup p ort Services are 
p urchased
direct from  C isco or 
through an authoriz ed 
R esel l er.

1

2

3
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Personalized Operations Management
A  d e s i g n e d  C i s c o  O p e r a t i o n s  M a n a g e r  
v i r t u a l l y  j o i n s  y o u r  t e a m  t o  m a k e  s u r e  e v e r y  
n e t w o r k  o p e r a t i o n s  r e c o m m e n d a t i o n  o r  i s s u e  
i s  h a n d l e d  s m o o t h l y  a n d  e f f i c i e n t l y  f r o m  
d e t e c t i o n  t h r o u g h  r e s o l u t i o n
� Your  Op er ati ons M anag er  i s f am i li ar  w i th  your  
b usi ness,  op er ati onal p r oc esses and  tec h ni c al 
sup p or t h i stor y
� F or  h i g h -sev er i ty i ssues,  your  Op er ati ons 
M anag er  f ac i li tates th e esc alati on p r oc ess to 
ex p ed i te r esoluti on
� A v ai lab le 8  h o u rs  a d ay ,  5  d ay s  a w e e k

Cisco H igh -T ou ch  O p er ations 
M anagem ent S er vice



1 9

T rou b lesh ooting b y  E x perts F amiliar 
w ith  Y ou r N etw ork
C i s c o  e n g i n e e r s  e x p e d i t e  i s s u e  r e s o l u t i o n  
a n d  m a k e  r e c o m m e n d a t i o n s  t o  i m p r o v e  
n e t w o r k  o p e r a t i o n s
� S p ec i ali z ed  eng i neer s w h o und er stand  your  
b usi ness,  op er ati ons,  and  netw or k  
h i stor y,  and  ar e ex c ep ti onally sk i lled  at 
r esp ond i ng  to your  c r i ti c al b usi ness 
need s 

� A v ai lab le 2 4  h o u rs  a d ay ,  s e v e n  d ay s  a w e e k
� S er v i c e r eq uests ar e r ev i ew ed  at a netw or k  
lev el i nstead  of  f r om  a d ev i c e lev el p er sp ec ti v e

Cisco H igh -T ou ch  T ech nical  S u p p or t  
S er vice
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P e r s o n a l i z e d  S u p p o r t  t o  A d d r e s s  
C o m p l e x  N e t w o r k -W i d e  P r o b l e m s
A  d e s i g n a t e d  C i s c o  n e t w o r k  e n g i n e e r  
f o c u s e s  o n  r e a c t i v e  m e a s u r e s  i n c l u d i n g  
d i a g n o s t i c s  a n d  a n a l y s i s ,  a s  w e l l  a s  
r e c o m m e n d a t i o n s  f o r  p r e v e n t i v e  m e a s u r e s
� D esi g nated  ex p er ti se m atc h es th e need s of  
your  uni q ue netw or k  i nf r astr uc tur e 

� S h or tens ti m e to r esoluti on d ur i ng  c om p lex  and  
c r i ti c al netw or k -lev el si tuati ons 

� P r ob lem  r oot-c ause analysi s at th e netw or k  
i nf r astr uc tur e lev el and  r ec om m end ati on r ep or t
� A v ai lab le 8  h o u rs  a d ay ,  5  d ay s  a w e e k

Cisco H igh -T ou ch  E ngineer ing S er vice
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G l o b a l  C e n t e r
S a t e l l i t e  C e n t e r
R e g i o n a l  C e n t e r
2 4 -H o u r  H a r d w a r e  
R e p l a c e m e n t  c o v e r a g e

Cisco. com Sof tw ar e  
Su ppor t

Cisco T A C P r oactiv e  
A l e r ts

R e m ote  
M anage m e nt

A dv ance  
H ar dw ar e  
R e pl ace m e nt

C i sco Provi d es S up eri or,  G l ob a l l y  
C onsi stent S ervi ces to Its C ustomers
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Cisco Advanced 
S er vices
D ef ining ,  E ng ineering  and 
O p timiz ing  solu tions
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Advanced S er vices

P r ep ar e P lan I m p lem ent Op ti m i z eOp er ateD esi g n

Advanced Services
R em o t e

M anag em ent
Services

T ech nical
Services

S e r v i c e s  t h a t  h e l p  y o u  def i n e,  en gi n eer an d o p t i m i z e 
n et w o rk a n d  n e t w o r k -r e l a t e d  s o l u t i o n s  t o  e n a b l e  a n d  
a c c e l e r a t e  y o u r  b u s i n e s s  s u c c e s s
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S er vices B ased on Y ou r  R eq u ir em ents

Services Designed 
f o r Dif f erent  
B u siness M o del s 
a nd Segm ent s

Services Designed 
f o r Dif f erent  
T ech no l o gies a nd 
So l u t io ns

Services Designed 
f o r Dif f erent  P h a ses 
o f  t h e L if ecy cl e

Services Designed 
t o  A ddress Dif f erent  
B u siness N eeds
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S er vices D esigned for  T ech nol ogy  S ol u tions
� A p p l i c a t i o n  N e t w o r k i n g
� B r o a d b a n d  C a b l e
� D a t a  C e n t e r
� E m e r g i n g  T e c h n o l o g i e s
� I n t e r o p e r a b i l i t y  S y s t e m s
� M e t r o  E t h e r n e t  
� N e t w o r k  M a n a g e m e n t
� O p t i c a l
� R o u t i n g  a n d  S w i t c h i n g

� S e c u r i t y
� S e r v e r  N e t w o r k i n g
� S t o r a g e  N e t w o r k i n g
� T e l e P r e s e n c e
� U n i f i e d  C o m m u n i c a t i o n s
� V i d e o
� V i r t u a l i z a t i o n
� V o i c e
� W i r e l e s s
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W irel ess SP A

A sse ssm e n t  D e scr ip t ion :
O n -s i t e  a s s e s s m e n t
T r u s t e d  i n s i d e r  p e r s p e c t i v e

V a l u e  P r op osit ion :
C o m p r e h e n s i v e  m e t h o d o l o g y
P r o p r i e t a r y  t o o l s
I n d u s t r y -l e a d i n g  e x p e r t i s e

I m p a ct :
P r o t e c t  i n t e l l e c t u a l  c a p i t a l
M e e t  c o m p l i a n c e  r e q u i r e m e n t s
M e r g e r s  a n d  a c q u i s i t i o n s

Cisco S P A – S ecu r ity  P ostu r e Assessm ent
I nt ernet  SP A I nt ernal  SP A

A sse ssm e n t  D e scr ip t ion :
C o n d u c t e d  f r o m  C i s c o  S O C
I d e n t i f y  I n t e r n e t -v i s i b l e  v u l n e r a b i l i t i e s

V a l u e  P r op osit ion :
C o m p r e h e n s i v e  m e t h o d o l o g y
P r o p r i e t a r y  t o o l s
I n d u s t r y -l e a d i n g  e x p e r t i s e

I m p a ct :
P r o t e c t  i n t e l l e c t u a l  c a p i t a l
H a r d e n  I n t e r n e t  p e r i m e t e r

A sse ssm e n t  D e scr ip t ion :
L o c a t e  r o g u e  a c c e s s  p o i n t s
R e v i e w  8 0 2 . 1 1  s e c u r i t y

V a l u e  P r op osit ion :
J o i n t  N A R  o f f e r i n g  w i t h  W W W P
P r o p r i e t a r y  t o o l s
I n d u s t r y -l e a d i n g  e x p e r t i s e

I m p a ct :
P r o t e c t  i n t e l l e c t u a l  c a p i t a l
L o c a t e  a n d  d i s a b l e  b a c k d o o r s
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“W e  o n l y  n e e d  t o  b e  l u c k y  o n c e .  
Y o u  n e e d  t o  b e  l u c k y  e v e r y  t i m e ”

I r i s h  R e p u b l i c a n  A r m y  i n  a  s t a t e m e n t  t o  M a r g a r e t  
T h a t c h e r  a f t e r  a  failed assassination attempt

2 7
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C re at e  a d e t ail e d  d e s ig n  
t o  ad d re s s  bu s in e s s  an d  
t e c h n ic al  re q u ire m e n t s  

D e s ig n  t h e  
So l u t io n

P rep are

P l an

D esig n
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I m p l e m e n t  t h e  So l u t io n  
D ep l o y  t h e n ew  t ec h n o l o gy  w i t h o u t  
di s ru p t i n g t h e n et w o rk  - S T A G I N G

P rep are

P l anO p t im iz e

I m p l em ent

D esig nO p erat e
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A c h ie v e  o p e rat io n al  
e x c e l l e n c e  t h ro u g h  
o n g o in g  
im p ro v e m e n t s  

O p e rat io n al  
E x c e l l e n c e

P rep are

P l anO p t im iz e

D esig nO p erat e

I m p l em ent
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Cisco O p tim iz ation S er vices
N e t w or k  A sse ssm e n t  – A S S !
O p e r a t ion a l  A sse ssm e n t
S e cu r it y  A r ch it e ct u r e  A sse ssm e n t
Cu r r icu l u m  P l a n n in g  A sse ssm e n t

K n ow l e d g e  T r a n sf e r  &  M e n t or in g  
T e ch n ica l  K n ow l e d g e  L ib r a r y
F or m a l  T r a in in g

N e t w or k  D e sig n  S u p p or t
I m p l e m e n t a t ion  P l a n  S u p p or t
N e t w or k  Ch a n g e  S u p p or t
S of t w a r e  S u p p or t
N e t w or k  I m p r ov e m e n t  P l a n

A n n u al  A s s e s s m e n t sA n n u al  A s s e s s m e n t s

N e t w o rk  Su p p o rtN e t w o rk  Su p p o rt

C o n t in u o u s  L e arn in gC o n t in u o u s  L e arn in g

N e t w o rk  H e al t h  C h e c k sN e t w o rk  H e al t h  C h e c k s
N e t w or k  A u d it s a n d  R e p or t s
S y sl og A n a l y sis a n d  R e p or t s
Con f ig u r a t ion  A n a l y sis &  B e st  P r a ct ice s R e p or t s
P r oa ct iv e  A d v isor y  R e p or t s
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A n  A u d it  c o l l e c t s  an d  an al y z e s  d at a f ro m  t h e  n e t w o rk  o v e r a s p e c if ie d  t im e f ram e  an d  l o o k s  f o r is s u e s  in  t h e  are as  o f  F au l t ,  P e rf o rm an c e ,  C ap ac it y ,  an d  C o n f ig u rat io n  M an ag e m e n t w h ic h  are  d ire c t l y  re l at e d  t o  n e t w o rk  s t abil it y  an d  av ail abil it y :
• I nvent o ry  – H W  and SW  versio ns,  H W ,  P o rt s,  C ards,  m icro co des,  et c• M em o ry  – siz e inst al l ed,  f ree,  u sed and f rag m ent ed.  • C P U  u sag e – averag es and p eak s• E nviro nm ent  co ndit io ns– p o w er su p p l y ,  t em p erat u re• H W  Su m m ary  – card t y p es,  m icro co de,  p art  nu m b er,  serial  # ’s,  b o ard revs,• I nt erf ace st ab il it y  – p o rt  st at u s,  b u f f ers,  dro p s ,  C R C  erro rs,  co l l isio ns• I nt erf ace P erf o rm ance – b andw idt h  u t il iz at io n b y  direct io n• F au l t s rel at ed t o  C P U ,  M em o ry ,  and t raf f ic.• R o u t ing  p ro t o co l  anal y sis• P ro t o co l  C P U  anal y sis

T o p ic s  in  t h e s e  re p o rt s  in c l u d e :• D et ail ed f inding s and ex cep t io ns• Su m m ary  t ab l es• R eco m m endat io ns t o  address p ro b l em s

W h at  is  it  &  w h at  d o e s  it  d e l iv e r?
N etw ork  H ea l th  C h eck s � N etw ork  A ud i ts



40

B enef it f rom  the Cisco Services E x perience

Custom er  suc c ess i s at th e c or e of  our  c ultur e

W e m easur e c ustom er  sati sf ac ti on 
one ex p er i enc e at a ti m e

Your  suc c ess g uar antees our  suc c ess
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Q u estions?
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