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Customer Advocacy Mission

EXAMPLE OF 
LEAD ER S H I P

Accelerate customer success with 
C isco throug h in n ov ativ e serv ices 
an d  world -class p eop le,  p artn ers,  
p rocess,  an d  tools
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� Coverage in over 120 countries
� 200, 000 S ervice R eq uests Q uarterl y
� 18 0, 000 P arts D el ivered  Q uarterl y
� 8 0%  of  A l l  S up p ort I ssues S ol ved  O nl ine

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
24-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 S of t w a r e  
S u p p or t

Cisco T A C P r oa ct iv e  
A l e r t s

R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

Cisco P rovides S up erior,  G l ob al l y 
Consistent S ervices to I ts Customers
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Cisco Technical Services Delivery Components:
Cisco.com
Increase your self-suffi ci ency and  
p rod uct i v i t y w i t h  reg i st ered  access 
t o onli ne t ools and  k now led g e 
li b rary

O S  a n d  A p p l ica t ion  
S of t w a r e
S u p p or t
Innov at i v e syst em  and  ap p li cat i on 
soft w are and  IT -relat ed  sup p ort  
t h at  h elp s m ax i m i z e your 
t ech nolog y i nv est m ent

Cisco T A C
S up p lem ent  your i n-h ouse st aff 
w i t h  d i rect  access t o C i sco 
t ech ni cal ex p ert s t o q ui ck ly resolv e 
i ssues

A d v a n ce  H a r d w a r e  
R e p l a ce me n t
F lex i b le and  resp onsi v e h ard w are 
rep lacem ent  sup p ort  t h at  h elp s 
m ax i m i z e your op erat i onal 
reli ab i li t y

P r oa ct iv e  S e cu r it y  
a n d  N e t w or k  
D ia g n ost ic A l e r t s
P roact i v ely m ai nt ai n t h e i nt eg ri t y of 
sensi t i v e i nform at i on,  av ai lab i li t y,  
and  st ab i li t y of t h e net w ork

R e mot e  M on it or in g
a n d  M a n a g e me n t
P roact i v ely i m p rov e net w ork  
p erform ance t o ant i ci p at e,  m oni t or,  
and  resolv e i ssues

Cisco T ech nical  S ervices:  
I nteg rated S ol utions f or E nd-to-end S up p ort
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Cisco. com S up p ort W eb site

� 80 %  o f  a l l  c u s t o m e r  t e c h n i c a l  s u p p o r t  
i s s u e s  a r e  s o l v e d  o n l i n e

� Ov e r  24 0 , 0 0 0  s e r v i c e  r e q u e s t s  ( S R s )  
s o l v e d  o n l i n e  e v e r y  m o n t h

� Ov e r  24  m i l l i o n  p a g e  v i e w s  p e r  m o n t h  
( 20 0 7 )

2 +  mil l ion  u n iq u e  v isit or s p e r  mon t h
� 2. 8 m i l l i o n  s o f t w a r e  d o w n l o a d s  p e r  m o n t h  
( 20 0 7 )

R esolving  Technical I ssu es

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C P r oa ct iv e  
A l e r t s

R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t
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Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

� I n c r e a s e  p e r f o r m a n c e  o f  c u r r e n t  f e a t u r e s
� Ad d  n e w  f u n c t i o n a l i t y ,  o f t e n  w i t h o u t  
a d d i t i o n a l  h a r d w a r e  i n v e s t m e n t

� En h a n c e  n e t w o r k  a n d / o r  a p p l i c a t i o n  
a v a i l a b i l i t y ,  r e l i a b i l i t y ,  a n d  s t a b i l i t y

� Ex t e n d  t h e  u s e f u l  l i f e  o f  C i s c o  d e v i c e s  
w i t h  s o f t w a r e  u p d a t e s

P rotect Y ou r O S I nvestment

Cisco O p erating  S ystem S of tw are S up p ort
Maintain the Resiliency of Your Cisco Network

P r oa ct iv e  
A l e r t s
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� S t r e n g t h e n  a p p l i c a t i o n  a v a i l a b i l i t y ,  
f u n c t i o n a l i t y ,  a n d  r e l i a b i l i t y  

� R e s o l v e  t e c h n i c a l  i s s u e s  f a s t e r  w i t h  m o r e  
a c c u r a t e  p r o b l e m  d i a g n o s i s  

� C o m p l e m e n t  i n t e r n a l  r e s o u r c e s  t o  m a x i m i z e  
s y s t e m  u p t i m e  

� B u i l d  i n -h o u s e  e x p e r t i s e  w i t h  a c c e s s  t o  
C i s c o . c o m k n o w l e d g e  b a s e  

� I n c r e a s e  a p p l i c a t i o n  f u n c t i o n a l i t y  w i t h  m a j o r  
u p g r a d e  r e l e a s e s

P rotect Y ou r Sof tw are A pplication 
I nvestment

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

Cisco S of tw are Ap p l ication S up p ort
S treng then the F unctionality of Your Cisco A p p lications

P r oa ct iv e  
A l e r t s
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Cisco T ech nical  Assistance Center 
Resolv e I ssues F ast to Maintain Network P erform ance

V al ueT eam  A ttrib utes

R a p id  f a u l t  isol a t ion  in  a  
comp l e x  e n v ir on me n t  l e a d in g  
t o a ccu r a t e  r e sol u t ion

� T r a in e d  in  K e p n e r -T r e g oe  a d a p t iv e  t r ou b l e sh oot in g  
me t h od ol og y

O w n e r sh ip  of  comp l e x  issu e s� E x p e r t ise  in  a  b r oa d  a r r a y  of  t e ch n ol og ie s

B r oa d  e x p e r t ise  in  Cisco 
t e ch n ol og ie s

� Con t in u ou s in t e r n a l  t e ch n ica l  t r a in in g  &  r ot a t ion s 
a v e r a g in g  2 7  h ou r s/ q u a r t e r

T ime l y  issu e  r e sol u t ion� H ig h l y -t r a in e d  T A C n e t w or k  a n d  a p p l ica t ion  sof t w a r e  
E n g in e e r s w or l d w id e

� Comp u t e r  scie n ce / e l e ct r ica l  e n g in e e r in g  d e g r e e s
� E a ch  e n g in e e r  a v e r a g e s 5  y e a r s of  in d u st r y  

e x p e r ie n ce
� 4 5 0 +  CCI E  p r of e ssion a l s

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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Cisco T ech nical  Assistance Center 
O p ening  a S ervice R eq uest

D i rect

w w w . ci sco. com /
t ech sup p ort /  
serv i cereq uest

Development Teams

Routing,
S w itc h ing &  
A r c h ite c tur e
W ir e l e s s

I P  T e l e p h ony , 
M ul tis e r v ic e  
V oic e , V oic e -
S igna l ing

S e c ur ity , 
N e tw or k  

M a na ge m e nt
C D N

B B  /  A c c e s s  
O p tic a l  /  A T M
I B M  /  S A N
T e c h nol ogie s

C i s c o  T AC  
S e r v i c e  
R e q u e s t  
T o o l

t ac@ ci sco. com

www.cisco.com
/ wa r p / p u b l ic/ 6 8
7 / D ir e ct or y / D ir
T A C .sh t ml

E-m ai l 
R ep ly
or C all-
b ack

L i v e 
H and off

Ph o n e

E-m a i l C u s t o m e r  
I n t e r a c t i o n  
N e t w o r k

• S v c  Re q ue s t 
H a nd l ing

• S e r v ic e  L e v e l  
S e v e r ity

• T e c h  D e s c r ip tion
• C onta c t D e ta il s

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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• On l i n e
T A C S e r v ice  R e q u e st  
T ool

• E-m a i l
t a c@ cisco.com

• T e l e p h o n e
Cou n t r y -sp e cif ic 
n u mb e r s

R e q u e s t  
I n i t i a t i o n

I f  y ou  h a v e  a  S e v e r it y  1  or  2  
n e t w or k -d ow n  e me r g e n cy ,  op e n  
y ou r  se r v ice  r e q u e st  b y  
t e l e p h on e

I f  y ou  h a v e  a  S e v e r it y  3  or  4 ,
op e n  y ou r  se r v ice  r e q u e st  b y  
W e b

O p e n  a n y  se r v ice  r e q u e st  b y  e -ma il

Cisco T ech nical  Assistance Center 
S ervice R eq uest I nitiation

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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� S e v e r it y  1   
� S e v e r it y  2   
� S e v e r it y  3   
� S e v e r it y  4

R e q u e s t  
Pr i o r i t i z a t i o n

I m p act to 
N etw ork

I m p act to B usiness

H i g h

L ow H i g h

S e v e r ity  1

S e v e r ity  2

S e v e r ity  3
S e v e r ity  4

Cisco T ech nical  Assistance Center 
S ervice R eq uest P rioritiz ation – S everity L evel s 

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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Cisco T ech nical  Assistance Center 
S ervice R eq uest R esol ution S tatus

� C h e c k  c u r r e n t  s t a t u s  o f  o p e n  
s e r v i c e  r e q u e s t s

� U p d a t e  o p e n  s e r v i c e  
r e q u e s t s  w i t h  y o u r  o w n  n o t e s

� At t a c h  f i l e s  t o  o p e n  s e r v i c e  
r e q u e s t s

� V i e w  s e r v i c e  r e q u e s t s  c l o s e d  
w i t h i n  t h e  l a s t  1 8 m o n t h s

TA C Service R eq u est 
Tool

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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Cisco V irtual  L ab s 
T h e B est Al ternative to a D up l icate N etw ork

� An  e n g i n e e r i n g  r e s o u r c e  a n d  k n o w l e d g e  
b a s e  f o r  t r a i n i n g ,  p r o d u c t  i n f o r m a t i o n ,  a n d  
t e s t i n g  o f  n e t w o r k  i s s u e s

� D e s i g n e d  t o  r e c r e a t e ,  e x p l o r e ,  a n d  r e s o l v e
c u s t o m e r  n e t w o r k  i s s u e s  

� $ 6 5 0 M+  i n v e s t m e n t  i n  w o r l d w i d e  T AC  l a b  
p r o d u c t s  a n d  e q u i p m e n t

� I m m e d i a t e  a c c e s s  t o  a l l  C i s c o  p r o d u c t s
� I m m e d i a t e  a c c e s s  t o  a l l  v e r s i o n s  o f  C i s c o  
s o f t w a r e

� U t i l i z e s  t r a f f i c  g e n e r a t o r s  t o  s i m u l a t e  t r a f f i c  
f l o w s  a n d  s y n c h r o n i z e  v i r t u a l  r o u t e r s  f o r  
a n y  s i z e  n e t w o r k

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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T ech nical  Assistance Center D el ivery Model

TA C Specialist
TA C Technolog ist

W eb  Tools/ P roced u res
TA C G eneralist

TA C E x pertr o u t i n g

es
ca

la
tio

n

� S y s t e m -d r i v e n  c a s e  e s c a l a t i o n
� T e a m  l e a d  a n d  t e a m  m a n a g e r  c a s e  r e v i e w s

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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K now l edg e S h aring  D rives Continuous 
I mp rovement

� C u s t o m e r  S e r v i c e  Ex p e r i e n c e  
( C S E)  D e v e l o p m e n t  a n d  B e s t  
Pr a c t i c e s

� Es t a b l i s h e d  S o l u t i o n s

� N e w  T e c h n o l o g i e s
� T e c h n i c a l  Ex p e r t i s e
� C u s t o m e r  H a n d l i n g  Ex p e r t i s e

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

TA C Specialist
TA C Technolog ist

W eb  Tools/ P roced u res
TA C G eneralist

TA C E x pert

P r oa ct iv e  
A l e r t s
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Customer D riven S ervice R eq uest E scal ation 

� R e s p o n s i b i l i t i e s  
A ssess th e p rob l em  
A ssign ad d itional  resources if  necessary

� H o w  t o  c o n t a c t  t h e  D u t y  Ma n a g e r
A sia-P acif ic:  + 6 1 2 8 4 4 6  7 4 11
E urop e:  + 3 2 2 7 04  5 5 5 5
U S A :  1 8 00 5 5 3  24 4 7 ;  + 1 4 08  5 26  7 209
A sk  f or th e D uty  M anager

TA C Du ty M anag er

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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Advance H ardw are R ep l acement 
S ervice L evel s

* a v a il a b il it y  d e p e n d s of  g e og r a p h ica l  l oca t ion

� 1 0 -d a y  d e l i v e r y  f o r  r e t u r n -t o -
f a c t o r y

� C o n s i g n e d / o n s i t e  s p a r e s
� S a m e  D a y  S h i p

� 2- a n d  4 -h o u r  d e l i v e r y
� N e x t  B u s i n e s s  D a y  d e l i v e r y
� 8- t o  1 0 -d a y  d e l i v e r y

C o n t r a c t u a l  S e r v i c e  Le v e l s  S u p p o r t e d *

� R e t u r n -t o -f a c t o r y  ( p a r t s )
�Ad v a n c e  R e p l a c e m e n t  ( p a r t s )
�On s i t e  r e p a i r  ( p a r t s  a n d  l a b o r )

� R e t u r n -t o -f a c t o r y
S e r v i c e  C o n t r a c t s  
( p a r t s  a n d  f i e l d  e n g i n e e r s )

W a r r a n t y  
( p a r t s  o n l y )

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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G l ob al  S ervice S up p l y Ch ain 
L og istics S up p ort

� G e o g r a p h i c  c o v e r a g e  i n  1 20 +  c o u n t r i e s
� 9 0 0 +  p a r t s  d e p o t s
� $ 4 B  i n v e s t m e n t  i n  p a r t  r e p l a c e m e n t  
i n v e n t o r y

� Ac c e s s  t o  g l o b a l l y  d e p l o y e d  o n s i t e  f i e l d  
e n g i n e e r s

� S i x  h a r d w a r e  r e p l a c e m e n t  o p t i o n s  f r o m        
2-h o u r  t o  N e x t  B u s i n e s s  D a y  ( N B D )  
d e l i v e r y ,  b a s e d  o n  s e r v i c e  a v a i l a b i l i t y

2 4 -hou r,  G lob al H ard w are 
R eplacement and  O nsite F ield  
E ng ineer Su pport

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s
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Cisco T ech nical  S ervices
E x tends th e L if e of  Y our N etw ork  Assets

� I m p r o v e s  p r o d u c t i v i t y
� C o m p l e m e n t s  i n -h o u s e  r e s o u r c e s
� Ma x i m i z e s  r e t u r n  o n  n e t w o r k  
i n v e s t m e n t

� C o n t r o l s  o p e r a t i n g  e x p e n s e s
� I n c r e a s e s  o p e r a t i o n a l  e f f i c i e n c y  
a n d  r e l i a b i l i t y

Cisco.com S of t w a r e  
S u p p or t

Cisco T A C P r oa ct iv e
A l e r t s

R e mot e  
M a n a g e me n t

A d v a n ce  
H a r d w a r e  
R e p l a ce me n t
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I n d u s t r y  Aw a r d s

I n d u s t r y  S u r v e y s C e r t i f i c a t i o n s

� Consistentl y  recogniz ed  f or ind ustry -l ead ing services innovation and  
ex cel l ence

� B est p ractices in S ervice S up p l y  Ch ain,  W eb -b ased  S up p ort and  
Certif ication P rogram s

Cisco S ervices I ndustry R ecog nition
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Q  a n d  A
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Back up slides
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Cisco. com S up p ort W eb site
Cisco.com S of t w a r e  

S u p p or t
Cisco T A C R e mot e  

M a n a g e me n t
A d v a n ce  
H a r d w a r e  
R e p l a ce me n t

P r oa ct iv e  
A l e r t s

My  T e c h  S u p p o r t
� Pr o v i d e s  a  
p e r s o n a l i z e d  ‘p o r t a l ’
o f  k e y  T S  W e b  t o o l s ,  
d o c u m e n t a t i o n ,  
a l e r t s  a n d  s o f t w a r e ,  
c u s t o m i z e  y o u r  v i e w  
o f  C i s c o ’s  T e c h n i c a l  
S u p p o r t  W e b s i t e

� T r a c k  u p  t o  1 0  o f  
y o u r  S e r v i c e  
R e q u e s t s
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Cisco E arns P restig ious J . D .  P ower 
and  A ssociates Certification

� F irst g lob al netw ork ing  company 
recog niz ed  tw o years 
consecu tively

� A w ard ed  f or technolog y service 
and  su pport ex cellence

� R ecog niz ing  Cisco and  its 
partners f or continu ed  
commitment to cu stomer 
satisf action 

J.D. Power and Associates Certified Technology and 
S erv ice S u p p ort Program SM ,  dev elop ed in conj u nction 
with the S erv ice &  S u p p ort Professionals Association 
( S S PA) . F or m ore inform ation,  v isit www.j dp ower.com
or www.thessp a.com . 
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Cisco T ech nical  Assistance Center
O p ening  a S ervice R eq uest

H a v e  t h e  f o l l o w i n g  i n f o r m a t i o n  o n  h a n d :
� C o n t r a c t  n u m b e r ,  n a m e ,  a n d  c o n t a c t  d e t a i l s  f o r  
c l i e n t  s i t e

� Pr o b l e m  d e s c r i p t i o n
� B r i e f  h i s t o r y  o f  t h e  p r o b l e m  a n d  w h a t  h a s  b e e n  
d o n e

� S e v e r i t y  o f  t h e  s e r v i c e  r e q u e s t
� N e t w o r k  t o p o l o g y  ( s o f t  c o p y  o f  u p -t o -d a t e  
d i a g r a m s )

�Ou t p u t  o f  r e l e v a n t  “s h o w ” a n d  “d e b u g ”
c o m m a n d s

�Ou t p u t  o f  l o g  m e s s a g e s
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Pr o v i d e  t h e  f o l l o w i n g  i n f o r m a t i o n  
• Pr e s e n t  n a m e  c o n s i s t e n t l y
• Pr o v i d e  e -m a i l  a d d r e s s
• Pr o v i d e  o n s i t e  c o n t a c t  

t e l e p h o n e  n u m b e r
• I d e n t i f y  i n t e r n a l  c u s t o m e r t i c k e t  

n u m b e r  i f  r e l e v a n t
• I d e n t i f y  a n y  o t h e r  C i s c o  S R ’s  

o p e n
• S e e k  a s s i s t a n c e  e a r l i e r ,  n o t  

l a t e r

Cisco T ech nical  Assistance Center
O p ening  a S ervice R eq uest
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