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Cisco® Smart Net Total Care service goes far beyond a simple warranty replacement policy.
Table 1 compares Cisco’s standard warranty with Smart Net Total Care® support coverage.

Table 1. Smart Net Total Care versus Cisco standard warranty

Equipment Hardware Cisco Cisco Technical Additional
covered replacement OS updates Assistance Center (TAC) | Cisco.com | entitlement

configuration and access and
troubleshooting support | benefits

Cisco Smart Net All’ Renewable  Advance hardware Yes; updates Yes?® Yeg* Yes
Total Care contracts replacement: within licensed
-24x7x2 hours feature set*

-24x7x4 hours
-8x5bx4 hours
-8x7x Next Calendar

Day (NCD)

-8x5x Next Business

Day (NBD)
Cisco standard All 90 days’ Advance replacement  No® No” No No
hardware warranty (10 business days)®

'Some equipment exclusions may apply. Consult a service sales representative for more details.

2Cisco Unified Computing System™ (Cisco UCS®) also includes ongoing downloads of BIOS, drivers, firmware, and Cisco UCS Manager.
*Gisco TAC support for portal and collections requires the purchase of Smart Assist service.

4Includes access to smart capabilities: Smart Net Total Care portal/collections and optional addition of Smart Call Home

SThis table refers to Cisco’s standard hardware warranty. Additional Cisco warranties are referenced at hitps://www cisco com/go/warranty.

“This warranty ensures that software media is free of defects.
"Hardware fault identification/Return Materials Authorization (RMA) validation only.
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OcobeHHOCTU 6Ha30BOIM TEXHUUYECKON NOAAEPHKKHN

PernoHasnbHble KOMaHAbl UHXKEHEPOB NO NPOAYKTY NN TEXHONOTUM

* Be3 NpMBA3KU K 3aKa3uMKy/napTHEPY — pa3Hble KeCbl Y Pa3HbIX UHKeHepoB

» Kaxgas3aaBKa— oTaesibHasA npobsiema, HET BUAMMOCTM 0bLLE KapTUHbI NO
OTKPbITbIM 3asiBKaM 1 KOpPenaLuum cobbITui

* Bce geiicTBumA MHXKeHepa onpeaesieHbl NPoLLeccom Uan npoueaypon

* A3bIK 0OLWEHMA - AHITTUNCKUI



B pamKax SNTC TAC He moXeT:

[laBaTb opuLMaNbHblE peKOMeEHAALUMM NO BbIBOpY An3aliHa CeTu
[aBaTb opuLManbHble pekomeHaaumm no sbibopy sepcum MO

PewaTb nnn nccnenosatb Npobaemy, eciivm KoHpUrypauma nam
$YHKLUMOHAaNbHOCTb He NOoA AepPKMBAETCA Ha AaHHOW naaTdopme

HactpamnaTb 060pyaoBaHue «c Hyns» nog TpeboBaHMA 3aKa34mMKa
NcKkaTb npuymnHy npobaembl Npu OTCYTCTBUM N1OTOB

PewaTtb 60nee ogHoM Nnpobaembl B O4HOM Kence

[MyénukoBaTb N0 anA 3aKa3yvynKoB

MNpepocTtaBnaTb AeTanbHbiM Root Cause Analysis B Buae AOKyMeHTa



[ oCTyn K cepBUCHOMY KOHTPAKTY

. Cisco.com -> Manage CCO profile -> Access management

- Man 8 CCO-npodune aonKeH OTHOCUTLCA K BalLEN OpraHuU3aumnm
(gmail.com, Hanpumep, He NnogoNAET)

- [locTyn NpeaocTaBAAETCA TONIbKO 3aKa34MKy U NAPTHEPY

Country Company Phone Number

Ukraine ™~ 1+380(44)391-36-39

Email Address (Work email recommended) Job Role Job Leve
mlysykh@cisco.com Select job role - Select job level
Username Job Title

mlysykh MANAGER.SERVICE SALES
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Yto Takoe Cisco TAC

5,800+ TAC nHKeHepoB 1 KOHCYIETaHTOB ABTOMaTU3UpPOBAHHOE

BblABAEeHUeE Npobaem
Peweno 2.2M Kencos (3aroa) "

7,000+ ckpuntos
40% «eiicos
ouenka 65 Net Promoter Score 1M+ anepros

Nonysero 1,554 CCIES (sarop) Astomarusaumna TAC
q naboparopun
BbIAaHO 357 naTeHTOB % Ha 42% yBe/IN4€Ha EMKOCTb

58.5 M cokpawero satpar




Kak obecneunsaeTcs KpyrnocytouHas padoTa TAC @ s e

BRU/KRK: @® Lentp-carennut
Jleto: 06:00 - 12:00 UTC + 2 yaca (EU only)

3uma: 07:00 - 13:00 UTC + 2 yaca (EU only)

@ PervoHarnbHbIN LEHTP

SJ:
Jleto: 18:00 - 00:00 UTC "

3uma: 19:00 - 01:00 UTC & =) Jleto: 12:00 - 18:00 UTC

3uma: 13:00 - 19:00 UTC

-

-~

_____

SYD:
Jleto: 00:00 - 06:00 UTC
3u 1:00 - 07:00 UTC

= Mopaepxka knueHToB 13 180 cTpaH
= 550,000 cepBuMCHbIX 3aNpocoB B kKBapTarn
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Co3aaHue
CepPBUNCHOrO
3anpoca




Heobxogumble gaHHbie

'é'l's'élé' Products & Services Support How to Buy Training & Events Partners Mariya Lysykh e

Support Case Manager

Create and manage support cases for Mariya Lysykh (mlysykh)

Open New Case «

My Cases All Cases Favorites Q

Show Open Cases Draft Cases [ | Closed Cases O Created (?) Updated [ Any Time Apply Filters

Mare Options ~

Summary Case Number Date Updated

- CepuiiHbI HOMep obopyaoBaHMA
- KopoTkoe onncaHune npobaembl Ha aHITMMCKOM

- CCO 1 KOHTAKTHbIM HOMEP YenoBeKa, KOTOPbIM 3aHMMAETCA
BOMPOCOM



Buabl npuoputeta (Severity)

P1 He paboTaeT ceTb nam bonbluan eé
4acTb; KPUTUYHO AN BU3Heca; roToBbl
ocTaBaTbCA Ha cBA3u 24/7

P2 He paboTtaet ceTb nauv 6onbluan eé
4acTb; KPUTUYHO Ana BU3Heca; roToBbl
ocTaBaTbcA Ha cBA3M 8/5 (B pabouee
Bpems)

P3 Ectb npobnema, ocobomn cnewku Het

P4 EcTb BONpoc, npobaembl HET

© 2019 Cisco and/or its affiliates. All rights reserved. Cisco Confidential




OTKpbiTUE Keucos P1 n P2

1. TenedpoHHble HOmepa Cisco TAC ncnonb3yrorca ana:

- OTKpbITMA KENCOB

- DCKanauum Kercos ¢ 1tobbim ypoBHeM Severity

2. 3B0HKM B paboumne gHu ¢ 10 ao 17 yacos No KMEBCKOMY BpemeHU obpabaTbiBatoTca
PYCCKOroBOPALMMU areHTaMM KOHTAKT-LLeHTPa, B ApYyroe Bpemsa — aHIMOroBopALMUMHU

KoHTakTbl TAC gna Ykpautbl: 0 800301 2090, +38044 390 2400

Bce KoHTaKTbl TAC npeacTaBsieHbl MO CCblIKe:
https://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html



OTKpPbITME CEPBUCHOrO 3arnpoca Yepes Beb-canT
-

[ns OTKPbITUA CEPBUCHOrO 3arnpoca Yepes canT, NnponguTe cnegyrolmne warm:

[lepengnTe Ha WWW.CISCO.Ccom

ABTOPU3yMTECH Mcnonbdya ceon CCO ID 1 naponb

Boibepute onumto “Support & Downloads -> Contact Support”
HaxxmuTe “Open a new Case” (npamas ccoinka https://mycase.cloudapps.cisco.com/case)
CnepnyvTe wWaram B npunoxxeHun Support Case Manager

ok~ W =

y6eﬂMTer, YTo y BacC eCTb BCHA Products & Services Support Home PRODUGT TEGHNICAL SUPPORT (TAC)

H eO6XO,EI, nMad UH Cbo p Ma LLVIH 1 Support & Downloads Products & Downloads
KOTOpa4d rnepeyncriieHa paHee :

Training & Events Contact Support
Requires a product or software support contract

Buy Licenses & Contracts
Manage support cases

Partners Tools & Resources
RETURNS (RMAS)

Returns Portal




ABaHCOBaA 3aMeHa

Request Type

(© Diagnose and Fix () RequestRMA () Ask a Question

A Find Product by Serial Number

[[] Search for other Open cases for this Serial Number

Ecnv Bbl 3HaeTe, YTo 060pYyAOBaHME He PaboTaeT, MOXKHO
Cpasy NonpoCUTb 3aMeHyY
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ABaHCOBaA 3aMeHa

- Homep PMA nonyyeH ao 15:00 no n1oKanbHOMY BpeMEHU — 3aMeHa byaet
[0CTaBNAEeHa Ha cneayowmnii pabounin aeHb

- Homep PMA nonyyeH nocne 15:00 no noKkanibHOMY BpeMeEHU — 3amMeHa byaet
A0CTaB/ieHa Yepe3 oanH paboumin aeHb

- Ana y,EI,al'IéHHbIX PerMoHOB BpeMA OCTAaBKN MOXKET yBEINUYNBATLCA

- [MoXanyncra, He KonuTe HencnpaBHOe 0bopyaoBaHME, YTOObI OTKPbLITL Cpa3y
HECKO1bKO 3aABOK



lcnonb3oBaHue Support Case Manager

Support Case Manager

Create and manage support cases for Vladimir Savostin (vsavosti) w

Kak cospgate CCO ID, ecnu ero Hert:
http://lwww.cisco.com/web/help/reg/faq_reg.html
My Cases All Cases Favorites Q
Show Open Cases Draft Cases [_| Closed Cases (® Created () Updated (Any Time v:)

More Options v

o Export Cases 1-50f5 Cases per page: 10 | 25 | 50

Created Case Sev Status Summary

L]

05/21/2019  [Not Submitted] 3 Not Submitted ~ [No Title Provided]

03/15/2018 684152299 4 Solution Prov...  Service Connector - CTGAIpha
03/15/2018 684152205 4 Solution Prov...  Service Connector - CiscolT
10/22/2017 683295499 3 Solution Prov... Cat7600: High CPU

03/07/2017 681918652 3 Solution Prov...  test EPIC SR




OTKpbITUE CepBUCHOro 3anpoca — Best Practice

cnonb3ymnTe MHOPMaTMBHLIN hopMaT
3aronoBKa 3anpoca, HanpuMep:

[Cisco productid ] | [Software Version] :
[short issue description all in english]

BeoouTe nogpobHoe onncaHue npoodnemMol Ha
aHMMMMCKOM Aa3blke B none Case Description
[onb3yrTech onumner Cisco Suggestions uTobbl
aBTOMaTUUECKM onpenennTb Technology, nnMoo

KoppekTHo BbibnpanTe Technology/Problem Area

[ocne cosnaHns 3anpoca cpagdy npukpenuTe
BbIBOO Show tech n gpyrne nmerowmecs gaHHble

Severity @
Network Down (S$1) (O Severely Degraded (§2) (2) Network Impaired (S3)

Loss of Service

[] Extended loss of 15 seconds or more

Title
ISR4431 16.6.3 Gateway-Based recording failing due to XMF timeouts

66/80 characters

Description

Problem Details: XMF-based Call Recording is failing for Mobile agents.

ISR4431 |QS-XE 16.6.3
UCM Active Master Version: 11.5.1.12900-21

UCCE 11.5.1
Finesse 11.5.1

Whan mnhila anent ic transfarrina the rall

Ask a Question (S4) @

209/32000 characters

Technology

Cisco Suggestions ._ 0

OR

Manually select a Technology...

Problem Area
Choose problem area...
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SUNNYVALE CHICAGO

BeneHue
CepBUCHOIO
3anpoca




Bpems oTBeTa B 3aBMCMMOCTHU OT Severity

Mo keicam npuopwuteTa P1 n P2 nHxeHep byaet Ha3Ha4yeH B TedyeHne 15 MUHYT C
MOMEHTa OTKPbITUA KeKnca

Ans kencos npuoputeta P3 u P4 nHxkeHep byaet Ha3HayeH B TeyeHne 60 MUHYTC
MOMEHTA OTKPbITMA Kenca

Mepuognyeckne obHoBAeHUA No Kencam npmoputeta P1 u P2 co ctopoHbl Cisco TAC — He
peXxe 04HOro pasa B AeHb, eC/IM KENC HaxoauTCA Ha ctopoHe TAC

Meprnoanyeckmne obHoBneHUA no Kercam npmoputeta P3 n P4 co ctopoHbl Cisco TAC — He
pexe 0aHOro pasa B HeAenk, ecaiv Kenmc Haxogmutca Ha ctopoHe TAC

CpOKM peLLeHns Keca MoryT KonebaTbcs B 3aBUCUMOCTU OT HEOHX0AMMOCTH
NpuB/IeYEHMA PA3PabOTYMKOB, OTKPbLITMA U UcnpaBaeHus baros B MO, u T1.n.



Yro BKAtOUaeT B ceba paboTta Hag Kencom

C6op AaHHbIX c 060pya0BaHMA 3aKa3uMKa (MHorga coBmecTHO € TAC MHXEHEPOM) M UX aHaNn3
nH>xeHepom TAC

NhxkeHep TAC moxxeT Bocnpoussectn npobnemy B nabopatopumn TAC
Mpn HeoH6X0ANMOCTM NPUBAEKAIOTCA PAa3PabOTUMKM N UX 3CKANALUMOHHbIE KOMaHAbI

Ecnm npobnema naeHTMPULMPOBAHA M 3TO HOBbIM 6ar, TO OH OTKPbIBaeTcA nHkeHepom TAC 1
nepepaeTcs pa3paboTynkam

Mocne ncnpasieHUA Koga He0b6Xo0ANMO BpeMSA Ha ero TECTUPOBAHME N Ha BbIMYCK
npomexxyTo4yHou (interim) Bepcmun MO

B MCKNOUMTENbHbBIX Cy4anx BbiNyCcKaeTca UHXeHepHas Bepcua (engineering special) c
ncnpasneHnem nnm debugimage ana cbopa gon. AaHHbIX

Ecnn Bbl cuntaete, yto paboTta Hag Kercom naet HeadpPeKTUBHO, BOCNO/Ib3yMTECH NPOLLECCOM
“ApMUHUCTPATUBHAA 3CKanauua’



BbinonHeHUe N/1aHOBbIX paboT

* BO3MOHO OTKPbITUE Kelica 3apaHee, YTOoObl MHKeHep bbla A0CTYNeH B
Te4yeHne BbINOJIHEHUS paborT.

* OnnwunTe nnaH paboT, npunoxnTte KoHdUrypaumto, sh tech, sbisoabl debug.

* 3anN1aHNPYNTE OKHO C Y4ETOM BPEMEHWN YCTPAHEHUS BO3MOXKHbIX Npobaem m
BbIMOJIHEHMSA NN1aHA OTKATa USMEHEHUI

* [MpoBepbTe pacnucaHue pabotbl TAC, 4yTOObI HE MOMACTb HA CMEHY
NH}XEHEepOoB

* BoBnekante nHxxeHepa TAC 3apaHee, He B NocAeAHUN MOMEHT



[locTaToO4yHO /I Bam 6a30BOro ypoBHA NOAAEPXKU?

Yy UHXEeHepOoB KOMMAaHUU BbICOKaAA TEXHNYECKAA I-(BaJ'IVI(I)VI KauunAd

Bbl 3HaeTe ceTb/pelleHne, KoTopble SKCNayaTupyere

* Y Bac HeT pr,EI,HOCTEI‘/JI C O6LLI,€HM€M Ha QaHIMUUCKOM fI3bIKE

PeweHne/ceTb BHeapeHbl M paboTatoT



YnpaBsieHue
3CKanaumen




BHYTpEeHHUU npoLecc 3cKanauum

TexHU4YecKas TAC Engineer AOMMHUCTpaTUBHaNA
3cKanauws _7 3cKkanauus
Research Team Lead |

Technical Lead Manager |

Other Cisco TAC Team Duty Manager |

Escalation Team | . . "
Cisco TAC Site
Director
Development
Engineering




JCKanaLma cepBUCHbIX 3anNpPocoB

Komy ackanupoBaTb CEpPBUCHbI 3aNPOC U B KAKUX Cay4anX:

AreHTy KOHTAKT-L,eHTpa

* TpebyeTca cpoYHas NOMOLLb, @ TEKYLLNIM MHXKEHEP HEeAOCTYNEH

HenocpeacrseHHOMyY pyKoBoguTtento nHxxeHepa TAC
* 3ameyaHunano pa60Te C CeEpPBUCHbBIM 3alMpocom

* 3amedyaHunAno KBafIM(I)MKaLI,MM UHXXEeHEPa

AexypHomy meHeaxepy TAC (TAC Duty Manager)
* HeypnoBneTBopeHHOCTb XO0A4,0M/CKOPOCTbIO peLleHmnsa 3anpoca
* [puBNeYeHmne A0NONHUTEIbHbIX PECYPCOB

* Bo BCcex oCTasibHbIX C/Ay4aaAx



JCKanauua cepBUCHDbIX 3aNpPoCoB

* DCKaNMpPynTE MO CYyTH

* HauyHuTe c obpalieHns K nHxxeHepy TAC — nonpocuTe ero aCKaiMpoBaThb
cepBucHbIM 3anpoc: Technical Lead -> Escalation Team -> Development
Engineering

« CMeHa MHXKeHepa 4acTo bbiBaeT HeapPEeKTUBHON — HOBOMY MHIKEHEPY
bynet HeobxoaMMO NOTPATUTb MHOTO BPEMEHMU (CBOEro 1 Ballero),
4TOObl BHUKHYTb B Npobiemy



3aKpblTne
CepBUCHOTO
3anpoca




lNMpouecc 3aKpbITUA CePBUCHOTO 3anpoca

3aKprTl/Ie Kenca nponssBoanTCA Nocne peweHnA I'IpO6ﬂ€MbI U noay4vyeHmAa cornacma
3aKa34MKa.

Keric moKeT 6bITb 3aKPbIT UHXKXEHEPOM, €C/IN 3aKa34MK HE OTBETU Ha ABa NUCbMA U OA4UH
TenepoHHbIN 3BOHOK.

Ecnm pelweHune Kelica cBA3aHO ¢ ucnpasneHnem 6ara B M0, KeMc MOXKeT ObITb 3aKPbIT MO
COrIacoBaHUIO CTOPOH paHee AaTbl BbIXOAa UCNPaBAEHHOM Bepcum, NockonbKy TAC
HanNPAMYIO He B/IMsieT Ha rpaduK BbiNyCKa HOBbIX BEPCUIA paspaboTunkamm.

Mepen 3aKpbITMEM Kelica BO3MOXKEH BPEMEHHbIN NepeBo Kelca B coctosHue “Monitoring”,
4yTOobbl 3aKa34nK ybeannca B paboTocnocobHOCTU NPeaNOXKEHHOTO peLleHuUs.

Ecnan nocne 3aKpbiTMA KeNca Ta e camaa Nnpobaema noBTOPUIaCb CHOBA, 3aKPbITbIN KEWNC
MOXHO NepeoTKPbITb. ANbTEPHATUBHO, MOXKHO OTKPbITb HOBbIN KENC, U COCNATbCA HAa HOMEP
npeAblayLW,ero Kemca B onncaHum npoodbaemol.



Transactional Survey

310 oueHKa paboTbl cepsuca TAC no wKane ot 0 go 10

CoaepXnT BONPOCHI ANs OUEHKM Balien ynoBieTBOpeHHOCTM paboToi
cepsuca TACno pany Kputepmes. B oNnpOCHUKE MOXHO OCTaB/IATb
TEKCTOBble KOMMEHTapumn

Bce pe3ynbTaTtbl BHUMATE/IbHO OTCNEXKUBAKOTCA MEHEeJKepaMmM KOMaHLA,
TAC

Mpyn noay4YeHUM OT 3aKa34MKa HU3KOM OLLEHKU (OTMETKN 6 U HUMKe)

meHenxep TAC cBA3bIBAETCA C 3aKAa3UYMKOM JINYHO



KakK sbirnagur Transactional Survey

Cisco Services will donate to education as a thank you for participating in the survey.

NI
CISCO

How did we do?

Call manager // Not possible two call users
SR Number: 684237707
Closed On: 13-]JAN-19

Based on your experience, how likely are you to recommend
Cisco Technical Services to a friend or colleague?

Not at all likely Extremely likely
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JononHurenbHaa nHpopmauyumsa

« Homepa TenedpoHOB TEXHNYECKOMN NOALEPHKKN
http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html

« 0630p TexHnyeckomn noaaepku (Cisco TAC)
http://www.cisco.com/cisco/web/support/RU/tac_overview.html

* MHCTpyKumMa no 3arpyske 6onbimnx pamnos s TAC
http://www.cisco.com/web/about/security/intelligence/01_12_TAC_Uploads.html



http://www.cisco.com/c/en/us/support/web/tsd-cisco-worldwide-contacts.html
http://www.cisco.com/cisco/web/support/RU/tac_overview.html
http://www.cisco.com/web/about/security/intelligence/01_12_TAC_Uploads.html
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